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DELHI POLICE

STANDING ORDER NO. L&0O/ 29 /2025

INTEGRATED HELP DESK IN POLICE STATIONS

Introduction

1.1. Police Stations are the primary public interface of the Police. Every visitor

- particularly a complainant or a person in distress - expects a fair,
empathetic and efficient response. To ensure a structured, professional
and victim-friendly experience, an Integrated Help Desk (IHD) shall
function in each Police Station for receiving and facilitating all public
grievances, including those relating to cybercrimes, women, and senior
citizens. All existing help desks at Police Stations (Public Facilitation
Desk, Women Help Desk, etc.) shall be amalgamated into a single
Integrated Help Desk (IHD). This will be the first point of contact for all
visitors/complainants, including those reporting cybercrime cases.

1.2. This document outlines the Standard Operating Procedure (SOP) for the

2.

establishment, operation, and management of the Integrated Help Desk
in all Police Stations (PS) under the jurisdiction of Delhi Police. This SOP
is designed to define comprehensive, and standardized procedures for
functioning of the Help Desk at PS to facilitate reception, registration,
and proper processing of complaints including cybercrime complaints in
a transparent, efficient, and citizen-friendly manner.

Applicability

The provisions of this Standing Order shall apply to all Territorial Police

Stations of Delhi Police, as well as Police Stations functioning under the
Metro, Railway, and IGI Airport Units.

3.

Objectives _
The IHD shall have an independent computer terminal with printer and

high-speed internet facility. It shall:

1.

il.

Act as a single point of contact for all visitors/complainants to the Police
Station.

Provide prompt, efficient, and citizen-friendly services related to
registration of complaints, facilitation of cybercrime reporting, public
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iii.

iv.

vi.

vii.

ii.

iii.

iv.

vi.

4.2.

ii.

4.3.

grievance handling, and assistance to all persons in distress including
women, children, and senior citizens.

Facilitate hassle-free registration of e-FIRs, NCRs, Lost Reports, and
online complaints.

To facilitate registration of cybercrime complaints via appropriate
portals such as CFCFRMS (hittps://cyberpolice.nic.in) and NCRP
(https://cybercrime.gov.in), the procedure of registration of cyber
financial fraud complaints and complaints other than financial fraud
are explained at Annexure-I and Annexure-II.

Guide citizens regarding documentation, evidence preservation and
further process, including tenant and servant verification and also
registration of senior citizens.

Maintain proper records, acknowledgements and follow-up tracking for
all complaints.

Improve the overall quality of public interaction and institutional image
of Delhi Police.

Scope of Help Desk Functions

Cyber Crime Complaints

Brief citizens on the process, documents required, and their rights
regarding complaint registration.

Handling queries and registration of cybercrime complaints, including
financial frauds, crimes involving women and children, and attempted
frauds via suspect numbers.

Assist citizens, especially vulnerable groups or those less conversant
with technology, in filing complaints either through hand-written
formats or online portals.

Maintaining records of all interactions and ensuring data
confidentiality.

Report suspected numbers and digital incidents using NCRP and
‘Sanchar Saathi’ app.

Accept and register all cyber complaints irrespective of police station
jurisdiction, with proper digital forwarding to concerned units.

Senior Citizens

Pro-active interaction with senior citizen in-person as well as over
telephone to ascertain their well-being and educate them regarding
crime prevention measures.

To address issues or grievances flagged by senior citizens.

Assistance to Women

Ensure immediate action for sexual offense victims and other
complaints of other nature including matrimonial disputes, eve-teasing
etc.

Page 2 of 12



ii.

4.4.

ii.

ii.

iii.

iv.

ii.

iii.

iv.

7.

Maintain a database of women outreach programme. Keep a record of
'‘Shishtachar Squad' deployment of the district for rapid response.

E-FIR and Other Services

Enable hassle-free e-FIR, NCR, and Lost Report registrations.
Provide public facilitation for queries and complaints.

Infrastructure

IHD should be set up at a clearly designated and conspicuous location
within the police station premises, preferably at the entrance of the PS
building and shall be prominently visible and easily accessible to the
public.

Prominent bilingual signage in English and Hindi, clearly indicating
“INTEGRATED HELP DESK” and “weéisa wemaar 3w~ and listing available

services, shall be displayed outside and inside the Police Station.

Physical infrastructure should ensure privacy for complainants,
adequate seating facilities, furniture & fixtures, water dispenser, and
required desktop hardware with internet and printers, stationery etc.

Authorized access to CFCFRMS, NCRP, and ‘Sanchar Saathi’ portals via
user IDs/passwords issued by I4C/MHA shall be made available
through IFSO. Maintenance of infrastructure shall be the responsibility
of the concerned SHO, with monthly inspections by the district DCP.

Display educational material at the Integrated Help Desk regarding
cyber safety, prevention tips, and the official reporting process.

CCTV coverage of the THD for transparency and security.

Staffing

IHD shall be manned on “24x7’ basis by dedicated and trained
personnel.

Dedicated and trained personnel shall be posted as Integrated Help
Desk officers (IHDO) - preferably those conversant with basic computer
operations and who have received appropriate training for citizen
interaction, particularly for handling cybercrime cases.

At least one female police officer shall be included in the IHD roster in
every Police Station to attend to women & children related complaints
and ensure gender-sensitive service delivery.

Regularly conduct short training modules for IHDO focused on evolving
cybercrime typologies, reporting norms, and the use of relevant digital
systems or portals.

Pool of Help Desk officials should be identified and kept ready at district
level for backup and continuous service.

Training and Capacity Building

In order to ensure competent operation, the following training programs

shall be undertaken by the Delhi Police Academy (DPA) in coordination with
IFSO Unit:
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ii.

iii.

ii.

iii.

iv.

8.2.

ii.

8.3.

ii.

ii.

iv.

8.4.

Basic Course: A structured training programmes for IHDOs in soft skill,
inter-personal communication, counselling and cyber hygiene, cyber
safety and procedure for filing of complaint on portal to be imparted.

Training of Trainers (ToT): Nodal Officers from all districts will be
imparted intensive training in “Handling cybercrime queries” by IFSO,
Dwarka. The prime focus will be on handling of cyber queries,
troubleshooting, crime safety and cyber hygiene.

Refresher Sessions: Monthly/Quarterly one-day sessions at IFSO Unit,
Dwarka, for Nodal Officers to update on emerging threats and portal
changes.

Responsibilities
Station House Officer (SHO)
The SHO shall:

Ensure the Integrated Help Desk is operational on 24x7’ basis with
adequately trained personnel.

Oversee the provision and maintenance of required infrastructure.

Monitor and maintenance of proper documentation and record keeping
as well as take follow-up action on the un-resolved complaints.

Conduct daily audits of complaint registrations and resolutions.
ACP, PG Cell
The ACP, Public Grievances Cell of the District shall:

Supervise and monitor the functioning of IHD on a day-to-day basis
through the Inspector (PG Cell) of the District.

The Fortnightly Report regarding IHD shall be scrutinized and record
of all the resolved matters, queries and follow-up action on all un-
resolved ones shall be apprised to DCP in the format given at Annexure-
1.

Deputy Commissioner of Police
The DCP of the District shall:

Provide necessary infrastructure to each Police Station in their
respective district.

Identify, select and post IHDOs and ensure their participation in
training.

Ensure weekly supervision by ACP, Public Grievances Cell via Inspector
(PG Cell).

Review the district-level performance of IHD on monthly basis and
report to Jt. CP/Range for further necessary action and compliance of
the SO.

IFSO Unit
The Intelligence Fusion & Strategic Operations (IFSO) Unit shall:
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ii.
ii.

iv.

8.5.

Issue detailed procedural guidelines listing out step-by-step process as
how to register the complaint and what documents, information are to
be obtained at the time of registration.

Provide user IDs and passwords to IHD attendants for portal access.
Offer technical support for portal-related issues.

Conduct training programs in coordination with Delhi Police Academy
(DPA). ‘

Delhi Police Academy (DPA)

The Delhi Police Academy will impart basic and refresher training to

officers and staff posted at IHD on soft skill, complainant handling and
procedure to be followed in registration of cyber complaints etc.

9.

ii.

10.

ii.

iii.

11.

ii.

12.

ii.

Documentation and Record Keeping

Maintain parallel electronic as well as manual registers chronologically,
referencing each complaint’s number, date, time, and status of action
taken. The records as mentioned at Circular No. 43/2011 dated
06.09.2011 regarding telephonic calls to senior citizens, NE states
residents, women victims, etc. will continue.

Ensure all relevant original paperwork, signed statements, and digital
evidence are properly catalogued and stored.

Regularly update the status of complaints in electronic records
including acknowledgements, action taken, and closure notes.

Follow-up and Feedback

Track progress of all registered complaints and periodically coordinate
with Investigating Officer (IO) for status updates.

Provide complainant with periodic feedback either through SMS, phone
calls, or e-mails, as appropriate, updating them about progress and
outcome.

The complainant should be encouraged to give their feedback in the
format as given at Annexure-IV.

Data Protection and Confidentiality

Treat all cybercrime complaints, especially those involving sensitive
information, with strict confidentiality - do not disclose personal details
to any unauthorized person.

Implement secure authentication procedures for access to complaint
records by IHD staff and investigating officers.

Reporting and Escalation

Compile daily, weekly, and monthly statistics of cybercrime complaints
received and processed.

Timely escalate cases needing urgent intervention or involvement of
other agencies to the designated cyber unit, as per established protocol.
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iii. Report trends, recurring issues, and SOP gaps to higher-ups for review
and strategic response.

13. Supersession Clause

This Standing Order supersedes previous Standing Order No.
L&0/09/2022 No. 3701-3850/Record Branch/PHQ dated 11.02.2022.

14. Disclaimer

It is made clear that this Standing Order is exclusi for internal
smooth functioning of Police Department.

(SATISH GOLCHA)
COMMISSIONER OF POLICE:
DELHI

No. 7051~ 729/ Record Branch/PHQ, Dated, Delhi the 24 [ T°/2025.

Copy for information to:-

1. All Special Commissioners of Police, Delhi.

2. All Joint Commissioners of Police, Delhi including OSD to CP, Joint
Director, Delhi Police Academy, Delhi/New Delhi.

3. All Additional Commissioners of Police, Delhi.

4. All Deputy Commissioners of Police, Districts/Units, including PHQ,
CP Secretariat, FRRO and Deputy Director/Delhi Police Academy,
Delhi/New Delhi.

5. DCP/HQ(IV)/PHQ with the direction to upload the Standing Order in
Intra-DP.

6. LA to CP and FA to CP, Delhi.

7. All ACsP & SHOs in Delhi through e-mail.

8. Reader to CP, Delhi

9. HAR with 10 spare copies

10. Inspector, Knowledge Centre, PHQ, Delhi.
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Annexure-I

Procedure for registration of complaints related to Financial Fraud and

other matters

1. Process of reporting Cyber Financial Frauds

1.1.

1.1.1.

i.

ii.

il.

1.1.2.

1.

ii.

1ii.

Cyber financial fraud complaints may be reported in any of the following
two ways:
By Citizens themselves on hitps://cybercrime.gov.in, also termed
as NCRP - National Cybercrime Reporting Portal of the MHA -
The system generates a 14-digit acknowledgment number starting
with 2’ - hence termed as Series 2’ complaints.
These complaints will appear on the portal
https://cyberpolice.nic.in, in the Inbox of the Cyber Police Station
of the concerned district, for taking necessary action as given in the
next step.

A police officer must click on the buttons “Accept Complaint” and
then “Send to Intermediary” to initiate the lien marking process.

Through Police Officers (via 1930 Helpline or Visit to any Police
Station in Delhi 24x7)
Citizens can dial 1930 or visit any Police Station where police staff
deployed at Integrated Help Desk will register the complaint on
website https://cyberpolice.nic.in.
Once the button “Finally Submit” is clicked, the complaint is
instantly sent to banks for lien marking.

These complaints generate a 14-digit acknowledgment number
starting with ‘3’ - termed as Series ‘3’ complaints.

2. Registration of Complaints and processing of matters related to cyber
complaints

2.1.

2.2

2.3.

2.4.

2.5.

Filing of Complaints on the CFCFRMS  Portal i.e.
https:/ /cyberpolice.nic.in using authorized credentials (user id and
password).

All cyber financial complaints shall be registered in the first Police
Station approached by the complainant, irrespective of jurisdiction or
amount involved. The concerned officer shall select the appropriate
jurisdictional Cyber Police Station as per the residence of the victim or
the specialized unit (Crime Branch/IFSO) while registering the
complaint.

Live (24x7) acceptance and forwarding of Series 2’ complaints to
intermediary banks.

Educating victims about essential information and documents needed
for lodging cyber fraud complaints (e.g., UTR number, account number
of the victim etc.) as mentioned in the table given at Annexure-II.
Ensure quick and accurate reporting so that lien marking is initiated
promptly, maximizing the chances of fund recovery.
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2.6. Correction and re-submission of ‘reassigned cases’

2.6.1. Reassigned cases involve those financial transactions which are
though mentioned in the complaint but the banks are not able to
trace them due to any error in the Bank account number etc.
provided by the victims while reporting. Therefore, the reassigned
cases are sent by banks to the Police.

2.6.2. The correct reporting of cyber financial fraud is very important to
minimize the reassigned cases.

2.6.3. Therefore, the public at large should be apprised of the
information required as per table mentioned at Annexure-‘II’. The
information provided by the complainant should be accurately
typed by the police staff at the Integrated Help Desk.

2.6.4. At present, approximately 25% cases are reassigned back by
banks to the police. The objective is to bring this to less than
10% in the 1st year and gradually bring the same to zero.

3. Complaints involving women or children

3.1.

3.2.

The complaints involving women or children shall be reported on
https://cybercrime.gov.in. In this category, depending on the choice of
the complainant, the same can be reported with various details either
‘anonymously’ (generates Series ‘1’ complaints - the 14 digits
acknowledgement number will have its first digit as ‘1’) or with ‘Report
and Track’ feature (which generates Series 2’ complaints). These
complaints will appear in the inbox of DCP District login on
https:/ /cvberpolice.nic.in.

Suspect mobile numbers used for fraudulent calls /messages shall be
reported on the website hitps://cybercrime.gov.in or via the Sanchar
Saathi app.
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Annexure-II

Table of required information for reporting cyber financial frauds

1 2 3 4 S 6 7 8
S. No. Date | Time | Victim's | Victim's | Cheated | UPI Id of Unique In case
Bank Bank Amount | the victim Transaction | of credit
Name Account . Reference card
Number if | (UTR) (Credit
transactionn | Nymber Card
is through number
UPI (It is & linked
typl(:.allly of | mobile
16 dlgltS number)
for NEFT,
22 for ,
RTGS and
12 for UPI)
Total
i)  Name of the Complainant:
i)  Mobile:
iiij)  e-mail:
iv)  Address:

(Required to find out the concerned jurisdictional police station)
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Annexure-IIl

FORTNIGHTLY REPORT REGARDING PUBLIC FACILITATION DESK

POLICE STATION

PERIOD FROM TO

Total number of visitors/
complainants attended by the
Integrated Help Desk

No. of visitors/ complainant whose
matter were resolved at the IHD
itself.

Member of visitors/ complainants
whose matters were referred to other
officers and were resolved on the
same day

No. of visitors/ complainants whose
grievances resulted in logging of a
regular FIR or NCR

No. of visitors/complainants whose
matters remain unresolved on the

day of the visit.

Details of Unresolved Matters

2
o

Name & Address of the
visitor/Complainant Grievances

Nature of

Name of the
officer
concerned

e B IS I ISl I Pl et o Lo

Signature & Name of IHDO
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DELHI POLICE
faeelt gfaw

INTEGRATED HELP DESK - FEEDBACK FORM

gfaftear win

Recently, you have interacted with one of our Public Facilitation Officers.
Please help us by filling-up this Feedback Form to serve you and others

better.

Annexure-IV

BT &1 #, 37TUeT AR Uah SeT-Franm TRy @ Sreriied &1 &1 39e! 3R g 31 95k
¥ gfaar &7 & fAw Fuar sw dftrea Bis de Bl Al SR AR Feg

Part A: (To be automatically filled by online application)

Name of the Officer you met

39 5 3O A A sg w1 aA1H

Name of the Police Station

Qi TR0 T ATH

Date & Hour of visit

Aoe & Ay ik g

Part-B: (To be filled up by the complainant/visitor)

What is the nature of your grievance /
complaint

(Mention FIR No./DD No./Complaint
No. etc., if

any.)

Igdr gEEMRerma &1 Qe
(CH.AE.3R. /3. 3. F/MReraa a7 aedn)

Queries
YAT

Yes/No

gi/er

Not
applicable

AT T80

Remarks, if
any

fequoft, afe
N ar

Were you offered a seat and attended
to properly?
FAT ATYhT T T HI AreheT $r a8 Ay 3R

319 & 8 I H1e7 forar are
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Was the behaviour of the officer at the
desk polite and courteous?

FIAT 3CF YT TSI T cF9gR &g AR
&ae are

Were you attended to properly or made
to wait unnecessarily?

w1 IR 3T ek & gAr s A
3TIRT HATGRTS ¥I T SAAR AT IAT?

Do you feel that you were heard
patiently and guided properly?

FAT TR ST § R 3ot Siqdes e
AR 3RE ale @ AeeRia R

Igr?

Were you heard properly by the
concerned officer in the police station
to whom you were referred?

Fa1 fag OHN F 9w 3R FAT 4T
384 39! 3 S g

Were you guided properly how to
follow-up further about your
complaint/ application/ case?

F7 39 3T alF ¥ AR Far
T & W9Er  Wue  fRreEa/arder
qa/ATHS Fr 379 fF 4 v R &0

g ?

Any other Comment/ Suggestion

g 3= feroqufi/gera
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