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	Process objective
	To respond, record and report complaints as per criticality matrix and use complaints and feedbacks to identify and implement continual improvement projects

	Scope
	The process is applicable to Parents, Students and Staff of the school 

	Process Owner
	Complaint Handling Coordinator

	Process Members
	HOS, Process Owners and Management

	Process Input
	Complaint register, Complaints lodged through Web, PTA Cell, Suggestion Boxes


PROCESS FLOW OF COMPLAINT HANDLING
Sources of Complaints 
	e-mail / @ Coordinator’s / HM’s / Departmental Head’s desk
	Reported at Front Office (Reception)
	Reported during PTA Meetings
	Reported through E-mail to Chairman, conveyed by Associate to Chairman
	suggestion Boxes
	Social Media, Website and other internet sources
	Reported during Open House



Verified with the Complaint Raiser
Complaint Handling Coordinator 








		                                            

Special case -Management 
Activity related - AGM – PE, HOS
Admin related - Admin Head 
Academic Related - HOS





Closures sent to the Complaint Handling Coordinator for analysis



		

Verification of closure with the complainant by CHC Coordinator

                       Dissatisfactory		
	


        Satisfactory Consolidated data of complaints presented to Management every quarter by CHC Coordinator.
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	Sr. No.
	Process Description 
	Responsibility 
	Interface  
	Time Frame
	Documents / Records 

	01
	To appoint a staff member to handle the responsibilities of complaint handling at the beginning of the academic session.
	Management Committee
	HOS, Staff Members
	June every year
	Appointment of Complaint Handling Coordinator

	02
	All the complaints received from parents and students are registered at Complaint Handling cell and processed by CHC Coordinator.

The staff complaints are registered at HR Dept. and processed by the HR Manager.  A process of staff Grievance Handling is included in the HR processes. 
	--
	--
	--
	--

	03
	To review the existing complaint sources and amend the list, if necessary.
	HOS
	Complaint Handling Coordinator
	June every year
	Identified sources 

	04
	To prepare / review the criticality matrix and amend it for any changes.
	HOS
	Complaint Handling Coordinator
	June every year
	Criticality Matrix

	05
	To review the complaint handling process at the beginning of the academic session for any revisions.
	HOS
	Complaint Handling Coordinator, Management
	2nd week of June 
	Review report, Parent feedback Policy, processes

	06
	To orient the students, parents regarding complaint handling process.
	Complaint Handling Coordinator / HR Manager 
	Class Educator, HR, Head of the School
	June during parent and staff induction 
	Induction Record.

	07
	To record complaints from parents and students   (telephonically / in person / website/ written mode / Suggestion Box, PTA feedback or any other mode as may be) & consolidate complaints.
	Complaint Handling Coordinator / HR Manager
	Parents /
Staff /
Students
	As and when received
	Monthly complaint report

	08
	Forward the complaint according to its nature to the concerned Process Owner for identifying root cause, analysis and closure.
	Complaint Handling Coordinator / HR Manager
	Departmental Head / HOS / Management
	The same day of receipt of complaint
	E-mail communication

	09
	Identify the nature of registered complaints based on the criticality matrix.
	Complaint Handling Coordinator
	----
	Every month
	Complaint Register / consolidated sheet of complaints
Criticality Matrix
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	Sr. No.
	Process Description 
	Responsibility

	Interface

	Time Frame
 
	Documents / Records 

	10
	To record complaints based on the report received from the process owners along with the closures.

	Complaint Handling Coordinator
	Educators / Coordinators
	1st week of every month
	Consolidated sheet of complaints / CHC Feedback Form

	11
	Receive and record timely closure of the complaint as per the timeline from the criticality matrix.
	Complaint Handling Coordinator
	Departmental Head / HOS
	As per criticality matrix timeline 
	E-mail / MoM, Monthly complaint report

	12
	Verify & review the closure of the complaints with the Head of School / Admin Head every month, if required
	Complaint Handling Coordinator
	Head of School / Admin Head
	1st week of every month
	Monthly complaint report

	13
	Report the complaints received to the Management every quarter, half year and yearly during PRM. 
	Complaint Handling Coordinator
	Head of School

	Every quarter 1st report in Aug
	Quarterly complaint report

	14
	Verify the effectiveness of corrective action after closure of the complaint.
	Process Owner / HOS
	Concerned staff / dept.
	Within 15 days 
	Monthly Complaints 

	15
	If the effectiveness is dissatisfactory then, report to Head of School
	Process Owner / HOS
	Head of School
	After  closure verification 
	-----------------

	16
	Prepare a consolidated statement of the complaints received and submit it to QAG for analysis.
	Complaint Handling Coordinator
	HoS, AC, QAG Head
	April every year for the next academic year 
	Consolidated report of valid complaints. 

	17
	Prepare impact analysis of the complaints and submit it to HOS
	QAG Head
	HoS, CHC Coordinator 
	April every year 
	Impact Analysis, 

	18
	To suggest preventive actions, continual improvement and / or action research based on the analysis and present it to the Management.
	QAG Head
	HOS, Management
	April every year
	Continual Improvement Project  

	19
	To finalize continual improvement project (s) and / or action research for the next academic session.
	HOS
	Management 
	April every year
	Continual improvements / action research 

	20
	To conduct trend analysis based on last three year’s impact analysis reports and implement the actions based on the analysis.
	QAG Head, HOS
	Management 
	Every three years
	



	Measurement Criteria
	100% Closure of lodged valid complaints.

	Outputs : 
	Satisfied students, parents and staff , continual improvement project(s) / Action Research
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	Secretary

	Prepared By: CHC Coordinator
	Reviewed By: Accreditation Coordinators
	Approved By: Management
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