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Revised Grievance Redressal Mechanism (GRM) for complaints in DCSEM

50 fAgemerd grr qd & Y aRus DCSEM/DIr/215(A)/35 featias 17.06.2021 & 31ifde deiua e
§C T 58 Acenery grr et @ uger 67 e areh dansit # 3R gur axS F R, s dar
JHTIT & GUTEl & UG # grel & 3 Bhv 9w deue & IR W Rierat & v R Raror gomre
H FAMRT fRar am ¥ | In partial modification to earlier circular vide DCSEM/DIir/215(A)/35 dated

17.06.2021 and in order to further improve the services provided by this Directorate to the residents,
the Grievance Redressal Mechanism for complaints is revised based on recent re-designation of
Heads of Engineering Services Division.

fSartor, dar va Huer Ao N sohfrafter dar wemer (Swwdr ESD) ¥ Svadtl, Svadll 3k
STE-IIl, oee & uedies #F ropifhevR R A & o e seRerr semar e § | Suadhl uieh
89 & TERWIG, FREA, Seerded, §sah!, Feurer, SWD i @@ aar ¥ | opRifhek & qdff & o Suad)-
1T AT TSR & | oy, STash-lil R 87 o R seaat 6 dwamea axa € | DCSEM has three

Engineering Services Division (ESD) viz., ESD-I, ESD-Il and ESD-lIl, each comprising various
maintenance units in Anushaktinagar and city area. ESD-I looks after the maintenance, repairs,
upgradation, roads, footpath, SWD of Western Zone and ESD |l has the same responsibility in
Eastern Zone of Anushaktinagar. Head, ESD Ill looks after department buildings in city area.

HAMAT Reprad FHaRor gomelt (Sh3mws) & 3R, ShIReH & R{w w6 Fa a8 FBR &=
epereTeh-| Ferer fopam & | Afe Riehraa &1 gamarer ¢ @ar 8, @ Wit & wot wé F guiv semr
3% &R W S 5 Fohar & | el fearf@at @ sty ¥ R 3 @edior ot 3R g@e uree &t | As per
the revised Grievance Redressal Mechanism (GRM), a flow chart for GRM is prepared & enclosed

as Annexure - |. In case the complaint is not resolved, the occupants may approach to higher level
as indicated in the flow chart. All occupants are requested to co-operate and follow the same.

St o ool ATE #F R g, T 3ERETT s (IfYel) & mal usYy 3T uede et
JUIR A HRTG 4.00 Tor & WA 6:00 g & Mg Repraaenat & @ eafbd agdia & T 3
T draterdl F uerey W | IR GUAR B g o A Rerawar @ e F Raw ®
farer=T €991 | As indicated in flow chart, all Engineer-in-charge of Local Maintenance Unit(s) shall be

available in their respective offices for personal interaction with the complainant on every working
Wednesday between 16:00 hrs to 18:00 hrs. In case, Wednesday falls on holiday, complainant shall
meet on next working day.
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HHT Jar3t S el s, e, g/ e i & R 39 Rk e
(VS3NUH) U 2548 6612, 2548 6622 W IR &F U7 a5y (CadiUer) & Uil & i & fav 25486613
WSSt AT Sl Tt | pleeat & aha AR R T ¥ A eI 3R o @ e
Wﬁﬁﬁaﬁ@rmﬂmm@mﬁ%ﬁvﬁmmaﬁm—ll & w7 & Towd ¥ | The

complaint for common services such as power supply, lift, common/street lighting etc. shall continue
lodged at Main Receiving Station (MRS) on 2548 6612, 2548 6622 and Main Pump House (MPH)
for water supply on 25486613. Complaints of any emergency nature shall also be lodged with
MRS&MPH during holidays and after office hours. The GRM flow chart for common services is
enclosed as Annexure — II.

AT, PEATeH IRETT 3R WA § IR Rt @ wrwr Rfegr & arg gue (vw O3
HIeATy /dwaes) & Sried B afd fhar seer | gy e 2548 6650/6760 W, dreAfesw
TEIET 25486774 WX, Ha¥er &1 Rdrd 25486610 W 3R Riarad Sae 3$ST cms@dcsem.gov.in

W A g S whdr € | The complaints regarding Horticulture, Cosmetic Maintenance and

Sewerage shall be addressed to Head (H&CMS/PHS) office near Pumpa Building i.e. Horticulture
on 25486650 / 6760, Cosmetic Maintenance on 25486774 & Sewerage complaints on 25486610.
Complaints can also be lodged on email ID cms@dcsem.gov.in.

3URID Pl Tl YHTT @Y fham Sar & The above comes into force with immediate effect.
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fAd2@ Director
|1 afed - weifaa Rfedat & quar wee & amw @
All Allottee (s) thru Notice Board of Respective Buildings.

gfaferfd Copy to:

1. 37987 & PR, WA Seit 31T Office of Chairman, AEC &
ud ¥f¥g, u.5.fa Secretary, DAE.
?Tﬂ'rﬁ g (T U U), umfa JS (A&A), DAE
f¥eemes gemEe usfa, Director (Administration), DAE
37¢7e7, S Chairman, GB
LT TS RSB (q) CAO (P), 99315 BARC.
ALY gemafae 3SR CAO, Ta3Rer NRB.
AT ymdfaes HRASRT CAO, Hrare HWAB,
ALY YRS HRAGHT CAO, vsiua AEES.
AL WRIElAs Qs CAO, mHfar DPS.
. AT WRmAfAS Af¥ERT CAO, usfag AERB.
. AT TRIEEE 3R CAO, e BRIT.
. ATT gAAS T CAO, gyt DCSEM
. IRE ydys (PUSHIIR) Sr. Manager, (P&IR), TadrEmETe NPCIL.
. aRE ygud (NU=3maHR) Sr. Manager (P&IR), Tagel NUB, wadifismseer NPCIL
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s Sowd: ween Rea Parer 3af: 3 59 Raw
(@) STus-iHus Riaor: 25487339 3 AT IS sarauanékumar@dcsem.go\r.in
TEEE $Hea: el 8, S, SEua-fady, R e - oiRe a9
@) ESD-1l Fd TeRoT: 25487340 3N $H AL panda@desem.gavin
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RIBRIT T JaR ' AR HHY
Jofr w fostell gt/ soladiere  fBféar & e/ 31f¥er/aree feafeamEr / ame 1
: da/ad # REma/wele & uell J81/30dRe =@ 3u/ o agerr :
Aot FEFA T YA EAUA - GEI/"ihe A7 Raa/ba Wele/Suerid 27
/9 /8lest /8ol Ust/da gur/afer Raa/Ris & dwifdr 3,
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&b /LT UISU/SA1.3MS USU/Sec Al U &l aelar
oft & Careeier U, RuR/dleR 7am/ AR Ao sorw/fAer s /arr us 5 e
SeogEl SR A RO /et ureht/enee oliehet/fRieT fst Y
afegar/fdet e/ fder Felica /g w¢/fder Eea/edlar faeca|
Joft § CBed T B /Pl TIA/a1Y IR seegdl 3R ha/fopaa dieae VALGH
AFAT/SIAD DI STAR
Ao T 1 | 3iaRe Ramas 7 e
Foft % 2 Ul Al & UlareT F Ramas 30 fe=T
Aofy T 3 sdd REE e s M fai & O KI®@ | e
A g | P T TS FATAT ' e

** FafAd Ugil/ 3Tl & IgAfd g Sueleuar W

AIToIhT 2: HAIETOT SHIS HUG faavor

AT Thete P A e | &aw awd
TTM 1, 9T 2548 6671, 6601 ttml@dcsem.gov.in

TTM 2, JeaTdet 2548 6602, 6672 ttm2@dcsem.gov.in

TTM 3, Fﬁ-?IT-ITgT 2548 6603, 6673 ttm3@dcsem.gov.in

TTM 4, =g HSTell 2548 6604, 6674 ttm4@dcsem.gov.in
HIASIN ITIXETOT TS 2548 6653, 6683 | kmu@dcsem.gov.in

3es HSET 2548 6675, 6605 eicom@dcsem.gov.in
deeeT dgeX 2548 6651, 6607 ttmwest@dcsem.gov.in
JFR 3{T&ToT PG 2522 2574 eicchembur@dcsem.gov.in
LGR 37eIR&TUT SehTs 2363 0964 eiclgr@dcsem.gov.in

OYC 37eIR&ToT s_c]ﬂé' 2286 2594 eicovc@dcsem.gov.in
TEIC oS, dIAT TRAT dA1sieT, 2548 6612 mrs@dcsem.gov.in

e, frsrdl @r 2548 6622

Wbﬂuﬁ 3R @HETT 2548 6613 mph@dcsem.gov.in




Annexure-I

Grievance Redressal : Related to Maintenance

Complaint Registration in Local Maintenance Unit(s)
LEVELO (In Person/ Through Mail/ Telephone: refer table 2 attached)
Complaint Redressal Period: refer table 1 attached

l

Complaint
Attended?

Complaint Closedj

LEVEL 1
Engineer-in-charge — Respective Maintenance Unit
(will be available for personal interaction on working Wednesdays
from 16:00 — 18:00 hours)
Normal Complaint Redressal Period: 3 Working days
(If Wednesday falls on holiday, next working day)
Complaint ( Complaint CloseD
Attended?
LEVEL 2 l NO

HEAD ESD : Normal Complaint Redressal Period: 3 Working days

(A) ESD-1CONTACT DETAILS: 25487339 & Email ID: saravanakumar@dcsem.gov.in
MAINTENANCE UNITS: Western Sector, TTM-I, TTM-II, Special repairs — Western Zone

(B) ESD-1l CONTACT DETAILS: 25487340 & Email ID: panda@dcsem.gov.in
MAINTENANCE UNITS: TTM-IIl, TTM-IV, Old Mandala, Kanchanjunga Maint Unit,
Special repairs — Eastern Zone

(C) ESD-1Il CONTACT DETAILS: 25487418 & Email ID: sbkoli@dcsem.gov.in
MAINTENANCE UNITS: LGR, OYC, Chembur, Special repairs (City area)

l

Complaint
Attended?

( Complaint Closeb

CHAIRMAN GB
Normal Complaint Redressal Period: 3 Working days
CONTACT DETAILS: Email ID: chairmangbh@dcsem.gov.in

LEVEL 3

All the complainants are advised to follow the above GRM for effective functioning of Services Division




Table 1 : Normal Complaint Redressal Period

Type of Nature of Complaints Time Required
Complaint '
CatA No Light/ Shock in Electrical fittings/ earthings/ light flickering/ 1 Day
Night Latch/ Leakage in taps / No water in the flat/ Internal
Choke up/ Change of switches '
CatB Replacement & repair of fan/socket DP switch / fan regulator/ 2 Days
ELCB/ Bell/ holder/ ceiling rose/ bell push/ Geyser switch/
Cementing gaps of sink, flooring/ Kitchen sink leakage/ door sill/
grating of floor trap/ night latch/ door tight/ safety chain/ tower
bolt/ aldrop/ door hinges/ flush handle/ toilet seat cover/ stop
cock/ wash basin leakage/ shower/ geyser connection/ clamps on
G.l. pipe/ waste coupling/ pillar tap/ bottle trap
CatC Replacement of geyser/ switch board/ window glass/ cloth-wire/ | 3 Days
window handle/ door handle/ cam lock/ peep hole/ door
stopper/ peg stay/ mirror/ towel rod/ hanger rod/ flush tank/
flush pipe/ G.l pipe/ W.C. Pan
CatD Plastering patches, repairs/ louver glass/ mirror shelf glass/ 5 Days
window hinges/ bath & WC door frame repair/ less water/ shaft
leakage/ welding of window hinges/ window frame/ window
cleats/ peg stay/ window handle/ louver clips.
CatE Flooring of tiles/ Kota stones/ bath & WC door frame/ kitchen 7 Days
cabinet repair/ treatment of termite
CatF1 Internal Leakage* 7 Days
Cat F2 Leakage from upper floor Toilet* 30 Days
CatF3 Leakage from terrace, gable end walls External Leakage | -————
CatZz Any other major repairs |-

*Subject to availability/ permission of respective neighbor / allottee

Table 2: Maintenance Unit Contact Details

Name of TTM Unit

Telephone

E-mail id

TTM 1, Bhagirathi

2548 6671, 6601

ttml@dcsem.gov.in

TTM 2, Brindavan

2548 6602, 6672

ttm2@dcsem.gov.in

TTM 3, Hastinapur

2548 6603, 6673

ttm3@dcsem.gov.in

TTM 4, New Mandala

2548 6604, 6674

ttm4@dcsem.gov.in

Kanchanjunga Maintenance Unit

2548 6653, 6683

kmu@dcsem.gov.in

Old Mandala

2548 6675, 6605

eicom@dcsem.gov.in

Western Sector

2548 6651, 6607

ttmwest@dcsem.gov.in

Chembur Maintenance Unit 2522 2574 eicchembur@dcsem.gov.in
LGR Maintenance Unit 2363 0964 giclgr@dcsem.gov.in

OYC Maintenance Unit 2286 2594 eicoyc@dcsem.gov.in
Street lights, Common Area Lighting, 2548 6612 mrs@dcsem.gov.in

Lift, Power supply 2548 6622

Water Supply & Sewage 2548 6613 mph@dcsem.gov.in
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Annexure-l|

Grievance Redressal: Related to Maintenance of common services
(Lifts, lighting, water supply etc.)

Complaint Registration at Shift in Charge, MRS (substation)/MPH
LEVEL 0 (In Person/ Through Mail/ Telephone: refer table 2 attached)
Complaint Redressal Period: refer table 1 attached

l

Complaint
Attended?

Complaint Closed )

LEVEL1

Engineer-in-charge (For contact details refer table 3 attached)
(will be available for personal interaction on working Wednesdays from 16:00 — 18:00 hours,
(If Wednesday falls on holiday, next working day)
Normal Complaint Redressal Period: 2 Working days

Complaint
Attended?

YES
Complaint Closed

LEVEL 2
(A) Supdt.(ES) CONTACT DETAILS: 25487330 & Email ID: krreddy@dcsem.gov.in
(B) Head, ED CONTACT DETAILS: 25487419 & Email ID: sameer@dcsem.gov.in
Normal Complaint Redressal Period: 2 Working days
Camplaint Complaint Closed
Attended?
LEVEL 3

Chief Engineer(ESG)
Normal Complaint Redressal Period: 3 Working days & or depending on mature of complaints
CONTACT DETAILS: Email ID: cegss@dcsem.gov.in

Note: All the complainants are advised to follow the above GRM for effective functioning of Services Division



Table-1: TIME DURATION FOR ATTENDING COMPLAINTS

Sr. Complaint Standard
No.
I Restoration of Power supply
1 No power supply Three (3) hours
1 Lifts Maintenance
1 Rescue operation (response time) Thirty (30) Minutes
Minor Complaints Three (3) hours after reporting.
3 Major Complaint Within Four (4) days after reporting.
1] Area/ Building top/ward Lighting
1 Minor Complaints Twenty Four (24) hours
2 Major Complaints Forty Eight (48)Hrs
Restoration of Power supply in case failure of Three (3) hours
complete circuit / loop of street light
v Water supply system
1 No water Complaint Twenty Four (24) hours
2 Less water complaint Forty Eight (48)Hrs
3 Over flow complaint Forty Eight (48)Hrs
\ Fire Fighting & Detection System
1 Minor complaint like gland leakage, Priming. Loose in Twenty Four (24) hours
delivery valve, etc.
Table -2
Sr. Nature of complaints Contact number & Email ID
No. Place
1 Lifts, electrical complaints of common area 25486612/6622 mrs@dcsem.gov.in
(corridor/staircase/street lights),power supply (MRS near Nilgiri)
related, Emergency electrical complaints inside
flats(after office hours & on holidays)
2 Water supply related complaints, Firefighting 25486613 mph@dcsem.gov.in
system complaints (MPH)
Tabel-3
Sr. Nature of complaints EIC Contact Email ID
No. number
1 Lifts, power  supply related, | EIC(lifts) 25487332 gajankush@dcsem.gov.in
Emergency  electrical complaints
inside flats(after office hours & on
holidays)
2 Electrical complaints of common area EIC(ES) 25487382 jitendragupta@dcsem.gov.in
( corridor/ staircase/street lights)
3 Water supply related complaints, EIC(DWS) 25486606 divans@dcsem.gov.in
4 Firefighting system complaints EIC(FFS) 25486644 snath@dcsem.gov.in




