Standard Operating Procedure (SOP) for redressing stakeholder grievances by {mention state nursing council} 
1. Objective: 
The purpose of this Standard Operating Procedure (SOP) is to provide guidelines to all the employees of {mention state nursing council}  with respect to redressing grievances raised on the Grievance Redressal tech platform by institutes, students, registered professionals and public at large. A Grievance Redressal (GR) tech platform and guidelines therein streamlines complaint handling, ensuring faster conflict resolution and improved stakeholder satisfaction. This enhances public trust, allowing stakeholders to track grievance status and regulatory actions taken. Real-time reporting and data analysis enable {mention state nursing council} to identify trends, enforce standardized processes, and address systemic issues promptly. 
2. Benefits of Grievance Redressal tech platform 
· Institutes and Students can raise their grievances on a single unified tech platform  
· For {mention state nursing council} , this tech platform can serve as tool for effective end to end tracking and resolution mechanism to ensure stakeholder satisfaction 
· Reviewing and monitoring systems are created wherein all grievances are logged without fail and the department is assigned with accountability. Timely redressal is tracked with the help of technology. 
3. Responsibility: The primary responsibility of ensuring adherence to this SOP is with the Secretary, {mention state nursing council} . 
4. Definitions 
a) Secretary: Secretary, {mention state nursing council}  
b) Grievance Nodal: Any person designated as the Grievance Nodal (GN) officer by the Secretary. 
c) Department Nodal: Any person designated as the Departmental Nodal (DN) officer by the Secretary. 
5. Grievance Redressal Process Flow 
5.1 Raising a grievance 
Currently, 5 types of stakeholders can register their grievances on the GR tech platform: 
i. Student 
ii. Institute 
iii. Tutor/Teacher 
iv. Public 
v. Others 
The stakeholder can select the department to which their grievance is directed towards. 
5.2 Receiving and Assigning the grievances 
The Grievance Nodal as assigned by the Secretary has the following responsibilities: 
a) Login to the Grievance redressal tech platform and review all the grievances raised 
b) Grievance nodal has the responsibility to take action on all the grievances raised on the tech platform. Taking action on a grievance can mean a) selecting “Mark as Junk”1 OR b)
selecting “Assign” for assigning the grievance to a relevant department. For guidelines on Mark as Junk, please refer to section 5.5. 
·  “Assign” refers to the process of assigning the grievance to a department. Assigning should be performed based on the Grievance Nodal’s understanding of the grievance and their knowledge of the functions performed by each departments. Grievance Nodal has the authority to assign the grievance to a different department than the department name mentioned by the complainant. 
c) TAT: Either of the actions- “Mark as Junk” or “Assign” need to be completed by the Grievance nodal within 1 Working Day of grievance being logged on the portal. 

5.3 Grievance Redressal by the assigned department 
The Departmental Nodal as assigned by the Secretary has the following responsibilities: 
a) Login to the Grievance redressal tech platform and review all the grievances assigned to his/her department 
b) Departmental nodal should resolve the grievances to the satisfaction of the complainant within 7 working days of them being assigned to his/her department. 
· Resolving the grievance mandatorily involves replying to the complainant on the grievance platform against the grievance lodged by them with adequate explanation, including uploading supporting documents, wherever required. 
· GR tech platform collects ratings of the redressed grievance from the complainant after Departmental Nodal (DN) marks the grievance as closed. Any rating of 3 and above (with 5 being the highest rating) by the complainant shall be considered as satisfactory for the purpose of this SOP. 
· All the grievances with a rating of 2 and below (with 5 being the highest rating), need to be mandatorily reviewed by the Grievance Nodal and reported to the Secretary on a monthly basis, wherever deemed necessary. 
c) TAT: 
· For Departmental Nodal - Responding to the grievance within 7 working days of it being assigned to the department. 
· For Grievance Nodal - Reviewing all the closed grievances with a rating of 2 and below and reporting to the secretary on a monthly basis. 
5.4 Escalation to Secretary 
The Secretary has the primary responsibility for ensuring adherence to the SOP. Some of the illustrative responsibilities of Secretary are: 
1) Reviewing and monitoring the Grievance Redressal dashboard on a weekly basis and holding the Nodal officers accountable for default cases (defined in point 3 below). 
2) Assign the responsibilities of Grievance Nodal and Departmental Nodal (DN) to relevant {Mention state nursing council} personnel from time to time. 
3) Sending reminders on GR tech platform for default cases: 
a) to GN if a complaint is not assigned within 1 working day and 
b) to DN if a complaint is not resolved within 7 working days 
4) Reviewing closed grievances with a rating of 2 or below (with 5 being the highest rating) in case such grievances are reported by the Grievance Nodal. 
5.5 Objective criteria for assigning “Mark as Junk” to grievances
Only the following grievances can be marked as junk by the departmental nodal: 
1) Duplicate complaints: Identical or similar grievances reported by the same complainant. 2) Non-actionable complaints: Matters that fall outside regulatory scope of {mention state nursing council}  & are beyond its authority to address. 
3) Incomplete/Unsubstantiated complaints: Complaints that lack supporting 
evidence/documentation to validate the concerns. 








Appendix 1- Table of Responsibilities 

	Responsibility 
	Action 
	Timeline

	Secretary 
	Assigning Grievance Nodal 
	Need basis

	Secretary 
	Assigning Departmental Nodal 
	Need basis

	Grievance Nodal 
	Assigning grievance to relevant 
department
	Within 1 working day of receiving the grievance

	Departmental Nodal 
	Reviewing all the closed grievances with a rating of 2 and below and escalating to the secretary
	Within 7 working days of receiving the rating from the complainant

	Grievance Nodal
	Review of closed grievances with rating of 2 or less and reporting these to the 
secretary wherever deemed necessary 
	Monthly basis 

	Secretary
	Reviewing escalation report of grievance nodal on closed grievances with rating of 
2 or below 

	Monthly basis 


	Secretary
	Sending reminders to GN or DN 
	Daily (for cases where GN or DN’s timeline is not followed) 

	Secretary
	Reviewing and monitoring Grievance Redressal dashboard 
	
Every Thursday







