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Annexure 3: Notification of MSME dept. GoUP for mandatorily use of GeM portal in Uttar

Pradesh.
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1. Overview

The Incident Management can be used by the buyer to raise Incidents for Pre-order
placement and Post order placement deviations by a seller. The Pre-order placement
Incident management will deal with the deviations in product Catalogue and Seller

Registration and authorization.

The Post Order Placement Incident Management will deal with the Contract deviations by
the Seller.

2. Incident Dashboard
2.1.  Login to your account on GeM
2.2.  Incident management can be accessed from the INCIDENTS option available on

the dashboard.
in; R, 1-800-102-3436/ 1-800-419-3436 4} Support Desk English ~~
)r- - GeM Need Help? »  Dashboard Market ~  Bids ~ (M LAXMI NARAIN
"‘ © Marketplace
- Shop By Category v l All Categories ~
NOTIFICATIONS +

PRODUCT ORDERS ~ SERVICE ORDERS ~ ALL DEMANDS BILLS ~ NCIDENTS ALL CARTS 2.0 ORDERS

Number of People/Posts Number of Divisions Total Number of Orders Total Value of Orders ( Rs. )

26 6 4 T 222382.00

ALL DEMANDS PRODUCT ORDERS SERVICE ORDERS

2.3.  On Clicking the “INCIDENT” option highlighted in the screenshot above, the

Incident management Dashboard would open.
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Incidents n

AT 30597 - Refuses to supply product/services after
@ 30597 - Refuses to supply product/services

after placement of contract placement Of contract

@ 30596 - Refi supply pi icty = | & b @ Escalate |
30596 - R supply product/services

after placement of contract

Severity Buyer

Status Pending .

™ 33 - splitting of demands and making Order No: . Ministry of commerce and industry
repetitive direct purchases or creating multiple S11687786883406 Department of industrial policy and
bids Shipment No promotion
Closed / 17 days ago Sub Category Desktops Office of chief controller of accounts

dipp ministry of commerce and
@ 30488 - Exercising corrupt influence on the Issue Raised By Udyog bhawan new industry
sta er delhi (BUYER)
C Raised Against Ashoka hirefin services Udyog bhawan new deln

private limited (SELLER) B2 sellergems0@gmail.com

@ 30487 - Indulgel in any anti-competitive
behavior or [a‘tEe'I matm\: § Scsent e Do717287529
C 20 Description:

Seller
@ 30486 - Fails to furnish requisite performance Refuses to supply product/services after _

e placement of contract Ashoka hirefin services private limited

per e-bid / RA conditions, B mansizT@gmail.com -
C 20 0 8939970454

@ 30485 - Violating integrity pact
- Date

Created on: 04/02/2019 01:52:42 PM
Mo of days: 4 seconds ago

Last Modified On: 04/02/2019
01:52:42 PM

0 - Misdeclaration on Government
Transaction Experience

Attachments

No response have been created yet.

Mild @ Serious @ Severe

2.4.  The Incident management Dashboard would display all the incidents that have

been raised by you or are raised against you.

2.5.  You can also add the comments, view the response of the Seller by using the

“Incident Response” Option

2.6.  You can also upload documents by using the “Attachments” Option available on

3.

the Dashboard.

Incident Creation

The Incidents can be created by Buyers for deviations in both Pre-Order Placement and

Post Order Placement by the Sellers

3.1. Pre-Order Placement Incident Creation

3.1.1. To register a new Incident, Select a product in Marketplace and click on the link

— “Report this Product”
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All transactions on GeM 2.0 can be accessed here.
Deskrops

HP Base 3221

$18,000.00 <=
Price For: 1 pieces
Availability: @ 1000 In Stock

Min. Qty. Per Consignes: 1 m

Product id: 5116877-78759932881

Sold by: Testseller OEM

1 Gther Seller(s)

Fom--—m——mmm - A
BUY E Report This Product E
[ — a
chipset i Intel H110
RAM Size (GB) 0 4.0
RAM Expandability (GB) 160
Graphic Memory © N

3.1.2. On clicking of the Link — “Report This Product”, the Create Incident Screen will

open to allow you to create an Incident.
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| Create Incident

Hp base 3221
Description: Hp base 3221

Desktops

Sub Category:

Brand: HP

Model: HPbase_A001

Tell us What is wrong with this Product or Seller

Select

Issue Description (Max 250 chars)’

3.1.3. To Create an Incident, Provide the Following Information

e Reason — Select the appropriate reason from the Dropdown. Please Refer the
Incident management policy to get the Details of Various Reasons.

e Additional Information — Based on the Reason selected by you, the system will
ask for applicable additional details regarding Image, Price, Specification and
Category. Additional details needs to be provided as applicable.

e Issue Description — This Field can be used to specify the additional Details about
the Incident.

3.1.4. Click on the Submit Button to create an Incident.

3.2. Post-Order Placement Incident Creation

3.2.1. To register new incidents, click on the “New” button available on the screen.
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Incidents

Incidents

0 No Incidents in your queue to display

Na incident have been craated yet.

3.2.2. On clicking of the “New” button, the Incident creation Screen will open to
capture the details of the incident.

3.2.3. To register an incident, provide the following information

e Contract Number — select from the applicable 3.0 contract

e To select a 2.0 contract, click on the “Click here” to choose a contract from
earlier 2.0 version

e Invoice Number — This is required in case the Invoice has been generated.
Select the Invoice number for which the Incident is to be raised.

e Select the applicable reason for raising the Incident. The reasons are to be
selected from the dropdown. You can refer the Incident management Policy
for selecting the appropriate reason.

e Description — This Field can be used to specify the additional Details about the
Incident.

3.2.4. Click on the Submit Button to create an Incident.

3.2.5. Only one incident can be created for an order and invoice combination.

4. Incident Listing

4.1.  Once an incident is created, it will be displayed in your dashboard.
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Incidents

Incidents User Manual [§ GeM Incident Management Policy [8

Al v 2134 - Non-delivery of the product(s) after successful
@ 2134 - Non-delivery of the product(s) after bidding/ placement of contract

successful bidd

ement of contract

© Respond ¥ Escalate

@ 1139 - Recurring / inordinate delay in payment
post CRAC generation Severity SEVERE
sC g Status Pending
B 1036 - Recurring delay in CRAC generation Order No: GEMC-ST1687790356656
- Shipment No
Sub Category Smartphones
Mild @ Serious @ Severe Issue Raised By Udyog bhawan new delhi
(BUYER)
Raised Against Truerg agro solutions
private limited (SELLER)
SCN Sent No
Description:

Non-delivery of the product(s) after successful
bidding/ placement of contract

Buyer
Ministry of commerce and industry

Department of industrial policy and
promaotion

Office of chief cantroller of accounts
dipp ministry of commerce and
industry

Udyog bhawan new delhi

B4 sellergems0@gmail.com

01 8744001940

Seller
Truorg agro solutions private limited
B4 sellergems0@gmail.com

01 8744001940

4.2.
4.3.
4.4,
4.5.
4.6.

You can also view any clarifications or response provided by the seller.

To escalate an incident, click on the escalate Button
To close an Incident, Click on the close button

To print the details of the incident, use the print button.

To respond to an incident or a show Cause notice, click on the Respond button.

5. Incident Resolution

5.1.

You can choose to escalate an incident to GeM Admin in case you are not satisfied with

Incident Escalation to GeM Admin

the Response of the Seller.

Effective 6th August 2018, the Incidents can be escalated as per the below SLA:

For Mild-The escalation of incident to GeM admin would be allowed from day

21.

For Serious —The escalation of incident to GeM admin would be allowed from day

16.

For Severe —The escalation of incident to GeM admin would be allowed from day

11.

5.2. Responding to the clarifications asked by GeM Admin
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e You can respond to the clarification asked by the GeM admin by using the

Respond button on Incident Details screen. You can choose to indicate whom you

are responding.

Create Response x

Responding to Raised by Admin

Response Message (max 250 characters)”

»

GeM

g
& Marketplace

5.3. Acknowledging to a Show cause Notice

Whenever a show cause notice is raised against you by GeM admin, the same will be
displayed on the Dashboard after login.

Please note that it is mandatory to acknowledge the Show Cause Notice.

iling to produce requisite
n/ certificates/ test reports during the
course of inspection/assessment

To View the Show cause Notice, Click on the Details Button.

To acknowledge the Show cause Notice, Click on the Acknowledge Button.
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Please note that acknowledging the Show Cause Notice means that you have read and
understood the contents of the Show Cause Notice.

To respond to a Show cause Notice, Refer Section 5.4 below.
5.4. Responding to a Show cause Notice

When a show cause notice is sent to you by GeM Admin, it will be indicated on your
buyer dashboard.

Hello RajeshTripathi!

Notified list

A W lalse N
t Notifled b2

1 on Notified 52 on GeM Platform. ¥

t o0 Notified 2 on GeM Platform can view the deta ad provide y

To respond to a show cause notice, follow the below mentionedsteps:

Stepl - Click on the reply button on Incident details screen as mentioned in the screen

below:
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Sub Category Scissors

Issue Raised By All india radio (BUYER)
Raised Against - (SELLER

SCN Sent Yes
Description:

Mot honoring - warranty obligations test 18th July

Attachments

System Admin (SYSTEM) added a comment - 18/07/2018 11:49:37 AM

GeM Admin sent the show cause notice

Allindia radio
B4 sellergems0@gmail.com

0] 8744001940

Seller
B4 sellergems0@gmail.com

00 8744001940

Date

Created on: 04/07/2018 11:43:31 AM

Mo of days: 14 days ago

Last Modified By: System Admin

Last Modified On: 18/07/2018 12:09:19 PM

System Admin (SYSTEM) sent show cause - 18/07/2018 11:49:37 AM

* Reply

It has hean hroueht to the natice of the GaM (Incident Niimber 2184) that woul are not honouring warrantv ohliratinns. as nfferad

Step 2 — A new popup screen will open to take your response.
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Respond to SCN

Response Message (max 250 characters)”

Step3 - Write your response and click on the submit button to respond to a Show cause
Notice

5.5. Closing an Incident

You can choose to close an incident in case you are satisfied with the response of the

seller or GeM Admin.

It is to be noted that all escalated incidents for which Show Cause Notice is sent by GeM

Admin can be closed only by the GeM Admin.

Please note that you may raise the incident again, in case you feel the closure is not
appropriate, from the Incident management available on the GeM portal.

To close an Incident, act as perthe following steps:
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Stepl — Click on the close button

prertanee SN ncet EnsBement Poley 3

[+ new [ . 2188 - Recurring / inordinate delay in payment post CRAC
2188 - Recurring / inordinate delay in payment post.. generatlon

2184 - Not honoring - warranty obligations 2 Ly U EefE - -
. 6 hours ago Severity Buyer

Status Pending . . .
Ministry of agriculture and farmers welfare
Order No: GEMC-511687785884883 .
‘ Department of agricultural research and
Shipment No - education (dare)
Sub Category Stapler Indira gandhi agricultural university raipur
Issue Raised By (SELLER) Test
Raised Against Test (BUYER) 2 sellergemS0@gmail.com
SCN Sent
Mo [ 8744001240
Description:

Recurring / inordinate delay in payment post CRAC Seller

generation

Mild @ Serious W Severe

E4 sellergem50@gmail.com

[ 8744001940

Date

Step 2 — On clicking of close button, the close window will open.
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Close Incident

Reason (max 250 characters)”

Step 3 — Write the reason for closing the incident and click on the close button to

close an incident.

************E N D OF DOC U M E NT********
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