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24X7 NEW TOWN HELPLINE FOR CITIZENS

Citizen connect is one of the key focus areas for New Town authorities,
to ensure that citizens’ convenience is promptly looked into. In line with
this vision, New Town has set up a 24X7 toll-free helpline (1800-103-
7652) for its citizens to address citizens’ queries as well as grievances at
any time.

The 24X7 helpline was
inaugurated on 2nd July 2019,
by Hon’ble Minister-in-Charge,
UD&MA, Government of West
Bengal, Sri Firhad Hakim, in the
presence of Hon’ble Minister,
Fire and Emergency Services,
Government of West Bengal, Sri
Sujit Bose, and NKGSCCL
Chairman, Sri Debashis Sen.

The New Town Helpline Logo

Hon’ble Minister-in-Charge, UD&MA, Government of West 
Bengal, Sri Firhad Hakim inaugurating the helpline

The toll-free helpline addresses queries, complaints, and grievances
related to all the municipal services provided by New Town city
authorities, such as birth and death certificates, mutation certificates,
building plan sanctions, property taxes, and others, and forwards the
same to the designated departments for successful resolution. It also
offers information on recreational and other facilities provided by the
city authorities in New Town.



The different destinations in New Town, about which 
24X7 can provide information

The helpline is attended round the clock by a team of trained
professional telecallers in a call centre. To ensure complete coverage
24x7, a team of 5 (1 caller for each of the 3 shifts, along with 1
substitute caller, and 1 supervisor) voice callers have been engaged.

The telecallers are trained in the
workings of different processes and
online services of New Town
authorities so that they are able to
guide the enquirers through the
different citizen-centric services.
They are also equipped with the
knowledge of different amusement
and recreational facilities at New
Town, including information on
places like Eco Park, Nazrul Tirtha,
Rabindra Tirtha, and Mother’s Wax
Musuem.

New Town Helpline in operation

Upon receiving a compliant on the helpline, the Integrated Grievance
Management System, (IGMS) immediately generates a complaint docket
number, which is shared with the complainant, and is also forwarded to
the officer concerned through e mail, SMS and online IGMS. Once the
grievance is addressed, the complainant is informed of the same, and
feedback is collected on the service by the helpline callers. Based on
satisfactory feedback of the complainant, the grievance issue is finally
closed in the system.

The helpline received over 180
query calls in the very opening
month in July 2019. With time, this
figure increased to about 350 per
month, testifying to the helpline’s
immense popularity with the
citizens. Also, about 90% of the
feedback received from the
inquirers/complainants on the
helpline’s effectiveness was positive
and encouraging, which further
reinforces 24X7’s close connect
with the citizenry.



Media Coverage of the Project



Contact us:
New Town Kolkata Green Smart City Corporation Limited

infonkgsccl@gmail.com

https://www.newtowngreencity.in/

24X7 New Town Helpline: 1800 103 7652

Utility Building, 5th Floor, 
Plot No : AI/154/1, 
Premises No: 09/1-0024 
Action Area - IA, (Near Tank no 3), 
New Town Kolkata – 700156


