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STANDARD OPERATING PROCEDURE (SOP) 
For Complaint Logging Smart Class Project Punjab  

 

Complaint Registration Process – Through Calling Helpdesk 

 
Complaint Logging Process 
 
Step 1 – Call the Helpdesk 

The School Representative/Teacher/Computer Faculty/Operator should call the Helpdesk 
number regarding the issue in the Smart Class equipment. 

膆 Save the Complaint Reference Number shared by the Helpdesk Team for future follow-up. 
 

HELPDESK CONTACT NUMBER LOCATION EMAIL ID 

Helpdesk 1 7087347089 Mohali (SAS Nagar) helpdeskpunjab@edique.in  

Helpdesk 2 7087347088 Mohali (SAS Nagar) helpdeskpunjab@edique.in  

 

Step 2 – PMU Executive Receives the Call 

After connecting the call, the PMU Helpdesk Executive will register the complaint in the 
complaint management system. 

The school representative should explain the issue properly and provide all required details 
for quick support and resolution 

 

📋 Mandatory Details Required for Complaint Logging 

The following details are compulsory while registering the complaint: 

 

譆譇譈證譊譋譍譌 School Details 
 School Name: 



 UDISE Code: 

 Complete School Address: 

 District: 

 Block: 

념녑녒녓녔 Equipment / Complaint Details 
 Type of Issue/Fault  

 Faulty Panel Serial Number  

 Description of Problem  

 Date/Time when issue started (if known) 

 

躽躾躿軀 Contact Details 
 Name of Complaint Person  

 Primary Contact Number  

 Alternative Contact Number (if available) 

 

Complaint Logging Through Email 
 
2. Complaint Email ID 

All complaints related to faulty Smart Class Panels/IFPs must be sent to: 

📧 helpdeskpunjab@edique.in 
 
Complaint Logging Process 

Step 1 – School Sends Complaint 

The school representative will send an email to helpdeskpunjab@edique.in 
with all required details. 

 



Step 2 – PMU Helpdesk Receives Complaint 

The PMU Executive/Helpdesk Team will check the complaint received through 
email. 
 

 
Step 3 – Complaint Verification 

The helpdesk team will verify: 
 Complaint details  

 Serial number  

 Contact information  

If any information is missing, the school may be contacted for clarification. 

Step 4 – Complaint Acknowledgement 

After successful verification, the PMU Executive will reply to the same email 
confirming that the complaint has been logged. 

The reply may include: 

 Complaint Reference Number  

 Complaint Status  

 Expected action/update 

Step 5 – Further Coordination 

The concerned technical/support team will coordinate with the school 
for resolution of the issue. 

Email Format: 

 

Dear Sir/Madam, 

This is to inform you that the Smart Class Panel installed in our school is faulty 
and requires support. (Description about the issue) 



 

Please find the complaint details below: 
 School Name:  

 UDISE Code:  

 School Address:  

 District:  

 Block:  

 Faulty Panel Serial Number:  

 Name of Complaint Person:  

 Contact Number:  

 Alternative Contact Number:  

 

Kindly log the complaint and provide necessary support. 

Regards, 
[Name of School Representative] 
[Designation] 
[School Name] 

            SMS Complaint Registration Process  

Schools can register complaints regarding faulty panels by sending an SMS to 
either of the following Helpdesk numbers: 

Helpdesk 1: 7087347089 
Helpdesk 2: 7087347088 

SMS Format: 

Type the message in the following format: 

Complaint Description  
 
#School-Name 
#UDISECode 
#District 



#Block 
#Panel Serial-Number 
#Complaint Person Name 
#Contact Number 
#Alternative Contact Number if 

Example: 

COMP- Firmware issue  
#Govt Senior Secondary School  
#03120100123 
#Ludhiana 
#Khanna 
#PNL123456 
#Raj Kumar 
#9876543210 
#9876543211 

Complaint Logging Process: 

1. The school representative should send the SMS in the prescribed format 
to either Helpdesk number.  

2. The Helpdesk team will verify the details received.  
3. Once verified, the complaint will be registered in the system.  
4. The concerned technical team/service partner will be informed for 

further action.  
5. The school may be contacted for additional information, if required.  

Note: Please ensure that the Panel Serial Number and contact details are entered 
correctly to avoid delays in complaint resolution. 

Complaint Registration Process – Through OPMS 

OPMS Complaint Logging Credentials 

Schools requiring OPMS complaint logging credentials may contact 

the PMU Helpdesk for the generation of their respective school's 

OPMS complaint logging Username and Password. 

PMU Helpdesk Contact Details: 

* Helpline:70873 47088, 70873 47089 



* Email: helpdeskpunjab@edique.in 

Kindly request the generation of OPMS complaint logging credentials 

(Username & Password) for your respective school to enable 

complaint registration on the OPMS portal. 

 Login to the OPMS web portal using the URL and credentials mentioned below. 

Url - https://pb.edcloud.in/login 

 

 Enter the Respective Username and Password and press the login button. 

Username – GHSRopar@gmail.com       (Only for reference purpose) 

Password –Ropar@123                            (Only for reference purpose)     
 

After logging into the system, the dashboard interface will be displayed. 



 

In the Service Desk Module, service request complaints are registered at the institution level, 
and details of the item category are recorded. 

 Click on the '+ Register Service Request' button, enter the details of the item and the 
institute, and then submit the new complaint details.   

 



 

 Once the complaint is been submitted the person who have lodged the complain will 
receive the confirmation message on their email id along with the ticket details. 
 

 Click on the Edit option for the created complaint. Change the complaint status from 
Open to Resolved. 

 

 When the engineer resolves the complaint, he/she will generate an OTP through the system. 
The OTP will be sent to the mobile number of the person who lodged the complaint for 
verification and closure. 



 

 To mark the complaint status as ‘Closed,’ the OTP must be entered into the system. 
 The complaint will be then marked as closed with that ticket ID. 


