@5’ 3

2 1JSREM
*"‘”’Z,.ﬁlnternational Journal of Scientific Research in Engineering and Management (IJ]SREM)

w Volume: 08 Issue: 06 | June - 2024

SJIF Rating: 8.448 ISSN: 2582-3930

Beyond Complaints: A Strategic Analysis of College Grievance Redressal System

Chandresh Bind'", Chirag Goyal?” and Ayush Rai*’

"Department of Computer Science and Engineering, Raj Kumar Goel Institute of Technology, Ghaziabad, 201003,
Uttar Pradesh, India.

*Department of Computer Science and Engineering, Raj Kumar Goel Institute of Technology, Ghaziabad, 201003,
Uttar Pradesh, India.

*Department of Computer Science and Engineering, Raj Kumar Goel Institute of Technology, Ghaziabad, 201003,
Uttar Pradesh, India.

*Corresponding author(s). E-mail(s): chandreshbind652@gmail.com;

Contributing authors: chiraggoel98262(@gmail.com; raiayushjnv@gmail.com;

"These authors contributed equally to this work.

Abstract - The Grievance Redressal System (GRS) aims to
look into the complaints lodged by any student and redress it as
per requirement. The students can state their grievance
regarding any academic and non- academic matter within the
campus through the online and grievance/ suggestion box. The
institution aims at solving the grievances of the students within
stipulated academic and non- academic matter within the
campus through the online and grievance/ suggestion box. The
institution aims at solving the grievances of the students within
stipulated time.

Key Words: Grievance, Redressal, GRS Application, Online,
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1. INTRODUCTION

In today's fast-paced educational environment, students often e
ncounter various challenges and issues during their time in coll
ege or university. These issues can range from academic concer
ns to administrative problems and can have a significant impact
on the student’s overall educational experience. In order to add
ress these issues effectively, a comprehensive and effective stu

dent grievance redressal system is needed.

A student grievance redressal system is a platform that provide
s students with a means of expressing their concerns and compl
aints regarding their educational experience. The primary objec
tive of this system is to ensure that all student complaints are h

eard, addressed, and resolved in a timely and effective manner.
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The system is designed to provide students with a user-friendly
interface that makes it easy to register their complaints and tra

ck their progress.

Cloud based Grievance Redressal System is developed using m
odern& open-source technologies like PHP with MySQL whic
h is fully secure & easy to host on cloud. The system is designe

d to be user-friendly, making it easy for students to navigate an

complainant (e«—Solution—

Committee

Solution Members

Administrator

d access all the necessary information.

One of the key features of the student grievance redressal syste
m is the ability to track and monitor the progress of each compl
aint. This helps to ensure that all complaints are addressed in a
timely and efficient manner, and that students are kept informe
d of the progress of their complaints. The system is also equipp
ed with reporting and analysis tools to help university administ
rators understand the nature and frequency of complaints and m
ake informed decisions to improve the educational experience f

or students.

The student grievance redressal system is an important tool for
promoting educational accountability. The system provides a m
echanism for students to hold the university administration acc
ountable for addressing their complaints and concerns. This hel
ps to ensure that the university is meeting its obligations to pro

vide a quality education experience for all students.

The development of a student grievance redressal system is a cr

ucial step toward creating a more student-centric and accountab

le education system. By providing students with a platform to v
oice their concerns, the system helps to ensure that all complain
ts are heard, addressed, and resolved in a timely and effective
manner. Furthermore, the system is designed to promote a posit
ive campus culture, promote student engagement, and promote

educational accountability.

The student grievance redressal system is an innovative and im
portant tool for improving the educational experience for stude
nts. The system provides students with a means of expressing t
heir concerns and complaints and ensures that all complaints ar
e addressed in a timely and effective manner. The system is equ
ipped with features such as notifications, reporting, and analysi
s to improve the overall efficiency and effectiveness of the grie
vance redressal process. The development of a student grievanc
e redressal system is a step towards creating a more student-cen

tric and accountable education system.

Fig.1 Grievance Redressal System

Grievance Redressal System functions for several purposes
which includes ensuring the secure environment and
familiarizing all faculty and students about their rights and thus
it results in development of the organization are shown in fig.1.

2. LITERATURE SURVEY

A Prototype for Grievance Redressal System [1] The System d
esigned by the authors tells the complete differences between t
he traditional grievance system and the need for a computerize
d grievance system. If the association is an academic institutio
n, then this issue becomes more sensitive and important. Stude
nts are the most vulnerable entities at educational institutions o
ften failing to express themselves and sometimes fails to seek
proper support for the issues they face arising at numerous lev

els.

All India Grievance Redressal Application [2] The paper publi
shed by the authors states the problems faced during offline gri
evance and the preventative measures taken by creating the mo

bile application. The grievance enrolment systems have evolve
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d in numerous ways with the advancement in technologies to s
implify the task. This paper presents the architecture of a griev
ance redressal operation where civilians can address any kind o
f complaint they're facing. The main focus of the project is pot
hole-related complaints. This operation will give easy access to

people to put their complaints towards the government.

State-Level Students Grievance Support System [3] The paper
includes the importance of an easy and fast grievance system t
hat can be implemented for state-level institutes. Students are a
n essential factor in an organization. The scholar may feel diss
atisfied with the service when he or she receives a delay in ser
vices. To beat this, they offer an optimized solution for the stud
ent grievances support system for improving the relationship b
etween students and the university by representing the model o
f an e- complaint web-based system. The prevailing system ha
s machined processing through the panel, principal, head of the
department, and council premises. This design overcomes the
restrictions of the systems regarding complication of submittin
g a complaint and organizing it. In this way it constitutes a stat

e- position support system.

Managing and improving service quality in higher education [4
] The paper states the importance of Higher Education in our s
ociety, and how to improve the services for scholars. Many H
igher Education institutions still ignore them at their own risk.

It is especially true for service quality and this paper will focus
on Higher Education service quality management and improv
ement. The paper aims to discuss these issues. The paper imple
ments Schneider and Bowen's model of the three tiers of servic
e organizations and service quality management and improvem

ent methods, in Higher Education institutions.

The Application of Service-Oriented Architecture in E-compla
int System [5] The paper tries to improve the relationship betw
een citizens and government by presenting a new model based
on service-oriented architecture. The researcher tried to improv
e the relationship between citizens and government by presenti

ng a new model based on Service Oriented Architecture (SOA)
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. This study can also be helpful in other fields of government i
n terms of citizen acceptance and citizen adhesion. The results
of this study can be a good reference to find out users’ needs fr
om complaints and the significance of complaints in the body

of government.

Design and Implementation of Online Students Complaint [6]
The paper provides a powerful and flexible system that can use
anytime and anywhere by the students. It helps to manage and
accommodate complaints fast and easily thus it can know the
strength and weaknesses of its body as an educational services
organization then it can provide a better solution. The system u
sed prototype version is an improved machine version of the st
ructure, plan, and layout of the machine. It used unified modeli
ng language (UML) to make the abstraction of the program, P
HP as a language program, and MySQL as the database. The e
nd result of the study is the grievance might be regarded as les
s difficult and quicker in addition to its assessment and respons

€s.

Grievances Redressal Mechanism of University Students in In
dia- Policy and Law [7] The study is based on the analysis of ¢
omplaints from students in college and how to deal with them.

The system includes exclusions from admission, withdrawal fr
om studies, abandonment, attendance, participation in examina
tions, non-issuance of admission tickets, unfair screening, dela
y in results, issuance of graduation/grade reports, harassment,

discrimination based on caste, race, religion, gender, etc.

An Online Grievance Redressal system [8] The website is mai
nly aimed at reducing manual processing and receiving all com
plaints about the college, providing updates on complaints and
managing data handling complaints, and facilitating the work
of users and complaint resolvers. In the system, the possibility
to manage users and their data complaints and their profiles ca
n also be easily managed. The data can be easily viewed and m
odified as needed. The complaint management system also pro

vides the ability to provide monthly reports used to maintain in
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formation number of complaints resolved in a given month. It

also provides user verification.

A web portal for student grievance support system [9] The proj
ect provides an optimized solution for Student complaint Supp
ort System. The model uses a mechanism of conversion from
manual to automation. By providing the system to students, co
mplaints are recorded and checked by submitting samples thro
ugh the system. The proposed model is based on students and i

nstitutes.

Online Grievance Management System [10] The project is to p
rovide an optimized solution for student complaints. The propo
sed model of a student complaint management system can min
imize student complaints. It tries to improve the relationship b
etween students and universities by presenting a model of a we
b-based system for electronic student complaints. The existing
system involves manual processing by committees, directors, a
nd relevant departments. The proposed system was able to auto

matically complete the process using the application.

Smart complaint management system [11] The system include
s a web portal that provides a login interface for students and a
Iso accepts complaints and consultations with city hall staff. It
simplifies processes to easily resolve complaints, forward the ¢
omplaint to a sub officer. The employee is also given the optio
n to update the complaints progress about processing. The emp
loyee and grievance officer have the right to reject the complai
nt. It also has a module that keeps track of how many complain
ts are resolved, handled and refused and create graph to illustra

te it.

Online complaint management system [12] The online compla
int management system provides a way to solve problems face
d by the public by saving time and eliminating corruption. The
purpose of a complaint management system is to facilitate the
coordination, monitoring, tracking, and resolution of complain

ts, to identify and address problem areas, and to provide comp

anies with effective tools to monitor and improve their compla

ints handling performance and business.

3. EXISTING SYSTEM

The Traditional forum system contains public meeting or
presentation involving a discussionusually among experts and
sometimes audience participation. Here, person visited
College/ University officials for his complains. All the arrived
complaints are undergo the Administrator. Administrator
distribute complaints among different departments consistent
with complain type. Employees solve the issues and complain
status in books manually. Oneof officer gives current status
information of complaints from the books.

4. PROBLEMS IN EXISTING SYSTEM

The students has go to visit forum and had to form complaint
against faculty /Staff / Academics/ Sanitization / Fees / Hostel
etc. The complaint are going to be discussed within the
presence of students, staff and a team of expert committee along
side judge. The final decision making may be a time consuming
therefore the student has got to revisit the forumto urge the
result.

The GRS Application would use a database to carry students
complaints and reports generated by the technical team online
complaint management system contains all complaint details a
complaint inventory contains all complaints with its status
reports the system provides the power if the students gives the
incorrect information then he edit the complaint details to
supply the right information to the system. The modem
Grievance Redressal System is comprehensive suite of identify
the fault supported the students provided information and
generating reports for the Complaint.

S. PROPOSED SYSTEM AND
ARCHITECTURE

The main objective of this project is to develop GRS Application
where the students can post their complaints under different
categories and view the status. GRS Application that allows
students to lodge complaints and must be accessible to the
Redressal Committee and respective heads. Our proposed work
is GRS Application developed using PHP as a front end and
MYSQL as back end. The student registers with this website by
mentioning the essential details and login with reg number and
password to access the facilities.

Students can post their complaints regarding errors in name,
finance, and mismatch in admission quota, complaint regarding
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re-evaluation and alter in schedule, changes in mark sheet. All
these complaints posted by students are viewed by committee
and the committee decides to forward it to the institution or
department based on the complaints. There is a separate login
for institution and department. If the institution or department
receives the complaints, and once the complaint is rectified, the
status of the complaint is updated which can be directly viewed

by the student.
Information

—Complaint:

Administrator

Committee
Member

Redressal to
Complaints

Problems

Fig.2. Architecture Framework of Grievance Redressal System for Students

Students should login to post complaints and it'll be secured in
the database and Complaints will be viewed by the Redressal
Committee. The Redressal Committee will forward the
complaints to the Institute or Department based on the problems.
The Institute or Department will take action and update the
status in the database which can be viewed by the students which
are shown in above fig.2.

Modules and Their Description of Grievance Redressal System

A. Dashboard

B. Admin Login and Authentication

C. Dashboard and Complain Progress Management
D. Course Management

E. Registration Module

F. Student Login and Authentication

G. Student Complain Module

H. Complain Status Module

A. DASHBOARD

This is the first page for anyone who opens the GRS portal

where the system comprises of 3 major Entity as follows:

1 Admin
2. Register
3. Student

Raj Kumar Goel Institute of Technology. Ghaziabad, Uttar Pradesh

Grievance Redressal System

®

ADMIN LOGIN

[ 4

REGISTRATION

J |

il a ="

J [ STU DéOGIN J

B. ADMIN LOGIN AND AUTHENTICATION

The admin details that are stored into a database used to
authenticate at the time of login. Admin can log into his existing

account through his user id and password.

v Qi

© O kahoiguadnasy o O3

Raj Kumar Goel Institute of Technology, Ghaziabad, Uttar Pradesh
Griva

Grivance Redressal Portal

Admin Login

admin@gmai.com

- EESY - o -
C. DASHBOARD AND COMPLAIN PROGRESS
MANAGEMENT

Admin can view & manage the admin dashboard and all the

complaints raised by the students.
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D. COURSE MANAGEMENT

Admin can add new colleges.
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E. REGISTRATION MODULE

In this module, the student registers with this website by
providing the basic details like name, date of birth, gender,

department, year, mobile number and mail id.

<8 jrvirom

C O eshemimmgmaiznp

a% O0&:

Registration Form

( Enter your name. ) ([ enter your fatners name )

chandreshbind652@gmail.com

gin

prmmm !’, Cl B

F. STUDENT LOGIN AND AUTHENTICATION

The registration details that are stored into a database at the time

of registration used to authenticate at the time of login. Student
can log into their existing account through their user id and

password.

© O sategme bgasts «# O04&:

Raj Kumar Goel Institute of Technology, Ghaziabad, Uttar Pradesh
Grivance Redressal Portal

H,o IR |~ o ~
G. STUDENT COMPLAIN MODULE

The students may feel free to put up a grievance in writing/or in
the format available in the admin dept. such as fees, hostel,
admission, examination, time-table, faculty, facilities,
marksheet, placement, scholarship and if there are any
complaints other than this, the student can choose others and
then drop it in boxes. These are stored into a database.

- 6 x

ADD COMPLAIN AND REASON FOR COMPLAIN

Caspini Type on= Compian v

Gt Vil CoopLdin o

8= o~

H COMPLAIN STATUS MODULE

The status of the complaints can be viewed in this module.
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6.  RESULTS

The proposed system helps the students to post their complaints
in various categories such as finance(fees), admission,
revaluation, errors in mark sheet and others. In the above
screenshot the complaints which are posted by the students can
be viewed by the Redressal Committee and the Committee will
send the complaints to the Institute or Department based on the
problems. The institution acts upon those cases which have been
forwarded along with the necessary documents within the
campus through the online and grievance/ suggestion box. The

institution will assure that the grievance has been properly

solved in a stipulated time limit provided by the students.

7. CONCLUSION

This Grievance Redressal System is an attempt to highlight the
fact that there are hardly such systems prevailing curtailing to
the complaint redressed for students enrolled in numerous
organizations. This paper has demonstrated a proposed GRS
system for the grievance redressed of students covering various
domains of complaints which could be lodged easily and thus
leading to easy and sure solutions or redressed to the problems
being faced by a student on a regular basis. The technologies
used comprise of HTML and CSS to design a user-friendly
graphical user interface, PHP, and SQL to keep track of the
records at the back end. This system would be suitable for any
organization for the resolution of complaints and thus lead to a
qualitative and quantitative development of the educational
organization.

In future it is planned to develop our own web server to host the
web application.

Building Android Application for the system is also one of the
future scope’s of this project.
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