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No0:C3/247/2022-PWD Public Works(C) Department

Thiruvananthapuram, Dated:06-08-2022
CIRCULAR

Sub: PWD - PWD 4 U Application - Instructions to be followed strictly - reg

It has come to the notice of the Government that even after implementation '

of PWD 4 U Application on 07/06/2021, Engineers concerned are not paying
enough attention to resolve the complaints received through this application on

time.

Hence, Government are hereby issuing the following instructions for strict

adherence.

Complaints received shall be redressed within 4 days from the date of
receipt of the complaint through iROADS Software. Complaints which can
be addressed due to the existence of live contracts, running contracts shall
be addressed immediately with minimum response time as possible.

First feedback should be given to the complainant by the Executive
Engineer, O/o the Chief Engineer, Road Maintenance as "Thank you for
reporting the issue. We will get back you soon"

. The Assistant Engineers concerned will be alerted by SMS or e-mail about

the receipt of complaints updated in the Software. A.Es shall proactively

‘check SMS, email and their login in iROADS regularly (at-least three times

a day) for any new complaints. The PI Cell in KSTP, Thiruvananthapuram
shall also give information about the complaints to the field engineers. Pl
Cell shall call the complainants twice once after receiving the complaint and
second after taking action on the complaint to inform the status. Pl Cell shall
strictly maintain a record of calls for audit in the future.

The complaints shall be redressed within 4 days on the receipt of complaint
and closing feed back shall be given by the Assistant Executive Engineers
handling the asset concerned. If any complaint couldn't be resolved in 4
days, the Assistant Engineer shall give feedback in iRoads software for
resolving the complaint with a specific date.

The Executive Engineers of Roads Maintenance divisions shall closely
monitor the complaints and the redressal progress for speedy mitigation. The
Executive Engineers shall also contact the complainants in person and
impart the feedback for enhancing the credibility and efficiency of the
system.
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6. The Superintending Engineer (Projects), KSTP, Thiruvananthapuram is the
Nodal Officer of PWD 4 U Application and he shall update the daily status
of the complaints in the Whatsapp group (PWD4U Admin Group) created
for the same. A report on the status of complaints shall be furnished daily at
7 PM. -

Ajit Kumar [ A S

Forwarded / By order, SECRETARY

Section Officer,

The Chief Engineer, Roads / Maintenance / KSTP, PWD, Thiruvananthapuram

The Superintending Engineer (Projects), KSTP, Thiruvananthapuram (through

' CE, KSTP)

All Executive / Assistant Executive / Assistant Engineers concerned (Through
CEs)

CA to Secretary / Joint Secretary, PWD



