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1. Purpose
Madhav International School provides a structured and student-friendly mechanism through which students can raise concerns, complaints or grievances relating to their academic, personal, social or school experience.
The objective is to ensure that concerns are heard respectfully, addressed fairly and resolved within an appropriate timeframe while maintaining confidentiality wherever possible.
NCPCR's school safety guidance identifies a complaints/grievance redressal system as an important school safeguard.
2. Scope
Students may raise concerns relating to:
· Teaching-learning and academic matters
· Assessment and examination-related concerns
· Classroom or peer-related issues
· Bullying, harassment or intimidation
· Discrimination or unfair treatment
· Safety and security concerns
· Inappropriate behaviour by any member of the school community
· Facilities, sanitation or school resources
· Transport or activity-related concerns
· Digital or cyber-related concerns
· Any matter affecting the student's dignity, well-being or participation in school
3. Grievance Redressal Channels
Students may report a grievance through any of the following appropriate channels:
Student → Class Teacher → Coordinator → Counsellor / Principal
A student may also directly approach the Counsellor, Principal or designated school authority where the matter is sensitive or where the student is uncomfortable reporting through the regular channel.
Parents/guardians may also communicate student concerns to the Class Teacher, Coordinator, Counsellor or Principal.
4. Grievance Redressal Process
Step 1 – Receiving the Concern
The concern is received respectfully and recorded appropriately.
Step 2 – Preliminary Assessment
The concerned authority assesses the nature, urgency and seriousness of the grievance.
Step 3 – Immediate Safety
Where a student's safety or well-being is at risk, immediate protective measures shall be taken.
Step 4 – Appropriate Action
The matter is examined by the concerned school authority and appropriate corrective or remedial action is initiated.
Step 5 – Communication
Where appropriate, the student and/or parent is informed about the action taken.
Step 6 – Follow-up
The school follows up to determine whether the concern has been adequately addressed.
Step 7 – Closure and Record
The grievance and action taken are recorded confidentially and reviewed wherever necessary.
5. Principles of Redressal
The school shall follow the following principles:
· Respectful hearing of every genuine concern.
· Fair and impartial consideration.
· Confidentiality to the extent reasonably possible.
· Protection against retaliation for raising a genuine concern.
· Child-friendly communication.
· Timely response and follow-up.
· Appropriate involvement of parents/guardians wherever required.
· Referral to the appropriate committee or statutory authority where the matter falls within a specialised legal or child-protection process.
6. Serious and Statutory Matters
Concerns involving child abuse, sexual offences, serious violence or other matters requiring statutory intervention shall not be treated merely as routine school grievances.
Such matters shall be handled according to applicable law and the school's Child Safeguarding/POCSO procedures. NCPCR also provides dedicated mechanisms such as the POCSO e-Box and e-BaalNidan for child-related complaints.
7. Confidentiality
Information relating to a grievance shall be shared only with persons who need to know for the purpose of safeguarding the student, examining the matter or taking appropriate action.
Records shall be maintained securely by the school.
8. Responsibilities
Principal
· Provides overall supervision of the grievance redressal mechanism.
· Ensures appropriate action on serious complaints.
· Reviews recurring or significant concerns.
Teachers/Coordinators
· Listen to student concerns.
· Provide appropriate first-level support.
· Refer matters requiring further intervention.
Counsellor
· Provides emotional and supportive assistance wherever required.
· Maintains appropriate confidentiality.
· Recommends further support or referral where necessary.
Students
· Raise genuine concerns responsibly.
· Provide truthful information.
· Cooperate with the redressal process.
9. Records and Evidence
The school shall maintain appropriate records such as:
· Student Grievance Redressal Policy
· Grievance/complaint register, wherever applicable
· Written complaints or representations
· Action Taken Reports
· Counselling/follow-up records
· Parent communication records
· Committee referral records, where applicable
· Periodic review of grievances and corrective measures
10. Review
The policy shall be reviewed periodically by the school administration to identify recurring concerns, strengthen preventive measures and improve the student support system.
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