eCourts HelpDesk Manual

Help Desk feature is now enabled on NJDG, users can now post their issues in the HelpDesk module .

There are five types of users who will be handling HelpDesk

1.

District Court User

This may be District System Administrator or System Officer or any designated person in the
District Court registry. This user will raise/post the issue related to their District in HelpDesk.
CPC’s to create Login ID/Password for District user for each District in NJDG using ‘End User’
option in ‘Administration” menu.

High Court Help Desk

This user is technical manpower working in High Court registry. CPC has to tag this user to each
of the issues mentioned in the list using ‘Escalation Matix’ option under ‘Help Desk’ menu. CPC
may tag all issue to one user or issue wise different users can be tagged in Escalation Matrix. For
eg. Hardware related issue will be resolved by userA and software related issue will be resolved
by userB. CPC to create Login ID/Password of HC Help Desk user in NJDG using ‘End User’ option
in ‘Administration’ menu. Issues raised by District Court will be received by this user, who will
resolve the issue. If an issue is not resolved, he/she will forward it to CPC.

Central Project Co-ordinator

This user is for CPC’s .CPC can view status of all issues raised by various District user and their
resolution by HC Help Desk user. CPC can forward issues which are not resolved by High Court
Help Desk user to NIC Co-ordinator or eCommittee.

NIC Co-ordinator

This user is for NIC Co-ordinator posted in each High Court. CPC’s to create Login ID/Password of
NIC Co-ordinator in NJDG using ‘End User’ option in ‘Administration’” menu. Issues which are not
resolved by HC Help desk user will be forwarded to NIC Co-ordinator by CPC. NIC Co-ordinator
will resolve the issue and if it is not resolved by NIC Co-ordinator, he/she may forward it to NIC
eCourts Division for resolution.

eCommittee

This user is for eCommittee user. Ecommittee user can view all issue raised and their resolution
given by various users. Issues forwarded to eCommittee by CPC’s may be resolved by this user
or may be forwarded to NIC eCourts Division for further resolution.
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Central Project Coordinator
After login to NJDG, create users for District Court, High Court Help Desk, NIC Coordinator using End
User option in Administration menu.
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Fields marked with a * are compulsory.

d Modify © Delete @ Query & Unblock User

* User type Select |z|
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* Mobile No.

Once all users are created, go to EscalationMatrix option in Help Desk as shown below
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Cases Pending Registration 358124 682730 1040843



Escalation Matrix - CPC’s to tag High Court Help Desk users for each issue for escalation level 1.0ne
user may be tagged to all issues or issue wise different users can also be tagged.
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ESCALATION MATRIX

Fields marked with a * are compulsory.

* State Maharashtra B
* Issue ‘ Server{Local) EI
* Escalation Level 1 ‘ Select User v |

District Court User

To report an Issue - Login in as District User, click on REPORT AN ISSUE button on Right hand side.
Issues can be reported by CPC’s also.
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After clicking on Report an issue following screen appears, fill required details and submit. A request ID
is generated which will be used for further reference.

REPORT AN ISSUE

Fields marked with a * are compulsory.

* State Maharashtra B * District Aurangabad E|
Court Complex Court of Civil Judge, Senior Division aB
* Issue [ sms - | * Sub Issue Unable to Send SMs M
SMS are not received by Advocates m

* Description

266 characters remaining

On cliking Help Desk -> Dashboard option status of all issue reported will be displayed.

© REPORT AN ISSUE
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Search:

SN

Reported On Resolved Closed
- Complex Name Ticket ID Issue On On
1 District and Sessions Court, Old High Court Building, Adalat Road, MH-02-02-001-27012020 | VM(Shastri 27-01-2020 Pending
Aurangabad - 431 Park)
2 MH-08-02-001-27012020 5SMS 27-01-2020 Pending
3 Court of Civil Judge, Senior Division and Junior Division and Judicial MH-05-02-001-27012020 = HC CIS 27-01-2020 Pending
Magistrate, First Class, Vaijapur - 423701
4 Civil Criminal Court, Dharni MH-05-01-001-27012020 = HC CIS 27-01-2020 Pending

Showing 1 to 4 of 4 entries Previous Next




High Court Help Desk user

Issues reported/raised by District users will be received by High Court help Desk user. He/she has to
resolve the issue. To give resolution or to forward it to CPC, user has to click on edit option in ‘Resolved
on’ column as shown in the screen shot below.

Unresolved Issues Resolved Issues Closed Issues
Show 10 ~ entries Search:
Issue
SN “~ District Complex Name Reported By Ticket ID 1ssue | Resolved On *
1 Aurangabad District and Sessions Court, Old distuseraur MH-02-02-001-27012020 = VM(Shastri 27-01-2020 C,:
High Court Building, Adalat Park)
Road, Aurangabad - 431
2 Aurangabad distuseraur | MH-08-02-001-27012020 SMS 27-01-2020 [:,;
B Aurangabad | Court of Civil Judge, Senior distuseraur MH-05-02-001-27012020 | HC CIS 27-01-2020 [:,‘
Division and Junior Division and
Judicial Magistrate, First Class,
Vaijapur - 423701
L Aurangabad Civil Criminal Court, Dharni distuseraur MH-05-01-001-27012020 @ HC CIS 27-01-2020 E,;
5 newsupuser | MH-05-01-002-24012020 HC CIS 24-01-2020 [2‘
Showing 1to & of § entrie: Previou 1 Newt

High Court Help Desk user may resolve it by giving solution as shown below.

RESOLVE AN ISSUE

Fields marked with 8 = are compulsony.

* Ticket ID MH-02-02-001-27012020 -
State Maharashtra
Diistrict Aurangabad
Issuea VWM(Shastri Park)
Subissue VM is Slow
Details WM 222 is slow
Usar distuseraur - Issue Reported On 27-01-2020
Email Id
Mobile No
* Comments I=sue is resolved. Please Check

459 characters remaining

® Resolved ) NotResoclved and Forward to CPC




If issue is not resolved, user can forward it to CPC as shown below.

RESOLVE AN ISSUE

Fields marked with a * are compulsory.

* Ticket ID

* Comments

MH-08-02-001-27012020 -
State Maharashtra
District Aurangabad
Issue SMs
Subissue Unable to connect to SMS gateway
Details Unable to Connect to SMS gateway
User distuseraur - Issue Reported On 27-01-2020
Email 1d
Mobile No

CPC Please Check

484 characters remaining

lved and Forward to CPC

The status of issue will show appropriate entries like forwarded to CPC or resolved etc.

Show 10 enries.

Showing 1 to 4 of 4 entries

Unresolved Issues

Resolved Issues

4 2

Issue Reported By
Ticket ID

Complex Name

Closed Issues

18

REPORT AN ISSUE

il Aurangabad distuseraur MH-08-02-001-27012020 SMS 27-01-2020 Forwarded to CPC
2 Aurangabad Court of Civil Judge, Senior Division and distuseraur MH-05-02-001-27012020 HC €IS 27-01-2020 Forwarded to CPC
Junior Division and Judicial Magistrate,
First Class, Vaijapur - 423701
3 Aurangabad Civil Criminal Court, Dharni distuseraur MH-05-01-001-27012020 HC CIS 27-01-2020 Forwarded to CPC
4 newsupuser MH-05-01-002-24012020 HC CIS 24-01-2020 @

Previous




Central Project Co-ordinator

Dashbord for CPC user will show status of all issues. CPC may forward issues which are forwarded by
High Court Help Desk user to NIC Co-ordinator or eCommittee for resolution.

TICKET STATUS

Ticket ID MH-05-02-001-27012020

Issue HC CIS Sub Issue Errorin CIS Form
Details Error in CIS Form for Order Uploading -
Issue Reported On 27-01-2020 by distuseraur
Solution n
CPC Please Check
Issue Forwarded to CPC 27-01-2020 by archana

*
CRG.Comments NIC Coordinator Please Check -

[ close 1ssue

* Forward To @nic coordinator  Dacommittee
Status Pending
Bl ee T oom T = T m = T a1 B |

CPC’s may also close the issue by clicking Close Issue checkbox as shown below.

TICKET STATUS

Ticket ID MH-08-02-001-27012020

Issue SMS Sub Issue Unable to connect to SMS gateway
Details Unable to Connect to SMS gateway -
Issue Reported On 27-01-2020 by distuseraur
Solution "
CPC Please Check
Issue Forwarded to CPC 27-01-2020 by archana

© CPC Comments Have contacted SMS Gateway team. Please Check

Close Issue

Status Pending




NIC Co-ordinator

Issues forwarded by CPC to NIC Co-ordinator will be displayed in Dashboard of NIC Co-ordinator with
status as ‘Forwarded to NIC Co-ordinator’

REPORT AN ISSUE

Unresolved Issues Resolved Issues Closed Issues
Show 10 . entries Search:
Issue Reported By
SN District Complex Name Ticket ID Issue Resolved On E
1 Aurangabad Court of Civil Judge, Senior Division and distuseraur MH-05-02-001-27012020 HC CIS 27-01-2020 Forwarded to NIC
Junior Division and Judicial Magistrate, Coordinator

First Class, Vaijapur - 423701

Showing 110 1 of 1 entries Previous

NIC Co-ordinator may resolve issue or forward it to NIC eCourts Divison for further resolution.

Ticket ID MH-05-02-001-27012020

Issue HCCIS Sub Issue Error in CIS Form

Details Error in CIS Form for Order Uploading

Issue Reported On 27-01-2020 by distuseraur

Solution
CPC Flease Check

Issue Forwarded to CPC 27-01-2020 by archana

=
ot Lomments NIC Coordinator Please Check

Forwarded by CPC to NIC 27-01-2020
Coordinator on

- NIC eCourts Division Please Check e
* NIC Coordinator Comments
* Forward To Eresalved DNot resolved, forvard to NIC eCourts division
Status Pending




NIC eCourts Division

Dashboard of NIC eCourts Division will display all issues that are forward to them. After forwarding issue
to NIC eCourts Division , Status will show as ‘Forwarded to NIC eCourts Division’

@ REPORT AN ISSUE

Unresolved Issues Resolved Issues Closed Issues
Show 10 o entries Search:

Issue Reported By

SN = District Complex Name Ticket ID Issue | Resolved On s
1 Aurangabad Court of Civil Judge, Senior Division and distuseraur MH-05-02-001-27012020 HC CIS 27-01-2020 Forwarded to NIC
Junior Division and Judicial Magistrate, eCourts Division

First Class, Vaijapur - 423701

Showing 1 to 10f 1 entries Previou

NIC eCourts Division then resolve the issue as follows.

Ticket ID MH-05-02-001-27012020

Issue HC CIS Sub Issue Error in CIS Form

Details Error in CIS Form for Order Uploading

Issue Reported On 27-01-2020 by distuseraur
Solution =
CPC Please Check
Issue Forwarded to CPC 27-01-2020 by archana

* CPC Comments

NIC Coordinator Please Check A
Forwarded by CPC to NIC 27-01-2020
Coordinator on
i NIC eCourts division please check e
* MIC Coordinator Comments
Forwarded to NIC eCourt 27-01-2020

Division on

The lved
* NIC eCourts Division © lesuE s reseive

Comments
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eCommittee User

Issues which are directly forwarded to eCommittee by CPC’'s will be displayed in dashboard of
eCommittee user. The status will be displayed as ‘Forwarded to eCommittee’

Unresolved Issues x Resolved v Closed Issues
1 ] 5

Show 10 enfries Search:
Issue Reported By
SN = District Complex Name Ticket ID Issue —|  Resolved On =
1 newsupuser MH-05-01-002-24012020 HC CIS 24-01-2020 Forwarded to
eCommittee

Showing 110 1 of 1 entries Previous Next

eCommittee will resolve the issue and if needed issue may be forwarded to NIC eCourts Division for
further resolution.

Ticket ID MH-05-01-002-24012020

Issue HC CIS Sub Issue Unable to Login

Details 2 S

Issue Reported On 24-01-2020 by newsupuser

SHCRE Comements eCommittes Please Check -
Forwarded by CPC to 27-01-2020
eCommittee on

* eCommittee Comments T B

-
Forward To @ Resolved Dot resclved, formard to NIC =Courts division

Status Pending
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Closing of an issue

It is important to close the issue once it is resolved . The issue can be closed by the user who has
raised/reported it. Alternatively CPC can close the issue at any time.




