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Key Highlights of the SICA Interventions

Adopted DMA approach to take up SICA interventions which
includes DMA mapping sharing of Project information's/services,
HSC connections, citizen centric consultations, communication
protocols activities in conversion areas.

= Developed dedicated data collection form by DBOT to collect
node wise data as per the designed/detailed node wise survey
format.

» Strengthened and built capacity of SO to implement SICA
interventions in approved priority zones by forming teams
consisting $O and DBOT to collect node wise data.

=» Completed DMA mapping with node wise survey data in 1 DMA
zones
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Details of CSCs/CCC/CLC

SIN. Centre Address

1 Central Control Centre 1t Floor, HDMC Zone Office 05, Near Gali Durgamma
Temple, Hosur, Hubballi

2 Customer Service Centre-1 House No 85, God’s Grace Building, Near Sub Jail,
Hubballi

3 Customer Service Centre-2 HDMC old Zone Office 05, Near Gali Durgamma
Temple, Hosur, Hubballi

4 Customer Service Centre-3 Samudaya Bhavan, Anand Nagar, Old Hubbadilli,
Hubballi

5 Customer Service Centre-4 H.No 78, Ravivarpeth, Near adjacent to Jain Mandir,
Dharwad

6 Customer Service Centre-5 1st Floor, HDMC Zone Office 03, Near Kala bhavan,
Dharwad

7 Customer Service Centre-6 1t Floor, HDMC Zone Office 04, Basaveshwara Circle,
Navanagar

8 Community Liaison Cell (CLC) HDMC Zonal Office 10, Heggeri, Hubballi
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Consultation Programme Photos
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Consultation Programme Photos
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Value addition to the Project

Improvements

(CRM) Customer Redressal Management Implemented

Implemented 11 types Bulk SMS for Water supply and Billing, Complaint redressal status to customer.

Implemented spot Billing and QR code & Online payment, POS for water Bill payments.

Implementation of Pipeline cameras for identification of exact spot of contamination/ Leakages (Robof|
Technology)

Infroduced Helpline Number 7996666247 for all water supply issues

» Established Central Control Center (CCC) at Hosur.
* 6nos Customer Service Centers across Hubballi- Dharwad
* CLC at HDMC Zonal office 10
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Details SMS services

SMS Category

Bill Generation

Payment Paid

Late Payment

Water Supply Shutdown

Water Supply Cancel/Delay

Water Supply Schedule

Complaint Registration

Complaint Resolution

Online Payment Link

Helpline Link

Save Water

Total




Online water tariff payment Status
(Online water tariff payment Website: www.hdmcwater.in)
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Dedicated helpline ensures speedy
redressal of Water supply plaints in H- D

Akshay Doddamani | TnN

Hubballi: As many as 18,720 complaints
were registered between January 1 and
October 30 this year by consumers, rela-
ting to water supply in the twin cities
Hubballi-Dharwad, with aredressal rate
of 96% - thanks to the introduction of a
dedicated customer helpline number.

According to Karnataka Urban In-
frastructure Development and Finance
Corporation (KUIDFC), 18,033 consumer
complaints were successfully addressed
through the helpline.

When L&T was handed the contract
for continuous water supply to all the
wards of the twin city, there were massi-
ve issues with handling consumer grie-
vances. Now, thankstothis user-friendly
complaints redressal system, the situa-
tion has improved considerably.

According to a source, 90-100 queries
and 50-60 complaints are being registe-
red daily on the helpline.

Most of the 687 pending complaints
at the end of last month were related to

EFFICIENT: Attendants busy taking calls
at Centralised Water Supply Complaint
Handling Centre

discrepancies with billing, RR number
renewals, and tube well repair work.
Apart from these, there were also cases
related todamaged water supply lines.
Since it took over the operations,
L&T has opened the Centralised Water
Supply Complaint Handling Centre, five
Customer Service Centres and one Com-
munity Contact Cell to respond to comp-

laints. These centres are supervised by
HDMC and KUIDFC.

Over 18,000 consumer
complaints were addressed
between January 1 and
October 30 this year

HDMC commissioner Ishwar Ulla-
gadditold TOI that awareness has been
created among the public about filing
complaints regarding water supply on
the dedicated helpline number. This
has reduced the number of people co-
ming directly to the office with their
grievances.

Ullagaddi further said users can
contact the Centralised Water Supply
Complaint Handling Centre on
7996666247 and have their complaints
registered around the clock.

Manjunath D, a resident of Anand
Nagar, said earlier, there were different
contact numbers to raise complaints re-
garding the supply of drinking water. :
Thisleft room foralot of confusion. With

- the dedicated helpline number, much

the confusions are now over, he added.
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Over 43k c&mplamus since 24X7
‘water supply prQ]et launch

| the last two months, 73% of
consumers have registered
their mobile numberswith RR
numbers, while 15%are paying |
water bills online, they added.

Project progress

The project, having compo- |
nents like laying 29.51 km raw |
water trunk mains, WTP at

99,49% complaintssolved, total "%
project progress lessthan40% ¢

MANJUNATH HEGDE BOMMALLI  this grave issue, ¥

HUBBAALLI, DHNS

en the moch-debat-
ed project to expand
24X7 water supply

facility is not just about cre-
ating new infrastructure, it
also covers the management
of day-to-day water supply in
the twin cities, But, along with

_As per the data available
with the Karnataka Urban In-
frastructure Development &
Finance Corporation (KUID-
FC), which is monitoring
the project implementation,
99.49% of complaints received
were redressed by February
end, while 218 related to khatha
change, third party damage to

Executives attend to water supply-related
the centrallised control room at Hosur in Hubball, o oo

complaint calls at

No Malaprabha water for pvt
tankers

Amminabhavi, 85.08 km clear

| water trunk mains, 1,690 km

distribution pipelines, and con-
structing 23 tanks which are
in different stages of progress,
has achieved less than 40%
total progress regarding com-
pletion, With this, the project
completion before June 2025
deadlineis unlikely.

The WTP at Amminab-

this, complaintsrelated towa-  pipelines, and bore- mllr:-palr Dueto the need for private functions, and

tersupplyhavealsosurfacedin - are pending. judiciously using drinking construction works. We havi, and clear water trunk

large numbers since its imple- waterduring the summer, requestcitizens notto main from Amminabhavi to
mentation began, Redressal system private tankersare not wastewater, thoughwater  Rayapur would be fully ready

After the project imple- The project operator L&T  beingallowed togetMal-  atsourceissufficient, it by September, with which dai-
mentation began, andthewa- Company is running a 24X7  aprabhawaterstoredat islessthanthatoflast ly water supply to most of the

ter supply system in the twin centralised control centre, six  thetanksinthe twincities. year,"said Hubballi-Dhar-  wardswould be possible. More
cittes washanded over to L&T  customer service centres, and “Malaprabhawateris  wad Mahanagara Palike labourersare being used to ex-
Company, the operator of the one community liaison cellto  notbeinggiventoprivate  (HDMP) Commissioner pedite the works, the officials
projectinaphased mannerin attend to public grievances  tankerstobeused for Ishwar Ullagaddi. said, citing delay in getting
2021-22, a whopping 43,395 on water supply. Along with ; land for main pipelines and
complaintshavebeenreceived a common helpline (79966 in water supply cperations centres, instead of complain- need to replace 300 km of
50 far, 66247), a SMS system has and grievance redressal, the ing tovalvemen or pressuring  newly-laid distribution lines
Amajorityofthecomplaints  also been included in the re-  number of complaints which = corporators.” the KUIDFC of-  as the major reasons for less
areregarding damageto pipe-  dressal system, The Hubba-  used tobemorethan2,500in- | ficialssay. PrOgress.
line and leakage. Corporators  [li- I]hama.d Mahanagnra Pa- itially have now comedownto | Theysaytheconsumershav-  Moreover, the number of
and citizens alike arepxpress- as alsa formed d 1,500 per month. We {ing huge amount of pendipg  tankers to supply water to the
ingdiscontentabout frewater u toartend to - Bave Been l.&f;ng people to “hills are also being con j %ﬁsbehgmm‘easedmmr—
a

supply on many odcasions, fwater woes, dge d_lr.mmpl sthrough the jnd aroynd Rs 35 lakh pengl- 110 200 this summer, the
while protests are i “With th¢ improvement Relpling or customer service fmg bills has been collectedin  offiials added.
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- HDMC urges
residents not to
~ waste water

Etimesgroup.com

Hubballi: Following the

:_F'FF —_

in water sources has
: left both citizens and
! authorities worried.

: BBMP's lead, the Hubballi-
: Dharwad Municipal Corpo-
! ration (HDMC)has initiated
! strict measures to curb wa-
! ter wastage, aiming to com-
! bat the escalating water
! scarcity and ensure a smo-
! oth supply of drinking wa-
;3 teruntil the monsoon.

The receding levels

Residents in seve-

! ral areas are being SIS
! supplied water as per g
: theschedule set by the g

i HDMC. It is expected

! to continue without any
! hurdles if there is no water
. storage issue in the Mala-
: prabha and Meerasagar re-
i servoirs. NMow, HDMC has
! alerted the public to use wa-
i ter judiciously and awoid
: wasting water for washing
: carsand gardening

HDMC ﬂummisaiuner

: Ishwar Ullagaddi told TOI,

“We have enough water in

the Malaprabha reservoir
i which is the main source of
H d}'in]-r.ing water for the twin
: citles. As of today, we have
T7.15 TMC of water in Mala-

: prabha. We require at least
H 2.7 TMC to meet the dr drinking
: water requirement until the
: monsoon. The water level at

MNeerasagar reservoir

stands at 0.29 TMC. We ‘are
'; ﬂumﬂsmtertaﬂ_u&ras;

W\

dents of 22 wards in Hubbal-
1i from MNeerasagar If there
is no water in Neerasagar,
wewill divert water from the
Malaprabha to all wards
u:uat depend on Neerasagar.”™
“We have issued clear in-
structions to the public on
Tuesday that they should
not use drinking water from
the Malaprabha for const-
ruction purposes and other

activities. It should be used :
only for drinking pur-
pose. People should al-
s0 avoid using water
. for washing cars, vehi-
-1 cles, and other purpo- :

% ses.” hesaid.

construction

ter crisis is stillmanageable,

we have not yet acguired pri-
vate water sources. If the si-

tuation goes out of control,

then we will take over priva- :

tesources,” he said.

He added, “We have alre-
ady given a helpline number :
(TE96666247) to help people

take immediate solutions to
stop wastage of water thro-
ugh leakages, water wastage
from pipeline damage, and
due to other reasons. People
can also inform HDMC abo-
ut the wastage of Malaprab-
ha water by any person for
their personal works, so that
we can visit the place and ta-
ke action.™

- “We are not provi- :

ding water tankers for :
works -
and other private functions.
People can now buy water :
from private tankers for the- :
irpersonal works. Asthewa- :
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Dedicated helpline ensures speedy
redressal of water supply plalnts in H-D

Akshay Doddamani | vun

Hubballi: As many as I8, T20 complaints
ware registered between January 1 and
October 30 thiz vear by consumers, rela-
ting to water supply in the twin cities
Hubballi-Dharwad, with aredressalrate
of 86% = thanks to the introduction of a
dedicated castomer helpline number.

According to Karnataka Urban In-
frastructure Development and FPinance
Corporation (KUIDFC), 18,033 consumer
complaints were successfully addressed
through the helpline.

When L&T was handed the contract
for continuous water sapply to all the
wards of the twin city, there were massi-
ve issues with handling consumer grie-
vances, Now, thanks tothis nser-friendly
complaints redressal system, the situa-
tion has improved considerably

According to a source, 30-100 queries
and 5060 complaints are being registe-
Ted daily on the helpline.

Most of the 687 pending complaints
at the end of last month were related fo

- [} . .-' ok
EFFICIENT: Attendants busy taking calls
at Centralised Water Supply Complaint
Handfing Centre

discrepancies with billing, RE number
renewals, and tube well repair work.
Apart from these, there were alse cases
related to damaged water supply lines

Since it took over the operations,
L&T has opened the Centralised Water
Supply Complaint Handling Centre, five
Customer Service Centres and one Com-
munity Contact Cell to respond to comp-
laints. These cenires-are supervised
HDMC and KEUIDFC.

Over 13,000 consumer
complaints were addressed
between January 1 and
October 30 this year

HDMC commissioner Ishwar Ulla-
gadditold TOI that awareness has been
created among the public about filing
complaints regarding water supply on
the dedicated helpline number. This
has reduced the number of people co-
ming directly to the office with their
grievances,

Ulagaddi further said users can
contact the Centrallsed Water Supply
Complaint Handling Centre on
TEeEe6E24T and have their complaints
registered around the clock,

Manjunath I, a resident of Anand
Nagar, said earlier, there were different
contact numbers to raise complaints re-
garding the supply of drinking water
This left room for a lot of confusion. With

~ the dedicated helpline number, much of

the confusions are now over, he added.
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®» Hubballi-Dharwad Water Supply
le is being sent to Media Everyday
fail including on holidays and
Sunday's by PIU after collecting the
schedule from the L & T. The schedule is
being printed in daily news papers in
Kannada & English Languages. Such
notification of schedules in the press is
being done since 13th April 2023 and this is
being appreciated by the media and the
citizens. A nétification of the water supply
schedule gf 21st Feb 2024 has appeared as

/ the top news items under

stomer friendly improvements.
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Various water tariff Payment modes initiated

% hdmewaterin

iWater: Receipt Preview

Byw.P, eimd SHmano mdd
; @ Hubballi-Dharwad Municipal Corporation CONNECTIREN M
420898 MJ16M3124

AEleasle] B, e Ousoad 41 062024 Ml NAME & ADDRESS

DHARWAD HUBBALLI RRNo ¢ H.D.M.C,M.C.A RABIYABI M.YAKKUNDI
Pay water bills Pay water bills G ——— ) KHARADI ONI H.NO-

ED  oneste || MOBILENO 9964228391
e M TowARDS Bill - Bill

PAYMENT UpiQR
1 MODE

RECEIPT AMOUNT Rs 2

CHECK & PRINT

Dynamic QR Spot Dynamic
Code on bill OR code
Generation Spot Collection
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Establishment
of dedicated
Community

Liaison Cell.

Objective
To focus on issues related to services to urban poor households
& to facilitate community outreach activities.

Activities :

Interaction with urban poor households on genuine concerns
relating to

Service Delivery Arrangements

Payment Terms

Grievance Redressed

The staffed CLC is established on 22" of Sept, 2022 at
Heggeri,

CLC is equipped with required facilities and arrangements for
effective functioning such as separate office room with office
equipment’s, desktop computer with internet connections,
registers and project IEC materials




Establishment
of CLC help
desk

C.

Exclusive Helpdesk for Urban Poor Services is
established in 06 locations where CSC is established.

To reach out the urban poor areas spread widely
across Hubballi-Dharwad <city, for an easy
accessibility &approach, the extensive help desk is
established where C$C’s is working concurring with
the services provided in the CSC.

The exclusive help desk for CLC is pro-actively
working in registering the concerns, consensus and
complaints of the urban poor consumers and provide
them facilitation to get the resolve their complaints is
significantly carried in project city of Hubballi-
Dharwad.

Separate register and reporting data is practiced by
the CLC helpdesk executives to monitor and trace the
complaints resolution and provide outreach services
to consumers in availing the benefits as specified in
urban poor areas.
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Door Stickers

Ro-GROTRG THIENC Hows

BDRAINT AT TTWTRBR TOWCNAT BRTINOMIN BOTIETReRT BTched "‘oas
The Helpline number to register complaints related to drinking water supply i IS

7996666247

(M=ece 0% worngs, www.hdmewater.in SR RVE WTSBRDTNS.)

Consumer can make water tariff payments through : www.hdmcwater.n
Digital Payment Modes such as G-Pay / Phone Pe / Credit Card / Debit Card / QR Scan on Bill etc.

'Rec, &I add, TEmO Red), evsd'
735 Redh Rowem & u#:mﬁ pasch dnue ReOR B0 HTBY-DERHY eBcleods ZBS0L'

30 R¢ R0Z8ET w0t wos Rod :

sitivity: LNT ConstrugtioflInternal Use

5RO FBIROT moeE

LSRN

&aok pch XowmEn ot ? ot
ot TIlHlplmt, mber to register complaints related to drinking water supply is:

7996666247

| (w Do wmm www.hdmcwater.in e SE BAUE BISINBTNG.)
Consumer cal mahwate 1 tariff payments through : www.hdmcwateri

R o0 T L . Y s ——

Ty mwraymemmm such as G-Pay | Phone Pe / Credit Cai rd[D!blICal\:IIQRSca on Bill etc.
i

B3O wd, TdmO Redily evwd!

P | g s otded oos aor dod ¢ EEAEES

S —

“edsb Rech Roowm SN reReh Sl ROF S0 WM dEwad muddnodt BEEoh” '




