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ABOUT TATA TRUSTS

Since incep�on in 1892, Tata Trusts, India’s oldest philanthropic organisa�on, has played a 
pioneering role on bringing about an enduring difference in the lives of the communi�es it 
serves. Guided by the principles and the vision of proac�ve philanthropy of the founder, 
Jamsetji Tata, the Trusts’ purpose is to catalyse development in the areas of health, 
nutri�on, educa�on, water, sanita�on and hygiene, livelihood, digital transforma�on, 
migra�on and urban habitat, social jus�ce and inclusion, environment and energy, skill 
development, sports, and arts and culture. The Trusts’ programmes, achieved through 
direct implementa�on, partnerships and grant making, are marked by innova�ons, 
relevant to the country. 

The Data Driven Governance (DDG) por�olio within Tata Trusts, works with rural & urban 
governance systems to enable inculca�on of data as a way of life in the planning and 
delivery of government schemes-thereby crea�ng significant impact for underserved and 
marginalized communi�es. The urban engagements under the por�olio, provide directed 
technology and capacity building support to urban administra�ons at central and city 
levels. Under their capacity building ini�a�ve, Delta Ace, DDG por�olio, has focused on 
addressing the capacity needs of officials within urban local bodies (ULBs) and 
municipali�es to carry the mandate of Data Smart Ci�es forward. The first City Data Officer 
Training Program was rolled out in joint partnership with Smart Ci�es Mission to train 
CDOs across all smart ci�es, as the data leaders within their ULBs.

ABOUT SMART CITIES MISSION

The Ministry of Housing and Urban Affairs is the apex authority of Government of India at 
the na�onal level to formulate policies, sponsor and support programme, coordinate the 
ac�vi�es of various Central Ministries, State Governments and other nodal authori�es and 
monitor the programmes concerning all the issues of housing and urban affairs in the 
country.
 
Ministry of Housing and Urban Affairs’ Smart City Mission was launched on 25 June, 2015. 
The main objec�ve of the mission is to promote ci�es that provide core infrastructure, 
clean and sustainable environment and a decent quality of life to their ci�zens through the 
applica�on of ‘smart solu�ons’. The mission aims to drive economic growth and improve 
quality of life through comprehensive work on social, economic, physical and ins�tu�onal 
pillars of the city. The focus is on sustainable and inclusive development by crea�on of 
replicable models which act as lighthouses for other aspiring ci�es. 

100 ci�es have been selected to be developed as Smart Ci�es through a two stage 
compe��ve process. In the context of our country, the six fundamental principles on which 
the concept of Smart Ci�es is based are (i) Community at the core of planning and 
implementa�on; (ii) Ability to generate greater outcomes with the use of lesser resources; 
(iii) Coopera�ve and compe��ve federalism; (iv) Integra�on, innova�on and sustainability; 
(v) Technology as means, not goal; and (vi) Sectoral and financial convergence.
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Surat has always been at the forefront of 

adopting computerization, communicative 

technology, artificial intelligence, and adapting 

to advancements in technology for improved city 

governance. The city introduced computerization 

in the functioning of Surat Municipal Corporation 

(SMC) in the nascent stages of computerization in 

1979. From 1982-85 computerization of property 

and vehicle tax was implemented. 

In 2010, it was one of the first cities to launch 

a toll free helpline number for its citizens for 

registering complaints. In 2013, it launched the 

Surat Municipal Corporation mobile application, 

becoming the first city in the country to do so. The 

application provides updated information on the 

services provided by SMC. In 2014, it yet again 

became the first urban local body to engage with 

its citizens through Whats App. It is also one of 

the few cities to have a complaint  management  

system that hosts a complaint escalation and 

complaint reopening mechanism. In 2016, it 

became the first urban local body to proactively 

monitor and register grievances through 

command and control center. 

The case study details the implementation of 

intelligent complaint management system (ICMS). 

The complaint management system has been 

able to successfully integrate complaint data from 

various platforms, adopt a system of evidence 

based quality checks, enable SMC employees to 

work with the new technology and engage with 

citizens at every step of the compliance process. 

The city has been able to collect real time reliable 

data and unite it with meaningful analysis to 

improve city civic amenities. 

Employing data centric tools, technology and 

planning provides insights into quantitative 

and qualitative development indicators,  makes 

room for informed policy making, measurable 

performance indicators, facilitates meaningful 

collaborations and improves overall governance. 

Tata Trusts, through their Data Driven Governance 

(DDG) portfolio have been working towards 

enabling stakeholders within a governance 

system to view & leverage data as a cornerstone 

for decision making. 

Trusts collaborated with the Ministry of 
Housing & Urban Affairs (MoHUA) to 

implement a capacity building course for City 

Data Officers (CDOs) and urban local body 

officials across the 100 smart cities. The aim 

of the course is to support and enable civic 

officials in adoption of evidence based decision 

making in day to day city planning and 

administration. The course focuses on an 

urban data governance framework that can 

be applied in achieving key city objectives, 

CONTEXT Keywords: City Data Officer, Smart Cities, Urban 

Local Bodies, Public Grievance Redressal, Citizen 

Complaints, e-governance
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driving effective policy decisions and improving 

transparency. It includes topics such as- change 

management, tools and techniques for data 

gathering, cleaning, analysis, visualization, 

performance benchmarking, urban data policies, 

data governance & regulatory framework, urban 

data platforms, using data for policy  to name a 

few.

As a part of post course engagement, Data Driven 

Governance team is putting together a set of 

case studies that demonstrate cities’ experiences 

of adopting data in various city functions. The 

objective is to showcase cities initiatives whilst 

facilitating exchange of best practices and 

promoting cross learning. 
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The Challenge

With a population of 44 lakhs (census 2011)1, 

Surat is the 8th largest city of India with respect 

to number of people living in the city. Surat  is the 

diamond trade center accounting for 90% of the 

world’s total rough diamond cutting and polishing. 

It also has a vibrant textile industry contributing 

to 40% of the nation’s total manmade fabric 

production, 28% of the nation’s total manmade 

fiber production.  According to a report by Oxford 

Economics, the city’s GDP is expected to grow 

9.9% a year over the period of 2016-2030.  Surat 

has a high rate of immigration from various parts 

of Gujarat and other states of India.

Surat Municipal Corporation (SMC) is responsible 

for hosting a large amount of infrastructure and 

providing essential services that touch the day-to-

day needs of the citizens. Some of these services 

include: availability of potable water, functional 

drainage system, effective street lights, good and 

well connected roads, sanitation facilities, reliable 

health care, quality education, availability of public 

parks & garden, etc. 

Earlier, citizens were required to visit the nearest 

ward officer in order to register a complaint. 

With increase in population, orienting services 

towards the satisfaction of citizens in order to 

build confidence among the citizens became a 

challenge. Before the advent of an automated 

and structured public grievance redressal system, 

some challenges, included:

• Service Delivery: (i) Difficulty in ensuring last 

mile delivery of each service to each citizen; (ii) 

Reduced efficiency in service delivery; and (iii) 

Longer compliance time.

• Data Centralisation: No single centralized 

repository of complaints

• Transparency & Accountability: (i) Lack of 

transparency into quality of services at a given 

location; and (ii) Reduced accountability in 

case of interruption of service delivery

• Citizen Engagement: Absence of a channel 

to get feedback from citizens upon compliance

Surat has always strived to adopt innovative 

practices spanning across the functions of the 

municipal corporation in order to provide quality 

civic amenities and maximize citizen engagement 

and convenience at every step. Surat has always 

been at the forefront of e-governance. It has 

been the first urban local body (ULB) in India 

Spearheading Data leverage for 
Better Public Service Delivery
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to proactively monitor and register grievance  

through Command and Control Center from June 

2016. 

It has also been one of the very few ULBs in India 

to have a robust complaint management system 

incorporating escalation and complaint reopening 

mechanism.  

 

  The Solution
 
A.   Proposed Solution
 

Surat Municipal Corporation (SMC) introduced 

a complaint management system which is an 

automated and computerized complaint lodging 

and monitoring system. The main objective is 

to improve service delivery, bring efficiency and 

transparency in the municipal operations. It 

provides a platform for citizens to lodge complaints 

related to various city services received from SMC, 

voice their opinions and provide feedback on 

various services. 

The complaint management system was first 

introduced in a website format. Once there was a 

significant uptake of the platform by the citizens, 

more mediums of registering complaints were 

introduced. The complaint management system 

now allows citizens to register their grievances 

through website, mobile application, toll-free 

number, commissioner’s desk and also WhatsApp. 

Once a complaint is raised, unique complaint 

number for each complaint is generated and 

passed onto the concerned department and 

SMC officer for resolution. The unique complaint 

number is also shared with the citizens for 

tracking the resolution status.  After a complaint 

is resolved, compliance is marked directly from 

the field with location coordinates and photos. 

This compliance status is visible to citizens, line 

managers and upper management for optimal 

COMPLAINT 
REGISTRATION CHANNELS 

• Call Center 
• Website 
• Mobile app/Whatsapp
• Commissioner desk
• Employee connect app
• Integrated Command 

& Control Center 
(ICCC)

• Integration with other 
sources

COMPLAINT REDRESSAL 
PARAMETERS 

• Unique complaint 
number

• Complaint Allocation
• Complaint resolution 

time 
• Complaint compliance 

& quality check
• Reopening of 

complaints

COMPLAINT 
MANAGEMENT 

• Complaint 
management 
dashboard 

• Complaint analysis &
review

Figure 1: Pillars of the Complaint Redressal Approach
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tracking. This also helps in maintaining a quality 

check and identifying vulnerable areas of the city 

for better long term planning with more focus on 

proactive monitoring and resolution.

B.   How was it implemented?

Since the advent of Surat’s IT policy in 2003, SMC 

has always had a software development agency2  

on board that provides a team of developers. It is 

through this collaboration that IT requirements 

and developments for the city are met. 

The current public complaint management   

system is a web based application which was 

developed on Microsoft.NET and Microsoft SQL. 

It is a comprehensive complaint management 

system wherein there is data integration of 

information coming from multiple sources.

B.1   Complaint RegistrationB.1   Complaint Registration
 

Complaint Registration Channels for Citizens: 

There are five Complaint Registration Channels 

for Citizens:

1. Call Centre: Citizens can call on toll-free 

number 1800 123 8000 which is stationed 

at Integrated Command and Control Center 

(ICCC). The operator registers the complaints 

along with mobile numbers of citizens. 

2. Website: Citizens can register complaints 

through SMC’s website. The website allows 

the citizens to register complaints in the 

local language. It has the advantage of easy 

accessibility.

3. Mobile Application: Citizens can register 

complaints on the go through SMC’s mobile 

application. The application is compatible on 

both Android and IPhone Operating System 

(IOS) phones. The mobile application allows 

citizens to register complaints on the go. It is 

also possible to upload photos on the mobile 

application as complaint evidence. 

4. Messaging Apps (WhatsApp): Citizens can 

register complaints by sending a message 

to 7623838000. The operator registers the 

complaints along with the mobile number 

of the citizen. The citizens can supplement 

their complaint with photographic evidence. 

It enables registration of complaint through 

popular communcation channel  that   is 

Figure 2: Complaint Registration Channels 
for Citizens

Call Centre

Website

Mobile 
Application

Messaging 
Apps 

(WhatsApp)

Commissioner's 
Desk
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widely used by people of all ages and sections 

of society.

5. Commissioner Desk: Complaints received 

at Commissioner Office are registered and 

recorded in the system.

 
Complaint Registration Channels for 
Employees:

SMC has a strong work force of over 17,000 

employees. Employee Connect App3 is a mobile 

based application  that enables SMC employees 

to report complaints pertaining to their own 

departments or other departments. 

Additionally, each evening 3 SMC officers are 

assigned evening round duties in different zones 

and routes. The purpose of these rounds is to 

check the services delivery operations, especially 

for services which are to be available 24x7. The 

employee connect app notifies the officers of 

the areas to be visited. If they find any anomalies 

or interruptions in services, a complaint can be 

raised through the app. 

 

Complaint Registration through ICCC

ICCC monitors various civic services proactively 

and registers complaint in complaint management 

system. For example:

1. More than 1600 closed circuit television 

cameras (CCTV) have been installed across 

Surat which are used to monitor grievances 

such as water logging, dead animals on 

roads, fading zebra crossing, overgrown trees, 

among others.

2. Use of geographic data to monitor  area 

coverage and garbage collection through 600 

door to door solid waste collection vehicles.

 

Integration with Other Complaint Channels

Grievance redressal system is a comprehensive 

system wherein complaints from all sources 

are stored in a single system. State and center 

grievance redressal platforms such as Swachhata 

app, Centralized Public Grievance Redress 

And Monitoring System (CPGRAMS) are also 

integrated with the public grievance redressal 
Figure 3: SMC website (top) & mobile application 

(bottom two) for complaint registration 
(Source: snapshot Provided by CDO, Surat)
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system, and unique complaint codes are generated 

for each complaint raised through the mentioned 

platforms.

Once the complaint has been resolved, the 

compliance also gets updated on Swachhata app 

and CPGRAMS. Various civic issues reported by 

citizens on different social media platforms of 

SMC are registered in public grievance redressal 

system. 

Citizens are made aware of the various platforms 

through (i) Radio (ii) Social media platforms (iii) 

Newspapers (iv) Mass text messages 

 

B.2   Complaint Redressal B.2   Complaint Redressal 

Unique Complaint Number
 

As soon as the unique complaint number is 

generated, it is shared with the complainant on 

the registered mobile number. Name and contact 

details of the officer who has been assigned the 

complaint is also shared with the complainant. 

From here onwards, the complainant is notified 

about every detail of the complaint status- level 

of resolution, change in officer resolving the 

complaint, name and contact details of the new 

officer, completion status etc.

 
Complaint Allocation for Redressal
 

Once a complaint is registered, unique complaint 

number is generated. Through the employee 

connect app, an immediate notification in real 

time is generated to assignee SMC field level staff 

for complaint resolution. The assigned officer is 

also notified through text message. Within each 

ward, SMC field level staff for each category of 

complaint (for instance, water logging, street 

lights not working, and so on) has been identified4.  

If the assigned complaint does not pertain to a 

given SMC’s field level staff’s expertise, they can 

assign/transfer to another employee who is better 

equipped to resolve the complaint. On the app, 

the SMC staff can check pending complaints, 

escalated complaints, and reopened complaints.

 
Complaint Resolution Time
 

Different categories of complaints have different 

resolution time, depending on the severity of the 

GENERATION OF UNIQUE 
COMPLAINT NUMBER

ALLOCATION OF 
COMPLAINT

COMPLAINT RESOLUTION 
TIME

Figure 4: Pillars of the Complaint Redressal Approach

COMPLAINT COMPLIANCE 
AND QUALITY CHECK

REOPENING OF 
COMPLAINTS
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issue e.g. mosquito menace has a different degree 

of resolution time compared to road works or dead 

animals. If the complaint isn’t resolved within the 

stipulated time, it automatically goes to a higher 

officer at the next level and the complainant is 

again notified of the update. If it is not resolved at 

level 2 within 24 hours, it gets escalated to level 3. 

Complaint Compliance
 

Once the complaint is resolved, the SMC field 

level staff marks compliance on the employee 

connect app.  In case of some complaints, it is 

mandatory to submit compliance along with  

photographic evidence from the field. This 

helps identify the location of the complaint.  

 

If the compliance is marked though the web 

based application, then geographic information 

system (GIS) location is not always updated. Once 

the compliant compliance has been marked, the 

resolution along with the photographic evidence 

Figure 4: Complaint Dashboard

Figure 5: Zone wise pending complaints, source wise pending 
complaints, and categories of pending complaints 
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is subject to a quality check at random by senior 

SMC officials. The operator at ICCC also does 

quality checks though CCTV cameras and stores 

a post resolution picture.

 
Reopening Complaints
 

If the compliant is not happy with the resolution, 

the complaint can be reopened within 48 hours. 

Reopened complaints are automatically assigned 

to level 3 officers. 

  
  

B.3 Complaint ManagementB.3 Complaint Management

Complaint Management Dashboard
 

Keeping in mind the diverse backgrounds of SMC 

employees- health, engineering, administration 

etc., it is necessary to have a platform that is easy 

to use and understand. 

The web based application has a dashboard that 

provides an oversight of categories of complaints, 

source wise complaints, resolution status, 

escalation details etc. 

 

Figure 6: Category wise and zone wise reopened complaint
(All Snapshots, for figures 4-6, have been provided by CDO, Surat)
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Complaint Analysis and Review
 

The monitoring team at ICCC reviews complaints 

registered to create meaningful insights and 

identify cross departmental collaboration points. 

The data collected is also used for ward wise 

analysis to identify the categories and sub 

categories of complaints prevalent in a specific 

area and accordingly improve redressal. It is 

possible to do a real time review of the complaints 

and resolutions through the analysis generated. 

The complaints are reviewed in terms of categories 

of complaints, complaints pending, resolution 

time, sources of complaints, ward and zone wise 

review etc. The complaints are reviewed daily at the 

level of department head i.e., executive engineer 

reviews engineering complaints, deputy medical 

officer of health reviews health complaints etc. 

The complaints are further reviewed at zonal chief 

and divisional head level at the rank of city engineer 

and deputy commissioner. Regular meetings5  are 

held with the Municipal Commissioner to review 

the complaint management system.  

Further the monitoring team at ICCC takes 

feedback from citizens regarding proper 

compliance of complaints. This is done at random 

through phone calls. 

C.   Solution Enablers

Easy Accessibility and Citizen Engagement

• There are many channels available for 

registering a complaint that caters to the 

specifications of all people. WhatsApp and 

social media are widely used by people across 

different age groups, website and mobile app 

allow registering a complaint while on the go, 

the toll free and registrar’s office allows less 

tech savvy people to register their complaints.

• Complainant is updated at every step of 

the resolution process, ensuring maximum 

engagement. 

• Citizens can reopen a complaint, or escalate 

it to a higher level in case of dissatisfaction 

with the resolution or in case of delayed 

compliance.

Timely Problem Identification and Response

• The employee connect app generates an 

immediate notification when a complaint is 

assigned to an officer. Furthermore, the app 

has an easy interface which enables the SMC 

officials to easily access data related to the 

complaints. 

• Early identification of complaints through 

employee connect app and ICCC CCTV 

cameras helps in planned resolution. 

 

10
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Suitable Infrastructure

• Availability of required IT infrastructure in every 

ward office so the complaint management 

system can be accessed.

• Single repository for all complaints generated 

at SMC level and integration with different state 

and national sources, creating a common data 

base.

• The dashboard provides a good overview of 

the complaints resulting in time saving.

Evidence Based Action

• CCTV cameras and the photographs uploaded 

upon compliance provide evidence images to 

ensure completion and quality of work.

• Analysis of complaints allows to identify 

recurring complaints, average turnaround 

time, specific complaints from a given area 

etc. This makes it possible to address the 

complaint with right short and long term 

corrective measures. 

 

D. Challenges

Availability of Personnel

• Frequent transfer of individuals warrant 

regular trainings to ensure that the incoming 

person has a sound understanding of the 

complaint management system. 

• Availability of trained resources who can work 

with specialized datasets and data system is a 

challenge.

Specialized Data 

• Special data is not always easily available. 

Eg: when a city expands, sanitation ward 

boundaries change. It becomes a challenge 

to have new sanitation ward boundaries data 

available in a key hole markup language (kml) 

format. 

• For the complaints registered through 

WhatsApp, helpline number, the geo coded 

location isn’t available.6  

Data Integration

• When the system has to be integrated 

with other systems (like Swachhata app), 

application programming interface (API)7  

have to be customized and developed for data 

integration which requires more effort and 

resources. 
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The Impact

1. The grievance redressal data helps    

concerned departments and teams to plan 

their future execution work in a given area. Eg: 

area in which frequent complaints of water 

supply and drainage are received should 

not be taken up for road work until the issue 

related to water supply and drainage are not 

resolved.

2. Allows for greater inter departmental 

coordination: While citizen complaint 

regarding contaminated water mainly pertains 

to the water supply department for fixing water 

supply line, contaminated water may also lead 

to water borne disease in the area. Hence, 

Heath department should also be notified.

3. The utilization of system has grown 

consistently. This is due to the introduction of 

very easy to use complaint reporting channels 

and also due to the proactive registration 

of complaints. Complaints raised through 

WhatsApp, mobile app and other online 

sources are almost equally distributed in 

terms of their origin. 

4. Complaints analysis, automatic escalation at 

multiple levels ensures that every grievance 

is attended to promptly. All stakeholders, 

service providers, service beneficiaries, and 

regulatory overseeing by upper governments 

are better coordinated with widespread use of 

this system.

5. SMC has been one of the first few ULBs in 

India that has empowered its employees with 

mobile app. This app helps employees to keep 

track of complaints assigned to them apart 

from marking field attendance, field reporting 

/ field inspection, etc. 

6. Through complaint data analysis, it has been 

possible to identify areas in which complaints 

of similar categories are received in a higher 

number. 

Efficient Planning

Greater Inter Departmental 
Coordination

Enablement of SMC employees

Trend Analyzation

Prompt resolution and 
engagement at all levels Great uptake for the system

Figure 7: Impact of improved grievance redressal system
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Key data-stories 
 
Reading the numbers behind the complaint management system

2020

95.66%

4.34%

2.75 %

97.25%
Overall

10

Proportion of Complaints Received by Category and Year

What types of complaints/concerns have the citizen’s been reporting? “Garbage & Cleanliness” & “Drainage 
& Storm Drains” are the two largest categories of complaints received between 2016 & 2020. The table above 
looks at both the year-wise and category-wise trends. The count of complaints have been color coded by 
category. Each column (by year) adds up to hundred percent. For instance, “Garbage & Cleanliness” made up 
18% of all complaints in 2017 (highest in category, across years) & about 11% in 2016 (lowest in category, 
across years). Overall, It has contributed to 15.7% of all complaints, over last four years. Year 2019 saw the 
largest number of complaints received in a year (27% of all complaints between 2016-2020) 

2016 2017 2018 2019 2020
(Proportion of 
Complaints by 

Category)
Garbage & Cleanliness 11.4% 18.0% 14.9% 15.5% 16.1% 15.7%
Drainage and Storm Drain 14.6% 8.5% 14.3% 17.4% 20.8% 15.4%
Door to Door Garbage Collection 14.5% 36.7% 14.2% 4.4% 3.3% 13.9%
Street light 18.1% 9.1% 9.7% 11.8% 11.1% 11.1%
Illegal Construction and Encroachment 5.3% 5.4% 13.8% 15.3% 10.5% 11.0%
Roads and Footpath 10.1% 6.8% 11.2% 11.6% 9.8% 9.9%
Water Supply 8.7% 5.4% 8.3% 6.8% 6.7% 6.9%
Mosquitoes and Mosquito borne Diseases 8.5% 4.0% 5.1% 6.9% 9.6% 6.6%
Public Parks & Garden 2.4% 1.8% 2.9% 3.7% 4.9% 3.3%
Stray Animals 3.2% 1.5% 2.2% 2.4% 2.6% 2.3%
Dead Animals 1.5% 1.3% 1.5% 1.9% 2.6% 1.8%
Others 1.7% 1.5% 1.9% 2.3% 2.0% 2.0%

(Distribution of Complaints by Year) 8% 21% 21% 27% 23%

100%

19.9%

Illegal Construction and Encroachment

Roads and Footpath

Water Supply

Street light

Drainage and
Storm Drain

Garbage & 
Cleanliness

Mosquitoes & Mosquito
borne Diseases

Door to Door
Garbage Collection

(122.92)

(109.54)

(68.56)

(62.08)

(41.66)

(33.91)

(29.02)

(24.48)

How well has the city responded to citizen grievances? More then 97% of all complaints received have been 
successfully closed. Average resolution time over the years has also consistently reduced. 

Complaint 
Successfully 
Closed

Complaint Re-opened

Average Resolution Time (in Hours) Across Years (2016-20)
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Spatial Distribution of Complaints Received by Year

2019

What does spatial spread of complaints tell us?  Between 2019 & 2020, though the overall count of complaints 
received has reduced, the ward-wise picture remains consistent (17-Adjan Patiaa, Mota Varachab, Amrolic & Punad have 
contributed to the higher count). Wards around industrial corridore have seen an increase in complaint count in 2020   

2020

Spatial Distribution of Complaints Received for “Illegal construction or 
Permanent Encroachment” by Year

2019 2020

Reading the impact of the pandemic - Illegal encroachments account for nearly 7% of all complaints received in 
2020 (28% of this were complaints regarding road or non-permanent encroachments). The ward-boundaries have 
been overlayed on Surat Metro Rail project map as taken from SMC website, to identify industrial corridor and 
areas with potential large scale development projects. The spatial concentration of the complaints in 2020 may 
point towards increased vulnerability of workers in the transition period, at the height of the pandemic.  

a

b
c

d

e
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Proportion of Respondents entering Gwalior by Reason and Border Checkpoint Location

Drainage and Storm Drain

Overflowing/choked drainage on Road

Others

Trimming of Trees
…

R
e
…

Roads and
Footpath

Damaged Road

Mosquitoes and
Mosquito borne 
Disease

Mosquito Nuisance

…

Street light

LED Street light
not working

…

Garbage & Cleanliness

Cleaning/Scraping not carried out/not 
proper

Water
Supply

Pipeline
leakage

Door to
Door
Garbage 
Collection

Door to
Door
Garbage …

Illegal Construction and 
Encroachment

Illegal construction/Permanent
Encroachment

Comparing monthly count of complaints received by category and Quater on Quarter change (%)

Door to Door Garbage Collection Quarter on Quarter change (%) - measured on right axis 

Measuring success – “Door to Door 
Garbage collection” is one of the 
categories that has seen significant 
improvement in service provision 
(here measured in reduction in 
complaints received). The Tree map 
below shows complaint composition 
for 2020. In comparison, this category 
was one of the largest in 2016.

2020

2016
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Conclusion

There are many cities that have deployed 

technology to improve efficiency of their public 

grievance redressal systems. What makes Surat’s 

case truly unique is the degree of inclusivity which 

has been embedded in the system. At every level, 

the diverse needs and vantage of each stakeholder 

has been taken into account to maximize outputs.

1. At the point of complaint generation, citizens 

have the freedom of using different mediums 

to register a complaint such as toll free 

number, WhatsApp etc. Not only does this 

offer flexibility but also covers all demographic 

and socio-economic sections of society.

2. From an early stage, it enabled its employees 

to adapt to emerging technologies and anchor 

it for improving services to citizens and also 

effectiveness of their own efforts. 

3. The journey of data driven governance is 

only half the battle won if citizens and other 

stakeholders in the urban ecosystem do not 

become a part of the journey. 

4. Surat put citizens’ engagement at the forefront 

by communicating each step of the resolution 

process with the citizens, taking into account 

citizens’ feedback and allowing them to reopen 

or escalate complaints in case of dissatisfaction. 

 

5. Open communication with stakeholders at all 

level within an urban local body is key in the 

journey of change management.

Elaborating on citizens’ engagement it must be 

noted that efforts such as quick compliance time 

and keeping the citizens informed at every stage 

of the compliance process goes a long way in 

building citizens’ trust. 

Some other factors that contribute to this are 

(i) comprehensive list of complaint categories 

and sub categories (ii) an assigned list of 

responsibilities or SMC field level staff to ensure 

timely uptake of complaints (iii) defining complaint 

resolution time.

A city complaint management system collects 

immense data which has great potential to 

provide insights into the functioning of different 

administrative units of an urban local body. When 

analyzed, it can reveal the status of different 

services offered to citizens, furthermore, it can 

provide granular zone and ward level insights, 

along with performance of individuals working at 

the urban local body.

With the right coordination, and exchange of 

data across departments, the analysis allows for 

creation of cross departmental information flow 

for coordinating efforts and collaborating. This 

enables planned interventions, preventive actions 

and informed decision making which can optimize 

resource utilization in all aspects. 
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In conclusion, Surat is leading the way in 

demonstrating how real time data and its analysis 

can transform the quality of development planning 

and administration for improving citizens’ quality 

of life. 

Looking Ahead

The success of Surat’s grievance redressal system 

and learnings from it, open opportunities for the 

city to rethink citizen involvement in improving 

quality of public service delivery.  

The extensive data being collected currently, lends 

itself to further layered analysis. For example, 

several complaint categories such as “Mosquito 

borne diseases” carry a significant seasonal 

component and their relative predictability can 

be used to pre-empt civic issues.  There is scope 

for designing simulations to assess estimated 

efficiency of grievance resolution.

We discussed that spatial distribution of    

complaints shows that a few wards consistently 

report higher number of complaints. While the 

city does collect data on complaints which are 

re-opened, it would also be useful to use geotags 

or location markers to assess if certain areas 

are repeatedly reporting the same compliant. 

Recurrence of issues also is an indicator of 

sustainability of solutions adopted. 

While these are indicative examples, cities like 

Surat are moving into the next phase of their data 

maturity, with enormous possibilities for agile 

governance. 

Endnotes

1. Population figures taken from Census 2011.

2. Surat has continued to have IT support since 

2003. Howeber, the software development 

agencies on board with the Municipal 

Corporation have changed over the years.

3. Employee connect app was developed by the 

software agency on boarded  by the municipal 

corporation.

4. Administrative operations in the city have 

been decentralized. The city has been divided 

into zones and wards. Each ward has specific 

employees for specific tasks. This existing 

manpower distribution was digitised in the 

form of an assignee list.

5. In one of the reviews, it was observed that a 

particular area had more complaints related 

to drainage. It was identified that a drainage 

pumping station was required to transfer the 

drainage water to sewage treatment plant 

as the pumping capacity of the given area 

was less than the requirement. This resulted 

in a joint review by sanitation workers and 

engineering staff.

6. Complaint mapping is done at the ward level. 

Ward level officer is able to identify the location 

of the complaint. In case of inability to do so, 

the officer calls up the complainant to know 

about the exact location. 
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7. An application programming interface, is a 

computing interface that defines interactions 

between multiple software intermediaries.
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Abbreviations

API Application Programming Interface 

DDG Data Driven Governance (Tata Trusts)

CCTV Closed circuit television cameras 

CPGRAMS Centralized public grievance redress and monitoring system 

GIS Geographic information system 

ICCC Integrated Command & Control Centre

IOS iPhone operating system 

KML Keyhole Markup Language

MoHUA Ministry of Housing & Urban Affairs

SMC Surat Municipal Corporation 

ULB Urban Local Body
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