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The Client 
The Client is one of the largest municipal corporations in India, and is 
responsible for delivering essential civic services, i.e., water supply, sewage 
treatment, solid waste management, road infrastructure, public health, 
education, and environmental programs for an urban population of over 3.1 
million citizens. 

Ranked among the top municipal bodies in the country in budget and 
operational scale, the Client has embraced smart city initiatives and digital 
governance, to ensure efficient, transparent, and citizen-centric service 
delivery. 

The Objective 
The Client partnered with a global digital transformation leader, and Smarten 
BI, to implement a comprehensive Augmented Analytics platform for urban 
governance. The solution was designed to replace fragmented, Excel-based 
reporting systems, with a centralized, interactive analytics framework, 
spanning multiple civic domains. 

The objective was to modernize civic service delivery and grievance redressal 
through a unified, data-driven governance framework. The objective was to 
establish a centralized analytics platform that would enhance transparency, 
operational efficiency, and decision-making across multiple citizen-facing 
services. 

Key Objectives: 

• Transparency and Accountability - Enable executives and departments 
to monitor service volumes, resolution status, escalation, and operational 
performance, across multiple civic functions in real time. 

• Operational Efficiency - Automate manual, Excel-based reporting 
processes across grievance management, licensing, billing, booking, and 
registration services, to reduce delays and improve turnaround times. 

• Key Performance Indicator (KPI) Monitoring - Track service-level KPIs 
such as resolution rates, escalation percentages, turnaround times, 
application processing status, and collection performance as benchmarks 
for departmental effectiveness. 
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• Citizen-Centric Governance - Identify recurring service issues and 
operational bottlenecks across civic services, to design targeted 
interventions that improve citizen experience and satisfaction. 

• Centralized Data Repository - Consolidate data from multiple civic 
channels and departments into a single, standardized analytics platform, to 
ensure data consistency and reliability. 

• Executive Snapshots with Drill-Down - Provide dashboards to support 
both high-level summaries and granular insights at ward, zone, 
department, service, and source levels. 

• Resource Allocation and Planning - Map service volumes and workloads 
to departmental capacity, enabling informed workforce planning, training, 
and budget allocation. 

• Strategic Planning - Support governance reforms, Smart City initiatives, 
and policy decisions with evidence-based insights derived from integrated 
civic analytics. 

By focusing on these objectives, the Client envisioned a transition from 
reactive reporting to proactive, insight-led urban governance that improves 
efficiency, citizen trust, and departmental accountability. 

Challenges 
The existing civic service management processes faced several operational 
and data-related challenges. 

• Data Fragmentation - Civic service data, including grievances, licenses, 
billing, bookings, and registrations, distributed across Excel files, 
databases, and departmental silos, making unified analysis difficult. 

• User-Specific Analysis - Different departments required customized 
dashboards and role-based access controls, complicating the delivery of 
standardized yet secure insights. 

• Data Quality Issues - Inconsistent data entry practices and lack of 
standardization across departments led to inaccurate reporting and 
misinformed decisions. 
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• Non-Interactive Reporting - Legacy reports were static and manual, 
requiring new reports to be generated for every analysis request, and 
delaying decision-making. 

• Unsecured Data Handling - Reliance on Excel-based reporting exposed 
sensitive citizen and civic data to risks related to security, version control, 
and data integrity. 

• Scalability Bottlenecks - As service volumes and citizen interactions 
grew, existing systems struggled to maintain performance and 
responsiveness. 

• Change Management - Resistance from staff accustomed to manual 
reporting methods slowed adoption of new analytics tools. 

• Real-Time Data Updates - Synchronizing data from multiple civic systems 
for near real-time monitoring was technically challenging. 

 

 

The Solution 

The initial implementation focused on Grievance Analytics, enabling real-time 
complaint tracking, escalation monitoring, resolution performance analysis, and 
departmental accountability. Building on this foundation, the analytics platform 
was extended to cover additional critical civic operations, including Street 
Vendor (Hawker) Management, Slum Bill Management, Pet Licensing, Ground 
and Sports Booking, and Marriage Registration. 

The Smarten team implemented a structured solution using the Smarten 
advanced analytics platform, to ensure phased adoption and measurable 
impact across civic services. 

1. Demonstration and Integration - Smarten capabilities were demonstrated 
using sample civic and grievance data, to showcase how challenges 
related to data fragmentation, reporting inefficiencies, and secure access 
could be resolved. Following stakeholder validation, Smarten was 
integrated with SAP HANA, PostgreSQL, CSV, and Excel sources, to 
ensure seamless connectivity across multiple civic systems. 
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2. Proof of Concept (POC) - A comprehensive proof of concept allowed 
stakeholders to evaluate Smarten self-service analytics capabilities, 
scalability, and usability before citywide rollout. 

3. Data Extraction, Transformation and Loading (ETL) and Meta-Data 
Structure - Meta-data frameworks were designed to standardize service 
categories, hierarchies, and KPIs across grievance management, licensing, 
billing, booking, and registration modules. ETL processes consolidated 
disparate data sources, cleansed inconsistencies, and migrated manual 
Excel-based reporting into the Smarten analytics environment. 

4. Training and Support - Role-based training was provided to ensure 
smooth adoption 

• Administrators -  System setup, governance, and access control 

• Analysts - KPI tracking, custom dashboards, and advanced reporting 

• End Users - Operational monitoring across civic services 

• Hands-on Workshops and Best-Practice Sessions – To support 
effective platform use 

5. Collaborative Implementation - Deployment was executed in close 
collaboration with Client IT and operations teams, to ensure smooth 
adoption across departments and zones while building long-term 
ownership of the analytics platform. 

Technology and Platforms 
Server  : Intel(R) Xeon(R) Silver 4314 CPU @ 2.40GHz 
OS      : Linux 
Applications     : MS Office 
Back-end (Database)   : SAP HANA, Postgre SQL, CSV, Excel 

Key Analytical Objects 

1. Grievance Management System 

The Grievance Management Analytics module provides a comprehensive 
overview of complaints received, categorized by department, zone, city, 
source, and complaint type. The system enables data-driven monitoring of 
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grievance volumes, resolution performance, escalation trends, and 
departmental accountability. 

a. Grievance Overview 

• Real-time visibility for total complaints, open cases, closed 
cases, and escalations 

• Measurement of escalation rates to identify high-risk areas 
• Department, zone, and city grievance analysis to identify 

performance gaps 
• Analysis of complaint sources across multiple citizen channels 
• Time-based analysis of grievance volumes to identify recurring 

and seasonal patterns 

b. Grievance Contribution Analysis 

• Zone-wise, city-wise, and department-wise contribution to open, 
closed, and escalated grievances 

• Year-over-year comparison to assess improvement or 
deterioration in grievance handling 

• Quarter-wise analysis of grievance inflow by source 

c. Performance Ranking Analysis 

• Ranking of zones, departments, cities, and complaint types, 
based on open, closed, and escalated percentages 

• Identification of areas with high escalation rates and low closure 
performance 

• Comparative analysis of grievance lifecycle performance across 
administrative units 

d. Grievance Growth Analysis 

• Quarterly analysis of increases or reductions in grievance 
volumes 

• Identification of upward or downward trends over time 
• Drill-down analysis across zones, cities, departments, and 

complaint sources 

2. Street Vendor Management System 

The Street Vendor Management System provides a unified view of new 
applications, license renewals, and license transfers across all zones. The 
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system enables monitoring of application status, vendor demographics, 
vendor categories, and zone trends to support transparent and efficient 
vendor administration. 

a. Street Vendor Application Management 

• Consolidated tracking of applications, issued licenses, pending 
cases, rejections, and revenue 

• Zone monitoring of application and license distribution 
• Analysis of vendor modes of operation 
• Gender analysis of applicants 
• Vendor type classification (Fixed, Moving, Temporary) 
• Item analysis of vendor applications 
• Zone license distribution analysis 
• Caste  and religion  application analysis 
• Month analysis of application trends 
• Category comparison across zones 

b. Street Vendor License Renewal Management 

• Monitoring of renewal applications across issued, pending, and 
rejected stages 

• Zone and ward analysis of renewals 
• Vendor mode renewal analysis 
• Gender renewal analysis 
• Vendor type renewal trends 
• Caste renewal analysis 
• Time-based analysis of renewal activity 

c. Street Vendor License Transfer Management 

• Tracking of license transfer applications and approvals 
• Zone distribution of transfer requests 
• Vendor type transfer analysis 
• Item transfer analysis across zones 

3. Slum Bill Management System 

The Slum Bill Management System provides comprehensive insights into 
billing demand, collections, and long-term financial trends across all slum 
zones. The system supports financial planning and revenue monitoring 
through structured billing analytics. 
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• Consolidated view of total demand, total collection, number of 
slum zones, slums, and huts 

• Yearly comparison of billing demand versus collections 
• Long-term analysis of annual collection performance 
• Distribution of current-year collections across historical bill 

periods 
• Usage type analysis of demand and collections 
• Identification of high-performing and underperforming slum 

areas 
• Long-term trend analysis to support policy and planning 

decisions 

4. Veterinary Management System 

The Veterinary Management System provides a comprehensive view of 
pet license applications, approvals, rejections, vaccination compliance, 
and revenue collection across city zones. The system supports effective 
veterinary administration and regulatory oversight. 

• Overview of total applications, issued licenses, pending cases, 
rejections, and collections 

• Zone analysis of pet license activity 

• Zone monitoring of issued, pending, and rejected licenses 

• Animal category analysis 

• Monitoring of vaccination compliance 

• Gender applicant analysis 

• Breed analysis of registered pets 

• Month analysis of application trends 

5. Ground and Sports Facility Booking Management System 

The Ground and Sports Facility Booking Management System provides 
consolidated visibility into applications, approvals, rejections, bookings, 
payments, and venue performance. The system supports efficient 
utilization and operational planning of sports infrastructure. 

a. Ground Booking Management 

• Monitoring of booking applications, approvals, pending cases, 
rejections, and collections 
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• Zone analysis of booking activity 
• Gender participation analysis 
• Analysis of booking trends by sport category 
• Facility utilization analysis 
• Venue performance comparison 
• Year-over-year, and month-over-month booking trend analysis 

b. Sports Booking Management 

• Summary of total applications, successful bookings, pending 
cases, rejections, and payments 

• Zone distribution of booking applications 
• Time-based analysis of booking trends 
• Identification of top-performing and underperforming venues 
• Analysis of individual versus group bookings 
• Sport category booking analysis 
• Facility category utilization analysis 

 
 
 

6. Marriage Registration Management System 

The Marriage Registration Management System provides a detailed 
view of marriage registration activities, including issued certificates, 
pending applications, rejections, and payment collections across zones 
and districts. The system supports compliance monitoring and 
administrative efficiency. 

• Geographic analysis of marriage registration activity across districts 
• Monitoring of issued, pending, and rejected applications 
• Analysis of issued application status patterns 
• Identification of pending application distribution 
• User and zone application analysis 
• Yearly registration trend analysis by zone 
• User category submission trends 
• Identification of top-performing districts 

The resulting unified analytics ecosystem now enables City Administrators and 
department heads to monitor operational performance across zones and 
departments, to track service delivery Key Performance Indicators (KPIs), 
identify bottlenecks, and take proactive, data-driven actions. 
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By integrating multiple civic datasets into a single BI platform, the Client has 
moved from reactive reporting to predictive and insight-led governance, 
improving transparency, operational efficiency, and overall citizen satisfaction. 

The Smarten Team Role 
The Smarten team enabled successful adoption through comprehensive 
support. 

• Requirement Analysis - Studied existing grievance workflows and 
reporting practices. 

• Data Modeling - Designed standardized meta-data and data structures for 
grievance analytics. 

• Dashboard Development: - Created interactive, role-based dashboards 
with visualization and drill-down. 

• Key Performance Indicator (KPI) Definition - Established measurable 
indicators aligned with the Client governance goals. 

• Performance Optimization - Tuned dashboards to handle increasing 
complaint volumes. 

• User Acceptance Testing (UAT) - Facilitated hands-on testing with Client 
users. 

• Access Controls - Implemented role-based permissions to secure 
sensitive grievance data. 

• Training and Adoption - Delivered administrator, analyst, and user 
workshops. 

• Go-Live and Support - Provided rollout assistance and continuous 
technical support. 

 

 

 



  
  
Case Study 
 

Smarten Case Study: Augmented Analytics for India-Based  
Municipal Corporation to Support Smart City Initiative 

 

Conclusion 
By deploying Smarten augmented analytics to address urban governance 
needs, the Client was able to transform civic operations from fragmented, 
manual reporting into a unified, insight-driven decision ecosystem. The 
Smarten platform enables City Administrators and departments to monitor, 

analyze, and optimize performance across grievances, licensing, billing, 
bookings, and registrations in near real time—strengthening transparency, 
accountability, and service efficiency at scale. With a secure, future-ready 
analytics foundation, the Client has established itself as a leader in data-driven 
urban governance, and a benchmark for Smart City initiatives across all of 
India.
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Contact Us 
 
Elegant MicroWeb Technologies Pvt. Ltd. 
 
A-305, Shapath - IV, Opp. Karnavati Club,  
SG Highway, Ahmedabad-380051 India 
Email: contact@Smarten.com     
URL: www.Smarten.com 
 
Sales & Partnership: 
For sales, licensing, and partnership-related inquiries, 
please email sales@Smarten.com 
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