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Student Grievance Redressal Policy of UP University of Medical
Sciences

INTRODUCTION

UP University of Medical Sciences, Saifai is committed to provide a safe,

f2ir, and harmonious learning and work environment.

The Student Grievance Redressal Committee is set up at UP University of
Medical Sciences in accordance with the University Grants
Commission regulations 2012, 2019, 2023 (The Gazette of India, 23
March 2013; 6 May 2019; 11 April 2023) for handling dayQto-day

gmewvances related to students.

Stadent Crievance Redressal Committee will address the student
gmevances in gn equitable and neutral manner involving the respective
faculty (dealing with the substantive function connected with the

gmevance), and ensuring confidentiality as needed during the resolution

PToCess.

SCOPE AND OBJECTIVES

The students are the one of the main stakeholders in any institution
iinparﬁng education, and it is our endeavour at UPUMS to make all
eforts to ensure transparency in all the activities related to students at
ciferent stages. Taking this spirit in to consideration the university has
decided to provide mechanism to students .for redressal of their
grievances.

The objectives are:

1. To ensure a fair, equitable and consistent mechanism for

redressal of grievance faced and lodged by the students.




2. To provide the students an access to immediate, hassle-free

mechanism to have their grievances redressed.

3. Encourage the students to express their grievances / problems
freely and frankly, without any fear of being victimized.

4. Ensure prompt, objective, and sensitive resolution of
grievances while maintaining complete confidentiality.

5. Respect perspectives of both the aggrieved party and the
respondent, with a commitment to prevent discrimination or
victimization. :

6. Upholding the dignity of the University by fostering cordial
relatiopships among “students, teachers, and staff and show
utmost restraint and patience whenever any occasion of rift
arises.

7. Cultivating a responsive and accountable attitude among
students to promote a harmonious atmosphere on the University
campus.

8. Advising stakeholders to uphold each other's rights and dignity,

as well as discouraging vindictive behaviour for any reason.

DEFINITION OF GRIEVANCE

A Grievance shall include any discontent or dissatisfaction, whether
expressed or not, whether valid or not, arising out of anything
connected with UP University of Medical Sciences that a student thinks,
believes, or feels, is unfair, unjust, or inequitable.(grievances are
defined in UGC Regulations under clause 3.1(f) of the Gazette
Notification No. F.1-13/2022 (CPP-II). dated 11 Epril 2023.)

The Grievances may broadly include the following:
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le-free > Becademic Matters: Related to Admissions, Examinations,
Assessments, Evaluation, Library facilities, Issuance of certificates,
)blems Edd-on courses, Research related issues, timely issue of duplicate

Mark-sheets. Transfer Certificates, Provisional certificates,

on of Conduct Certificates,class room activities,library facilities labs,
, guest lectures, etc.
d the » Fimamcial matters: Related to dues and payments for various
ion or #ems Som bBbrary, hostels, transport etc.
» BAmenities and Maintenance: Hostel facilities —Allocation of
iordial rooms. Stendard of meal, preparation of food (Canteen& Hostels),
show Compuser faciliies, Drinking water , Sanitation & hygiene,
of rift Masenapce, Medical facilities, etc |
» Bdmimistration: related to collection of fee/on-line fee payment
‘mong g=t=way D cards, Scholarships, etc.
ersity » Other Miatters: Related to certain grievance about availability of
: mamsport, wictimization by teachers, safety &security, discipline,
gnity, meshehamours, emergency services, etc.
n.
i INCLTSIONS
Studess Grevances Redressal Committee shall receive and redress
ether grievances relaning to the following issues: ‘
;thing & Ac=ce—uc issues: pertaining to teaching learning activities.
links, & Ssadecsteacher, student - student relationships.
| are & Complaint related to library and IT services.
. zette & Crevances related to hostel - food, water, electricity, safety,
secunty, etc.

& Coewance related to transport facilities.
& Oroevances related to selection / participation in sports and
cuimaral activities.
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& Grievances related to behaviour of office staff/N on-Teaching Staff.
& Crievances related to delay in issuance of records and documents
from office / Department.
& The departmental level grievances are to be attended by the
concerned class Coordinators, mentors and Departmental Heads.
& The student coordinators and department faculty coordinators of

Student Grievance Redressal Committee would act as facilitators

to communicate and sort out the grievances at the department.
& Unresolved grievance‘s of students at the departmental level are to

be referred to the Student Grievance Redressal Committee

EXCLUSIONS:

The student grievances redressal committee shall not entertain/consider

and dispose the complaints/grievances on following issues:
& Decisions of the Executive council, Academic council, Board of
studies and other Administrative or Academic committees

constituted by the university.

%

%

Decisions regarding award of scholarship, fee concessions,

medals etc.

& Decisions made by the university regarding disciplinary matters

and misconduct.

& Decisions of the university about admissions in any course offered
by the institute.

s Decisions by competent authority on assessment and examination
result.

& Decisions related to Women grievances

& Women’s grievances regarding gender discrimination complaints

of students: would be exclusively redressed by Woman Grievance

Redressal Cell
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& Crewances related to sexual harassment: would be exclusively
redressed by anti-sexual harassment cell and Anti -Sexual
Harassment Committee of UPUMS.

& Coewance related to ragging: the matter would be referred o
Z-s Faoging Committee of UPUMS for appropriate redressal.

& Zscoymoms  and  frivolous  complaints will not be
emertamed/processed

STUDENT GRIEVANCE REDRESSAL COMMITTEE

A compliamt Som an aggrieved studeht relating to the University shat
be addressed ® the Chairpersér;, ‘ Students’ GCrievance Redressal
Commmee SGEC).
COMPOSITION OF SGRC
As per Umwes=ny Grants Commission (Redressal of Crievances =
Studests) Becul=tons 2023 (F.1-13/2022 (CPP-II) dated 11 April 2023)
sechon £ subsecton (1) the composition of SGRC includes:
2 £ Foofsssor - Chairperson
& Four Poofessors/Senior Faculty Members of the University as
My
& & semresectatve from among students to be nominated om
Scssemme mert excellence in sports/performance in co-curricular

» & == ope mesber or the Chairperson shall be a woman and at
J=== ome member or the Chairperson shall be from SC/ST/OBC

==oTTT
» The ==m of &= chasperson and members shall be for a period of



» The term of the special invitee shall be one year.

» The quorum for the meeting including the Chairperson, but
excluding the special invitee, shall be three

> In considering the grievances before it, the SGRC shall follow
principles of natural justice.

» The SGRC shall send its report with recommendations, if any, tc
the competent authority of the institution concerned and a copy
thereof ta the aggrieved student, preferably within a period of 18
working days from the date of receipt of the complaint.

> Any student aggrieved by the decision of the Students’ Grievance
Redressal Committee may prefer an appeal to the Ombudsperson
within a period of fifteen days from the date of receipt of suct

decision.

STANDARD OPERATING PROCEDURE (SOP) FOR STUDENI
GRIEVANCE REDRESSAL

Any student who wants to initiate a grievance may in the first instancs
bring the issue to the notice of the Class co-ordinator/Mentor/Head ©
the department/office, who will address the issue and try to resolve 1
within 7 working days of the receipt of the grievance.

If, there is no response within the stipulated time from the respectivi
Class co-ordinator/Mentor/Head of the department/office or grievant 1

dissatisfied with response/resolution to his/her grievance, then th

grievant is free to represent his/her grievance to the Student Grievanc

Redressal Cell.
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FORMAL REGISTRATION

Any aggrieved student who has a valid grievance may use one of the
following ways to submit his or her written grievance and any
supporting document, if applicable:

> sending via e-mail at studentgrievances@upums.ac.in

» Submitting a signed hard copy of the grievance compléint in
person tp the Officer-In-Charge (grievance)/office of Student

Grievance Redressal Committee.

ACKNOWLEDGEMENT: The Student Grievance Redressal Cell shall
acknowledge the receipt of each grievance to the complainant

immediately.

In the case of @-mail at studentgrievances@upums.ac.in the sender will

receive a reply acknowledging the receipt of his/her e-mail.

FORWARDING: The Student Grievance Redressal Cell after receiving a
formal application of grievance, shall categorize them, evaluate their
merits, and forward them to the appropriate faculty, department, office,
or individual (whosoever is handling the substantive function associated
with the grievance), asking them to examine the matter and provide a
resolution as spon as possible—which should not be more than seven
(0T)working days from the date of the receipt of letter for redressal of

grievance complaintby the committee.

FOLLOW UP & MONIT~ORING: The Student Grievance Redressal
Committee within a timeframe, will oversee, coordinate, and ensure the
redressal of student grievance.Based upon the severity of the grievance,
the Student QGrievance Redressal Committee shall follow up with

complaints frequently until they are resolved, using reminders.

[
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= redressal procedure provided will be thoroughly
w= Student Grievance Redressal Committee. If the
=d with the resolution that was provided by the
sartment, office, or individual, it will send an email to
orming them of this. When the grievant expresses

= resolution at this stage, the case is considered closed.

ERING: In the event that the Student Grievance
=2 is not pleased with the resolution offered by the
office, or 1nd1v1dua1 or upon the grievant's written
e will schedule a hearing and send out an email to
, department, office, or individual, as well as the
. If, after the hearing, the committee determines
on, document, or testimony is required to decide, it
rties to provide ghiat -~ docament/informationii
Committee will have the right to interview
® determines necessary and/or helpful to theanalysis

scommended by a party to the grievance.Under such

hearing will continue until the required document or

If a resolution is not ach1eved through heanng, then
will endorse an enquiry of the facts giving rise to the
WVice Chancellor for approval, so as to take necessary
r and impartial investigation. After the investigation,the
e necessary steps to reach a conclusion on the merits

: application.
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FINAL DECISION: After the hearing or investigation, the Grievance
Redressal Committee shall use its best efforts to work out a resolution of
the issues involved with the parties named in the grievance application —
pass an order after approval from competent authorityindicating the

reasons for such order, as may be deemed fit.

COMMUNICATING THE DECISION: Upon completion of
proceedings, the Grievance Redressal Committee shall communicate
the final decision to both parties via email, which shall be binding on

both the parties.

CLOSURE OF COMPLAINT: The complaint shall be considered as
disposed off and closed when:

a. the grievant has indicated acceptance of the resolution;

b. the grievant has not responded within four weeks from the date of

receipt of information on resolution.

The proceeding concerning each grievance will be recorded in a
systematic manner. The information relating to the proceedings shall be
treated as confidential and can be viewed only by the members of

Crievance Redressal Committee, for the purpose of investigation.

FEEDBACK: Grievance Redressal Cell will collect formal feedback
from relevant stakeholders (students, parents, staff, etc.) from time to
time; especially from the parties involved, on account for reviewing and

improving the grievance handling and redressal process.
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: ays be in the form of a detailed written corﬁplaint

‘at studentgrievances@upums.ac.in or in person to
= of Grievance Redressal Cell, within 15 days from
-= of the event giving rise to the grievance.
may extend this time frame where a delay is
beyond control of aggrieved person such as

Th

aint shall include:

_ > statement of the event/issues, and a summary
= i any, by the grievant to resolve the problem or

s=iled description of the relevant facts, including

e e . R S < T

on/s, copies of relevant documents or other

> the grievance
information of the person escalating/initiating

date of

ed in a
shall be

£ i is a group grievance, list of all persons who are
= to be attached. The list must include each
ID, Phone number/Email ID, and Signature.

= one individual as spokesperson for the

time to

-
T

ing and

I be the endeavour of the Student Grievance

m== to ensure redressal/disposal of every grievance
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period of one month of the receipt of

minimum within a

application/grievance complaint.

Prohibition against Retaliation: UP University of Medical Sciences will
strictly' prohibit retaliation against any grievant, witness, or any other

participant in the grievance redressal process by reason of such

participation. Any concerns about the retaliation related to this process

should be disclosed by the student/party to the Student Crievance

Redressal Committee.

No proxy will be allowed: The aggrieved student or parent or staff
“member shall have to apply individually and represent his/her case

before the Student Grievance Redressal Committee — in other words no

proxy will be allowed to represent his/her case

Confidentiality: UP University of Medical Sciences shall maintain
confidentiality of information shared throughout the grievance process.
All information collected will be treated as confidential and will not be

disclosed to third parties without the consent of the parties involved.

However, disclosures may be required for the purpose of fact-finding or

efforts to resolve the grievance. Parties involved in the grievance
process will also have to maintain the confidentiality of the information

discussed during the fact-finding process and the identity of the

grievant.

Documentatiop: The information relating to the proceedings of

grievances shall be treated as confidential and can be viewed only by

the members of Crievance Redressal Committee, for the purpose of

investigation. In order to monitor the redressal process from time to
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ésal Cell shall maintain a grievance register

of Officer-in-Charge of Grievance Redressal Cell,
following heads. The register will be treéted as
not be accessed by anyone othe;' than the

Redressal Committee.

Name of the Date on No. and Date on Date of
 Dept from which | whichthe | date of which thé supply of |
clarification/resolution | respective | reminder(s) | clarification | suitable i‘
sought o Dept. was | issued received/ reply : |
asked resolution information 1

+ the Student Grievance Redressal Committee shall

1 recommend appropriate action against complai% -

= revised upon directions by the Hon’ble

o dp b W

after observation by Hon’ble Vice Chancellor or

£
-

laint made is found to be baseless or trivial.

tent authority.

. for redressal of grievances: Alth

- and staff members may avail themselves of

resolving their grievances, ‘they can also

rmally - if they believe that an informal resolut

artment/Office level.
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time the Grievance Redreésal Cell shall maintain a grievance register
under the supervision of Officer-in-Charge of Grievance Redressal Cell,
which shall contain the following heads. The register will be treated as
confidential and may not be accessed by anyone other than the

members of CGrievance Redressal Committee.

Date of Name & | Natyreof Name of the Date on No. and Date on Date of
receipt of | address/ grievance/ | Dept  from which | which the date of which the supply of
grievance/ comiact complaint clarification/resolution | respective | reminder(s) clarification | suitable
complaint | det=sis of sought Dept. was | issued received/ reply i
sender/ asked resolution information
. .

All the decisions by the Student Crievance Redressal Committee shall
be communicated after observation by Hon’ble Vice Chancellor or

competent authority.
The committee will recommend appropriate action against complainant
student(s), if the complaint made is found to be baseless or trivial.

The SOP may be revised upon directions by the Hon’ble Vice
Chancellor or competent authority.

Alternative avenues‘ for redressal of grievances: Although a2l
students, parents and staff members may avail themselves of this
procedure towards resolving their grievances, they can also try to
resolve issues informally — if they believe that an informal resolution =

possible at their department/ Office level.
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APPEALS:

1. If, the grievant is dissatisfied with the decision/ resolution of the
Crievance Redressal Committee, then he/she can appeal the
decision to the Ombudsman. :

2. The applicant shall have the right to file an appeal to the
Ombudsperson within 15 days from the date of the written
communication of recommendations of the committee.

3. The applicant shall send written communication to the college
conveying his desire to file an appeal to the Ombudsperson. The
college shall place the appeal along with all relevant material
before the Ombudsperson and inform the applicant accordingly.

4. The Omhudsperson shall within a reasonable time decide the
appeal. Final decision would be communicated to the applicant by

the college.

AWARENESS:

Awareness amaqng stakeholders will be created by
> Organizing awareness programs twice in every year (One in
each Semester) :
> Displaying the grievance registration / receiving / Posting
meghanism on
A. Website

B. Notice board
C. Poster in prominent places

D. Departmental meetings/classes
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FORMAL GRIEVANCE REGISTRATION FORM

Grievant’s Profile

Name:
Wether: Student Parent v' (Tick ~whichever
applicable)
Enrolment/Roll No: . Dept. /Faculty: —
Gender: Male/Female
Phone:__ Email: —
Grievance Details
Type of Grievance :
Academic Related Extension & Extra-curricular
Ememities & Maintenance Placements & Internships
General Administration Other related issues
Date of Have you discussed Mentors/HoD's/Dean Name:
Occuxrence: this issue with your
oy Mentor and/or
Note: Must be filed HoD/Dean
within 7 working days
YES/NO/Not
Applicable

Issue of Grievance: (Describe what happened, when and where, how your student
experience has been affected, and indicate names of others involved. Attach any
supporting documentation.)

Action Requested: Indicate the action(s) that would resolve your grievance.

1 declare that the information provided by me is true and factual to the best of my knowledge.

Date: Grievant Name: 3
Signature:
- ey W
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