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About the VOC Portal

The Voice of Customer (VOC) portal is an initiative of the G2C Project Office, Royal Government of

Bhut an, under the O6Electronic Government to Citize
engagement for providing a one-stop platform to the Government for receiving, assessing and

resolving multifarious complaints, grievances, feedbacks and suggestions from concerned citizens and
stakeholders.

The VOC unifies all the relevant stakeholders from the Government side, starting from the Prime

Minist er 6s Of fice to the individual department | evel
platform. The portal equips the citizens to share their feedback and grievances on both specific G2C

service delivery as well as generic nonG2C service relatedmatters. For G2C services, already

integrated within the electronic G2C service delivery gateway, the system has the provision of

identification of the specific service through the Application No. furnished by the citizen and

subsequent assignment to therelevant department automatically for analysis. For non -G2C service
related tickets, the application is received

then forwarded to the relevant department.

The VOC has the flexibility of channelizing a single application through multiple rework cycles within
the Prime Ministero6s Office, the Secretariat
satisfactory resolution of the complaint is achieved. The portal tracks the subsequent steps ard
records the activities performed at different steps for reporting and audit purpose. On successful
closure of an application, an automated email/SMS noatification is di spatched to the applicant
informing him/her about the resolution.

The VOC targets at keing an important channel of communication between the Government and the
citizens by annihilating the distance imposed by the geographical terrain of the country. The citizens
can leverage the portal as the ideal forum for expressing their opinions, voicing their concerns and
sharing their ideas to the Government, which will, most certainly, pave the way for ensuring better
governance through citizen involvement and eventually contribute to the Gross National Happiness.

This document outlines the basic navigation of the VOC portal and the mechanism of processing
complaints/suggestions/feedback.
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Process 1: Submitting online G2C related application

U Step 1:- Login to the Portal and click on Voice of Customer link.

x Result: - VOC Home page appears andasks are displayed based on role
of the logged in user.

NRBA |

Iulng\ o2y YHeseer >habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user Help Logout

Voice Of Customer

Lodge your Grievance Check Grievance Status Back To TaskList View Report

PMO’s Task List
Application No. Category Submitted On

400_0000020 Seeking Scholarships 03/12/2012
400_0000021 Issues related to Land kidu, allotment, resettlement etc 03/12)
400_0000046 Seeking Scholarships 0511272012
400_0000047 Seeking Employment

400_0000048 Seeking Scholarships

400_0000048 Seeking Scholarships 07/12/2012
400_0000070 Issues related to request made for early bail from prison 08/01/2013
400_0000072 Miscellaneous issues 16/01/2013
400_0000072 Seeking Employment

400_0000076 Seeking Employment 30/01/2013

(from PM)

Sent by Minister

Application No. Category Submitted On Forwarded by

Issues closed by Minister/Departments

Appl;‘((:)a.uon Category Subg:ned
400_0000002 Seeking Scholarships 19/06/2012 MOHCA
400_0000008 Issues related to SCC, Census & Naturalization 25/07/2012 MOHCA
400_0000012 Iiscellaneous issues 2011172012 MOHCA

Ministry of Information and
Comminuications

400_0000018 Seeking Scholarships 01/12/2012 MOHCA
400_0000024 Miscellaneous issues 05/12/2012 MOHCA

Ministry of Information and
Comminuications

400_0000025 Miscellaneous issues 051212012 Ministry of Health
400_0000036 Miscellaneous issues 05/12/2012 Ministry of Work and Human Settlement

4nn Annnnoo Canbina Caknalarnhina ncianmnan Mininbms af Cdiinnbinn

Closed by

400_0000013 Miscellaneous issues 20/11/2012

400_000002% Seeking Employment 05/12/2012
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U Step 2:-Clickont h e Lodge kourifiGrievancedand select the complaint type as G2C
Service Related and provide a valid application number

x Result: - System will authenticate the application no and identify the
target government agency. The application submission form will be
displayed.

MRS AN NXGEINBA | (61'\\
hung o Loy YHeseer >>habtog &N‘ﬁ}f
s

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test user | Help | Logout

Voice Of Customer

is this G2C Servicareisten 7 @ ver (U no
Dieaze A Numoer 125_0000575

What do you want to submit ? ) Suggsstion: Feadback: Compiaint: Remarks:

saiact the Catagory of your Grisvancs® Seiect
Enter CID No: *
Full Nams :
Agarsss ©

Contact no =

Attach Supporting Fv-): No file chosen
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U Step 3:- Fill up the application form from as per instructions below .
0 Specify the type of application (Suggestion/Feedback/Complaint/Remarks) and
the grievance category.
Provide a valid CID no for the applicant. System will retrieve the applicant details
from the database.
Provide valid contact details and Remarks and attach supporting documents if
applicable.

Cl i ck A Sub romnce the fdinuis filleol np. Please note all the mandatory fields have
a red star mark, without filling up those fields you will not be able to submit the form.

RS AN N FINGT] |
an o0y YHescoer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user |

Voice Of Customer

is this G2C Servics reiatea 7 (@) ves

C Appilication Numoer- 1

What do you want to submit 7 @) suggestion: () Fesabacx: () compiaint: () Remarxs:

$aiact the Category of your Grievance.® Miscelianzous lssuss
Enter CID No: *
Full Nams :
Agorsss : Cnuo

Contact no :*

Attach Supporting Fis : | Choose FE No file chosen

Result: - Application will be submitted and system will generate unique application no
for further tracking.
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TERANSINTGING |
e
hung ey YHeseer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user

Voice Of Customer

Looge your Grizvance | Chedk Griavance Siats

Your Qriavancs nas been Joogen susteEstllly
Your Grivancs reterence numoer 15 400_0000077

U Step 4:-Cl i c¢c k tQOmexk Grievanke Siatu® at t h e and fravidekhe
application no and click on Submit button .

NRRANHNTFINGT |
hung Loy YHeseer >>habtog Rt
Government to Citizen Service Delivery System, Royal Government of Bhutan -
Welcome pmo_test_user | Help
Voice Of Customer

Check Grievance Status

Your Grisvancs Refarencs No: 400_0000077
Action Trau

Result: - System will display instantaneous status of the submitted grievance and also
indicate the name of the agency where the application has been forwarded to.

End of process flow
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Proces s 2: Submitting online non -G2C application

U Step 1: - Login to the Portal and click on Voice of Customer link.

x Result: - VOC Home page appears and tasks are displayed based on role
of the logged in user.

NRBA |

Iulng\ o2y YHeseer >habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user Help Logout

Voice Of Customer

Lodge your Grievance Check Grievance Status Back To TaskList View Report

PMO’s Task List
Application No. Category Submitted On

400_0000020 Seeking Scholarships 03/12/2012
400_0000021 Issues related to Land kidu, allotment, resettlement etc 03/12)
400_0000046 Seeking Scholarships 0511272012
400_0000047 Seeking Employment

400_0000048 Seeking Scholarships

400_0000048 Seeking Scholarships 07/12/2012
400_0000070 Issues related to request made for early bail from prison 08/01/2013
400_0000072 Miscellaneous issues 16/01/2013
400_0000072 Seeking Employment

400_0000076 Seeking Employment 30/01/2013

(from PM)

Sent by Minister

Application No. Category Submitted On Forwarded by

Issues closed by Minister/Departments

Appl;‘((:)a.uon Category Subg:ned
400_0000002 Seeking Scholarships 19/06/2012 MOHCA
400_0000008 Issues related to SCC, Census & Naturalization 25/07/2012 MOHCA
400_0000012 Iiscellaneous issues 2011172012 MOHCA

Ministry of Information and
Comminuications

400_0000018 Seeking Scholarships 01/12/2012 MOHCA
400_0000024 Miscellaneous issues 05/12/2012 MOHCA

Ministry of Information and
Comminuications

400_0000025 Miscellaneous issues 051212012 Ministry of Health
400_0000036 Miscellaneous issues 05/12/2012 Ministry of Work and Human Settlement

4nn Annnnoo Canbina Caknalarnhina ncianmnan Mininbms af Cdiinnbinn

Closed by

400_0000013 Miscellaneous issues 20/11/2012

400_000002% Seeking Employment 05/12/2012
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0 Step2:-Click on the |Iink ALodge your Grievance
G2C Service Related.

x Result: - The application submission form will b e displayed.

NERAUN NI GINGT] |
hung Loy YHeseer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test user | Help | Logout

Voice Of Customer
This is not lid application number.

Lodge your Grievance | Checdk Grievance Status | Back To TaskList |

Type of Grievance

Is this G2C Service related ? '/ Yes ‘@' N

What do you want to submit ? Remarks:

ation Details
Select the Category of your Grievance.* Select
Enter CID No: *
Full Name :
Address :

Contact no :* E-mail Id :

Remarks: *

Attach Supporting File :| Choose File | No file chosen
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U Step 3:- Fill up the application form from as per instructions below .

0 Specify the type of application (Suggestion/Feedback/Complaint/Remarks) and
the grievance category.

Provide a valid CID no for the applicant. System will retrieve the applicant details
from the database.

Provide valid contact details and Remarks and attach supporting documents if
applicable.

Click ASubmito button once the form is
a red star mark, without filling up those fields you will not be able to submit the form.

NER AN NIGINGA] |
hung /oy YHeseer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user | Help | Logout
Voice Of Customer
View Report

Welcome to PMO's Grievance Cell

Lodge your Grievance | Check Grievance Status | Back To Tasklist |

What do you want to submit ? @ Sugg

Grievance:

Application Details
Select the Category of your Grievance.” Iiscellansous issues El
enter cio no: * G0N
Foran -

Address : Chukha Phuntsholing Pachhugang(Pachu Tar)
Contactno :* 1 E-mail Id : test@email.com
Sample Remarks

Remarks: *

Attach Supporting File : | Choose File | No file chosen

Result: - Application will be submitted and system will generate unique application no
for further tracking.
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TRRAUNINTEINGT |
hung ey YHeseer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user

Voice Of Customer

Looge your Grizvance | Chedk Griavance Siats B3k To Tasiklist |

numDer 15 400_00000TT

iU Step4: -Cl ick the link ACheck Gr iandpaovide¢he St at uso
application no and click on Submit button .

e 2 o
NERANANIGINET] | ’&ﬁ\
hung ey YHeseor S>habtog 4 Y

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user | Help | Logout

Voice Of Customer
odge your Grievance | Check Grievance Ststus | Back To TesList | View Report

Check Grievance Status

Your Grievance Reference No: 400_0000078 Check Status
Action Trail Action Date Remarks
11/02/2012 Application Submited On 11/02/2013
11/02/2012 Pending st PMO for further action

Result: - System will display instantaneous status of the submitted grievance.

End of process flow
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Proces s 3: Application processing by PMO user

U Step 1: - Login to the Portal as PMO userand click on Voice of Customer link.

x Result: - VOC Home page appears and tasks are displayetbr the logged
in PMO user.

NRBA |

Iulng\ o2y YHeseer >habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user Help Logout

Voice Of Customer

Lodge your Grievance Check Grievance Status Back To TaskList View Report

PMO’s Task List
Application No. Category Submitted On

400_0000020 Seeking Scholarships 03/12/2012
400_0000021 Issues related to Land kidu, allotment, resettlement etc 03/12)
400_0000046 Seeking Scholarships 0511272012
400_0000047 Seeking Employment

400_0000048 Seeking Scholarships

400_0000048 Seeking Scholarships 07/12/2012
400_0000070 Issues related to request made for early bail from prison 08/01/2013
400_0000072 Miscellaneous issues 16/01/2013
400_0000072 Seeking Employment

400_0000076 Seeking Employment 30/01/2013

(from PM)

Sent by Minister

Application No. Category Submitted On Forwarded by

Issues closed by Minister/Departments

Appl;‘((:)a.uon Category Subg:ned
400_0000002 Seeking Scholarships 19/06/2012 MOHCA
400_0000008 Issues related to SCC, Census & Naturalization 25/07/2012 MOHCA
400_0000012 Iiscellaneous issues 2011172012 MOHCA

Ministry of Information and
Comminuications

400_0000018 Seeking Scholarships 01/12/2012 MOHCA
400_0000024 Miscellaneous issues 05/12/2012 MOHCA

Ministry of Information and
Comminuications

400_0000025 Miscellaneous issues 051212012 Ministry of Health
400_0000036 Miscellaneous issues 05/12/2012 Ministry of Work and Human Settlement

4nn Annnnoo Canbina Caknalarnhina ncianmnan Mininbms af Cdiinnbinn

Closed by

400_0000013 Miscellaneous issues 20/11/2012

400_000002% Seeking Employment 05/12/2012
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0 Step2:-Clickontheany of the submitted applications

x Result: - The submitted application submission will open in non -editable

format.
QR AN NI GINET |
hung o Ley YHeseer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test user | Help | Logout

Voice Of Customer

Lodge your Grievance | Check Grievance Ststus | Back To Tasklist | View Report

Category Miscellansous issuss

Address : Chukha Phuntsholing Pachhugang{Pachu Tar)

Contact no : E-mail Id : test@email.com
Sample Remarss
Remarks:

Attachments

[ Close | Forward To Ministry [ BE
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U Step 3:- Peruse the submitted application and execute any of the three actions below
0 Close the application
o Forward the application to the Hono6bl
o Forward the application to a specific ministry

Click on the appropriate button based on your choice. Please notethat a valid remark is

mandatory in each case.
QAR AN AN GINFA |
hung (Ley YHescer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome pmo_test_user | Help | Logout

Voice Of Customer

Lodge your Grievance | Cheok Grievance Status | Back To Tasklist | View Report

Application Details
Category Miscellsnsous issues
cio no: [

Full Name :
Address : Chukhs Phuntsholing Pachhugsng(Pschu Tar)

E-mail Id : test@emasil.com
Sample Remars

Remarks:

Attachments

o T T T

Ssmple Remarks

Attach Supporting File : | Choose File | No file chosen

Select Ministry’ MOHCA [=]

Result: - Application will be forwarded to the specified entity .

End of process flow
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Proces s 4: Application processing by Ministry/Secretariat

U Step 1:- Login to the Portal as Secretary leveluser and click on Voice of Customer link.

x Result: - VOC Home page appears and tasks are displayed for théogged
in user.

INXEING |

YHescer >>habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome 8404121 | Help | Logout

Voice Of Customer

r Grievance | Cheok Grievance Status | Back To Tasklist | View Report

For non-G2C Grievances -
Ministry's Task List : Forwarded by PMOC Office
Application No. Category Submitted On

400_00000¢5 Miscellaneous issues 16/12/2012

Ministry’s Task List : Sent by Department

Application No. Category Submitted On

For G2C Grievances -
Escalations
Application No. Category Submitted On
400_0000015 Miscellanscus issues 29/11/2012
400_0000022 Miscellaneous issues 05/12/2012

400_0000052 Issues related to SCC, Census & Naturalization 12/12/2012
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U Step 2: - Click on the any of the submitted applicationsinthe S e ¢ r e tasktisy. 6 s

x Result: - The submitted application submission will open in non -editable

format.
S = s
TRR AN GG | (m
hung /ey YHeseer >habtog x@é&t

G
Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome 8404121 | Help | Logout

Voice Of Customer

Lodge your Grievance | Check Grievance Ststus | Bsok To Tasklist | View Report

- Application Details

Category Miscellanecus issuss
cio no: [N

Address : Samtse Tading Tading

E-mail Id : ssysnbasu128€@gmail.com
The VOC portal should be upgraded to include a

discussion forum
Remarks:

Attachments
Suggestion to be evslusted

Remarks from PMO:*

4

Forward To Deparfment Forward To PMO
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U Step 3:- Peruse the submitted application and execute anyof the three actions below.
o Close the application by taking action
o Forward the application to the PMO.
o Forward the application to a specific department within the ministry.

Click on the appropriate button based on your choice. Please notethat a valid remark is

mandatory in each case.
AR AN AN GINHA] |
lrun_:i o2y YHeseor >habtog

Government to Citizen Service Delivery System, Royal Government of Bhutan

Welcome 8404121 | Help | Logout

Voice Of Customer

Lodge your Grievance | Check Grievance Status | Back To Tasklist | View Report

Category Miscellanesous issues
T [ ——

Address : Samtse Tading Tading

Contactno : 1722 7 E-mail Id : ssyanbasu1988@gmsil.com

Remarks:

Attachments
Suggestion to be evslusted

Remarks from PMO:*

Forward To Department Forward To PMO

Attach Supporting File : | Choose File | No file chosen
Select Department ELO E]

Result: - Application will be forwarded to the specified entity.

End of process flow
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Proces s 5: Application processing by Department

U Step 1: - Login to the Portal asDirector level user and click on Voice of Customer link.

x Result: - VOC Home page appears and tasks are displayed for the logged
in user.
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