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1. Introduction Grievance Redressal 

1.1. Grievance Redressal 
Gujarat RERA has established grievance redressal mechanism as per the Act, Rules and 
Regulation and has implemented comprehensive grievance redressal mechanism. With 
technology, the entire process of grievance redressal process has been made more effective, 
more enabling and at the same time more standardized. The major type of grievances that 
authority processes are as below: 
 
 Authority Complaint (Form A) 
 Adjudicating Complaint (Form B) 
 Suo Motu Complaints  
 Conciliation Application (Dispute Review) 
 Review Applications 
 Support Request 
 Defect Liability  

 
Here we will understand the entire process of various types of grievance filing, processing 
and disposal mechanism in subsequent sections. 
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2. Authority Complaint (Form A), Adjudicating Complaint (Form B) 

2.1. Complaints Filing Process 
 
Step 1: User has to Log into system. 
Any user registered on GujRERA Portal will have access to filing of the complaint. User has to 
Log into the system post Signing Up one time. 
 
 

 
 
 
 

 
 
Step 2: Citizen/Promoter user has to select option for creating a complaint. Here the user may opt 
for conciliation if required by clicking “Yes”. 
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Step 3: Citizen/Promoter user has to create complaint selecting and filling all required fields.  
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Step 4: User can add more complainant and respondents by adding his email ID and searching 
in the system. The entered Email ID has to be registered as USER in the Gujarat Rera portal to 
be added in the form. 
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Step 5: By submitting the complaint user will be redirected to Payment gateway page to pay the 
fees. 
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Step 6: Payment confirmation page and with payment receipt and complaint PDF will be 
generated. 
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Step 7: Citizen/Promoter user can track complaint on their dashboard in complaints tab. 
 
The User who filled complaint will see filled complaint - In My Complaints TAB 
The User against whom complaint is filled will see complaint - in All Grievances on My Projects 
TAB. 
 
 

 
 



 

                                                                     Page 14 of 52 

 

Promoter Dashboard 
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Step 8: User can track and View complaint details on their dashboard by clicking View. 
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3. Dispute Review (Conciliation Forum) 
Gujarat RERA has created Conciliation Forum where allottee/promoter ready for 
conciliation may approach the authority to act as mediator and provide a forum for 
conducive discussion. 
 
When approached by any party for conciliation, the Authority must send notice to the other 
parties for confirmation of readiness for conciliation. If both parties are ready for 
conciliation, the case may be taken up by the Conciliation Forum. Otherwise, the 
complainant is advised to lodge formal complaint with the Authority or Adjudicating 
officer. 
 
 

3.1. Conciliation filing Process 
 
Step 1: Citizen user has to log in the system and select option for creating a conciliation by 
clicking “Yes” in apply for complaint section. 
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Step 2: Citizen user has to create conciliation selecting and filling all required fields. 
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Step 3: By submitting the complaint user will be redirected to Payment gateway page to pay the 
fees. 
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Step 4: Payment confirmation page and with payment receipt and complaint PDF will be 
generated. 
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Step 5: Citizen user has to track conciliation request on their dashboard in My Complaints tab as 
CONCILIATION_FORUM in Complaints Type Column. 
 
The User who filled CONCILIATION will see filled CONCILIATION - In My Complaints TAB 
The User against whom CONCILIATION is filled will see CONCILIATION - in All Grievances on 
My Projects TAB. 
 
 

 



 

                                                                     Page 26 of 52 

 

Promoter Dashboard 

 
 
 
Status conciliation Forum will show “consent is awaited” until all consent from 
respondents/promoters are taken as “Yes”. 
 

Step 6: The respondents/promoters have to login and on their Dashboard they will see TAB 
named “Conciliation Consent Requests for Me” where they will see all the “conciliation request” 
against them submitted by Citizens, they have to submit their consent YES or NO to agree for 
conciliation process by clicking on Give Consent Button.  
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If Consent is Given YES Authority further will process that if Consent Given NO It will be closed, 
and no further process will happen. Promoters can track further status into Tab “All Grievances 
on My Projects” on their Dashboard. 
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4. Create Review/Rectification on Judgement Order 
 
 

4.1. APPLICATION FOR REVIEW/RECTIFICATION ON JUDGEMENT 
ORDER PUBLISHED 

 
Step 1: Citizen user has to log in and click on Apply for Create Review/Rectification on 
Judgement Order. If any review already filed, it will show that Review is already filed. Rera 
Acknowledgment number is required to file the review. 
 

 
 
Promoter Dashboard 
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Step 2: citizen/Promoter user has to create Review/Rectification using all the details. Review and 
Rectification should be filed within 45 days of the Judgement Order Published. If more than 45 
days passed, then add reason for delays in DETAILS OF THE DELAY section. 
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Step 3: By submitting the Review user will be redirected to Payment gateway page to pay the 
fees. 
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Step 4: Payment confirmation page and with payment receipt and Review PDF will be 
generated. 
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Step 5: Citizen/Promoter user may track REVIEW filled on their dashboard – In My Complaints 
TAB 
The User who filled Review will see filled REVIEW - In My Complaints TAB 
The User against whom REVIEW is filled will see REVIEW - in All Grievances on My Projects 
TAB. 
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Promoter Dashboard 
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5. Complaints during Defect Liability 
 
The allottees for a given project has a provision to raise complaints for five years after the project 
end date. 
 

5.1. Defect filing process 
 
Step 1: Citizen user has to Log into system. And go to allottees dashboard. For First time Citizen 
has to go to Claim the Project to have that project in allottees dashboard. 
 

 
 
Citizen has to fill all the details Given at the time of booking the property and given to promoter. 
After that OTP will be generated on Your Registered Mobile Number given to promoter and then 
Project will be claimed and displayed into the allottees dashboard. 
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Citizen Has to click to My Allotment TAB for Filing Defect Liability. 
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Step 2: Select option for creating a Defect Liability and create defect complaint filling all required 
fields. 
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Step 3: By submitting the complaint user will be redirected to Payment gateway page to pay the 
fees. 
 

 
  



 

                                                                     Page 44 of 52 

 

 
 
 

 
 

 



 

                                                                     Page 45 of 52 

 

 

Step 4: Citizen User can track defect complaint on their dashboard. 
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6. Support Request 
 
RERA will create Source Information functionality for citizens to report non-registered 
real estate project to the Authority. There should be functionality to submit information 
regarding non-registered projects, generating SI no. and viewing the status of the 
investigation. Considering practicality and effective operational execution, the source 
information is considered as ticket only and no separate module is developed for the same.  
 

 

6.1. Support Request filing process 
 
Step 1 : Any citizen/promoter/professional user can Create Support Request by clicking support 
request option. 
 

 
 
Step 2 : citizen/promoter/professional User has to select concern and query options from the 
dropdown and submit the ticket. 
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Step 4: citizen/promoter/professional can track their support tickets , status and resolution in 
their dashboard. 
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Step 5: When ticket is closed by authority with remarks and resolution, If 
citizen/promoter/professional is not satisfied with the resolution than he can escalate by giving 
satisfaction “yes” or “NO” and send back to Authority/ticket Officer (TO) and it will go to 
escalation officer. 
 
citizen/promoter/professional goes to that ticket and gives feedback by clicking not satisfied. 
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Disclaimer: All the images, screenshots, plans etc used in this document are just for demonstration and 
for the purpose of user training only. The actual system, icons, tables may differ from the ones shown 
here. The details mentioned here are subject to change without prior information to the users. 


