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CIRCULAR

Sub: Revised Online Students' Grievances Registration System -
timely redressal of grievances by Campus Directors -
reg.

Ref : Minutes of the Campus Directors’ meeting, held on 12.4.2019,
circulated on 26.4.2019 through Registrars’ e-mail.

1. A review on the existing Online Students’ Grievances Registration
System was undertaken during the Campus Directors Meeting referred
above. Based on the deliberation during the meeting, suitable changes
have been made in the System and revised circular on the subject is as
follows.

2. It is important that Campus Directors should be sensitive and
empathetic to students' grievances and address them promptly and
systematically. Otherwise, the grievances are likely to be escalated
to the level of Vice Chancellor, IMU or even higher (Ministry of
Shipping or Prime Minister's Office) creating a bad impression about
the Campus.

2 A good grievances registration and monitoring system
should have the following features:

(a) Students should be able to register complaints online
from anywhere and at any time.

(b) Only genuine complaints should be registered and
bogus/ motivated complaints should be filtered out.

(c) Students who generally complain should not be afraid of
victimization and should be able to come forward to register
their complaints freely and fearlessly.
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(a) Hostel Amenities-related grievances,

(b) Mess related grievances,

(c) Class rooms, workshops, laboratories-related grievances.
(d) Supply of text books, uniforms, etc - related grievances.,

(e) Library-related grievances.

(f) Sports and other recreational facilities-related grievances,
(g) Medical facilities-related grievances.

(h) Ragging-related grievances.

(i) Other types of student misbehaviour-related grievances.

(J) Complaints against Faculty or Non-Teaching staff.

5. The student will be required to fill up a simple, structured form
online, by selecting one of the ten major heads of grievances and
elaborating the details in the box provided (within 500 characters).
Once the grievance is registered online, an email will be sent to the
Campus Director concerned with a copy to the Registrar, IMU as we]]
as the student and IT Cell at IMU HQ. This system ensures that only
genuine students can register their grievances and that
bogus/motivated complaints are eliminated.

6. The Director of the IMU Campus concerned should ensure that
the reported grievance is looked into promptly and redressed
expeditiously. This will be reviewed critically by the Vice Chancellor
during the review meetings, while the more serious ones will be
reviewed then andthere.



7. The model of the Students' Grievances Online Reporting Page
may be seen in the Annexure. The new system will go live with
immediate effect. However, Campus Directors are requested to
bring this Circular to the notice of all the students. Student
representatives of each batch | programme should be briefed about
the revised system.

8. Campus Directors are also requested to ensure the following:

(a) Periodic inspections of the various amenities by the Assistant
Registrar, Deputy Registrar and the Campus Director so as to
get a first-hand knowledge of the ground situation.

(b) Free access to students to meet the Campus Director and
complain about their grievances, if any, in person.

(c) If not already available, there should be a Students' Mess
Committee and a Students' Hostel Committee which will regularly
interact with the Warden/ designated Faculty/Campus Director.

9. The cooperation of all concerned is solicited to make this revised
Online Students’ Grievances Registration System a success.

This Circular is issued with the approval of the Vice Chancellor.
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Annexure

Online Students' Grievances Reporting System

The Online Students' Grievances Reporting System can be accessed from IMU
Website. When we click on the link, the following page will be shown:

Online Students' Grievances Registration system
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The student has to enter his/her valid Student Registration Number.

On entering the valid Registration Number, the system will display the Name,
Campus, Batch and Programme details. The student should enter his email

address to which a copy of the email will be sent for his information.



The Grievances Category can be selected from the next field. Details of the
grievances can be entered thereafter. The grievance details have to be given
within 500 characters. In order to ensure that no automated messages are sent
using this facility, a Security Code is shown which has to be reproduced.
Thereafter, on clicking the Submit button, the email will be sent to the Director
of the Campus, with copies to the Grievance Cell/ IMU HQ, Registrar/ IMU HQ
and to the student.

The email will carry a Grievance ID, using which the follow up actions taken

can be monitored.



