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Abstract- Efficient grievance redressal is a critical
component of institutional governance in higher
educational environments, as it directly influences student
trust, transparency, and ad- ministrative accountability.
In many colleges, grievance handling is still performed
through manual or loosely structured digital channels,
resulting in delayed resolutions, limited traceability, and
ineffective communication. This paper presents a web-
based College Grievance Redressal Portal (CGRP) that
introduces a centralized, role-based, and workflow-driven
framework for grievance management. The proposed
system supports structured grievance submission, priority-
based processing, automated escalation, and real-time
notification through email and SMS. A centralized
database architecture enables complete lifecycle tracking
and auditability of grievances. Experimental evaluation
through pilot deployment indicates improved response
time, reduced administrative overhead, and enhanced
transparency compared to conventional grievance
handling approaches.
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L INTRODUCTION

Higher educational institutions are responsible not
only for academic delivery but also for maintaining a
fair, responsive, and transparent administrative
environment. A well-defined grievance redressal
mechanism plays a vital role in addressing concerns
related to academics, administration, infrastructure,
examinations, and student welfare. When grievances
are not handled effectively, they can lead to
dissatisfaction, mistrust, and reduced institutional
credibility.

Despite advancements in digital governance,
grievance re- dressal in many colleges continues to
rely on manual registers, informal communication, or
unstructured online forms. Such practices limit
visibility into grievance progress, complicate
accountability, and often result in delayed or
unresolved complaints. The absence of systematic

IRE 1718035

tracking and feedback mechanisms further weakens
stakeholder confidence.

With the growing adoption of web-based
administrative systems, there is a need for structured
grievance manage- ment frameworks that support
transparency, accountability, and timely resolution.
This study proposes a College Grievance Re- dressal
Portal (CGRP) that digitizes and formalizes
grievance handling through role-based workflows,
real-time status track- ing, escalation control, and
automated communication.

IL. PROBLEM STATEMENT

In college environments, grievances arise across
multiple domains, including academic processes,
examinations, admin- istrative services,
infrastructure, and student welfare. Existing
grievance handling practices are often fragmented,
relying on emails, paper-based registers, or isolated
online forms. These approaches lack a unified
structure and fail to provide end-to- end visibility into
grievance processing.

From a student perspective, once a grievance is
submitted, there is limited clarity regarding its status,
responsible au- thority, or expected resolution
timeline. This uncertainty leads to repeated follow-
ups and reduced trust in institutional pro- cesses.
From an administrative perspective, tracking pending
grievances,  prioritizing  critical  cases, and
maintaining histor- ical records for audit or policy
analysis becomes inefficient and error-prone.

Additionally, most existing systems do not support
au- tomated escalation or real-time communication,
resulting in delayed responses for time-sensitive
grievances. The lack of a centralized repository and
audit trail further weakens accountability. These
challenges highlight the need for a struc- tured,
centralized, and technology-driven  grievance
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redressal framework that ensures transparency,
efficient processing, and reliable communication.

I1I. LITERATURE REVIEW

Previous studies on grievance redressal systems
indicate that traditional committee-based and manual
approaches often suf- fer from delayed resolution,
poor documentation, and limited transparency. With
the emergence of e-governance, several web-based
grievance management systems have been proposed
to digitize complaint submission and tracking. While
these sys- tems improve accessibility, many lack
structured workflows, role-based processing, and
effective escalation mechanisms.

Recent research emphasizes the importance of
centralized grievance repositories supported by
scalable database architec- tures to ensure traceability
and long-term data management. However, many
existing solutions are designed for generic complaint
handling and do not adequately address the hier-
archical and committee-driven nature of grievance
resolution in college environments.

Some studies explore advanced enhancements such
as mo- bile integration, data privacy mechanisms, and
automated escalation to improve trust and
responsiveness. Despite these efforts, there remains a
research gap in developing a college- specific
grievance redressal framework that integrates role-
based governance, lifecycle tracking, escalation
control, and transparent communication within a
unified system. 3.2 Sum- mary of Gaps in Existing
Literature While existing literature covers broad
university-level portals and basic digital forms, there
is a notable gap in Integrated Workflow Management
specifically designed for  college-affiliated
hierarchies. Most current systems treat grievance
filing as a one-way commu- nication rather than a
multi-stage lifecycle involving: ¢ Role- Based Access
Control (RBAC): Ensuring that only specific
committee members see relevant data. « Automated
Escalation: Moving a complaint to a higher authority
(e.g., the Principal) if it remains unresolved for a set
period. « Comprehensive Audit Trails: Maintaining a
tamper-proof log of every action taken by
administrator[7]
V. EXISTING SYSTEM
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Existing grievance redressal mechanisms adopted by
ed- ucational institutions, banking organizations, and
other ser- vice sectors exhibit several operational
limitations. In many universities, such as the student
grievance mechanism prac- ticed at MIT University,
grievance handling is predominantly committee-
driven and relies on emails, Google Forms, or manual
communication methods. This approach results in the
absence of centralized online grievance submission
and real- time status tracking. Consequently, students
are often unable to monitor the progress of their
grievances, which reduces transparency and
accountability within the system.

Similarly, large-scale grievance systems such as the
grievance redressal framework of the State Bank of
India provide multiple channels for complaint
registration; however, they suffer from fragmented
workflows, complex escalation procedures, and
limited visibility of complaint status for end users [1].
Across most grievance portals currently available,
common challenges include delayed grievance
resolution, lack of role-based workflow management,
poor inter-departmental integration, and minimal user
feedback mechanisms.

Additionally, many existing systems do not maintain
a structured grievance lifecycle or a centralized
grievance repos- itory, making effective monitoring,
auditing, and performance evaluation difficult. These
limitations highlight the need for a unified, web-
based grievance redressal system that ensures
transparency, efficient tracking, and timely resolution
through structured and role-based processes.

V. PROPOSED SYSTEM

This paper proposes a structured, role-based College
Grievance Redressal Portal designed to transform
grievance handling from an informal process into a
transparent institu- tional framework. The proposed
system introduces a complete grievance lifecycle,
beginning with submission and concluding with
formal closure.

Grievances are submitted through authenticated
access and categorized based on predefined domains.
Each grievance is assigned a unique identifier,
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priority level, and timestamp to support systematic
processing  and  traceability. = Administrative
authorities validate and route grievances to relevant
depart- ments using predefined routing rules,
minimizing manual intervention and reducing delays.
To ensure accountability, the system records every
state transition and action performed during
grievance processing. An automated escalation
mechanism elevates grievances that exceed defined
resolution thresholds, preventing stagnation.

Real-time notifications via email and SMS provide
continuous feedback to students, reducing uncertainty
and the need for manual follow-ups.

Through centralized data management, role-based
access control, and automated communication, the
proposed system establishes a scalable and
accountable grievance redressal framework suitable
for higher educational institutions.

VL SYSTEM ARCHITECTURE

The system architecture of the proposed College
Grievance Redressal Portal is based on a modular
client-server ~model to ensure scalability,
maintainability, and security. The archi- tecture
consists of three primary layers: presentation layer,
application layer, and database layer.

A. Presentation Layer

The presentation layer provides the user interface for
stu- dents, administrators, and departmental
authorities. It is im- plemented using web
technologies such as HTML5, CSS3, and JavaScript
(or React.js for dynamic components). This layer
enables users to register, log in, submit grievances,
track grievance status, and view resolution updates.

B. Application Layer

The application layer handles the core business logic
of the system. It is developed using Node.js and
Express  framework, = which  manage  user
authentication, grievance processing, role- based
access control, grievance assignment, and escalation
workflows. This layer ensures secure communication
between users and the database while enforcing
system rules and validation.

C. Database Layer
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The database layer uses MongoDB, a NoSQL
database, to store user details, grievance records,
resolution logs, and audit trails. MongoDB provides
flexibility in handling unstructured grievance data
and supports scalability for large volumes of
complaints. The centralized database ensures
consistent data storage and efficient retrieval for
monitoring and reporting.
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Fig. 1. Architecture of the Proposed College
Grievance Redressal Portal

Figure 1 illustrates the overall system architecture,
high- lighting the interaction between users,
application server, and database components.

VIL METHODOLOGY

The proposed College Grievance Redressal Portal
follows a structured, role-based grievance processing
methodology designed to ensure transparency,
accountability, and timely resolution. The
methodology defines a complete grievance lifecycle
comprising submission, validation, assignment, reso-
lution, escalation, and closure.

The grievance process begins with authenticated
submis- sion, where students file complaints under
predefined cat- egories and optionally attach
supporting documents. Each grievance is assigned a
unique identifier, timestamp, and pri- ority level to
facilitate systematic processing and traceability.
Administrative  authorities perform an initial
validation and route grievances to appropriate
departments based on category and priority. This
controlled routing mechanism reduces manual
intervention and ensures efficient grievance
distribution.
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Departmental  authorities investigate  assigned
grievances and record resolution outcomes. All state
transitions and administrative actions are logged to
maintain a verifiable audit trail, supporting
institutional ~ accountability and post-resolution
analysis.

To prevent grievance stagnation, an escalation
mechanism monitors resolution timelines and
automatically elevates unre- solved grievances to
higher authorities. Real-time notification events are
triggered at critical stages such as submission, status
updates, escalation, and final resolution, ensuring
timely communication with stakeholders.

Role-Based Access Control governs all system
interactions, restricting data visibility and operations
according to institu- tional responsibilities. The
backend implementation utilizes a scalable web
application framework with a NoSQL database to
support flexible data storage and efficient grievance
lifecycle management.

VIIL RESULTS AND DISCUSSION

The system was evaluated through a pilot deployment
in a college environment. Compared to manual
grievance han- dling practices, the proposed system
demonstrated reduced resolution delays and
improved transparency through real- time tracking
and automated notifications. Students reported
greater confidence in grievance handling due to
continuous  status  visibility = and  prompt
acknowledgments.

From an administrative perspective, centralized
grievance management reduced follow-up inquiries
and improved mon- itoring efficiency. Escalation
alerts enabled faster interven- tion in delayed cases,
contributing to improved responsive- ness. These
findings indicate that structured workflows com-
bined with automated communication significantly
enhance grievance redressal effectiveness.

IX. CONCLUSION
This study proposed and evaluated a web-based

College Grievance Redressal Portal aimed at
overcoming the structural and operational limitations
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of conventional grievance handling practices in
higher educational institutions. By formalizing
grievance processing through a role-based workflow,
the sys- tem establishes a transparent and accountable
mechanism for managing complaints across academic
and administrative domains. The integration of
automated escalation controls en- sures that
unresolved grievances are systematically addressed,
reducing procedural delays and minimizing
dependence on manual follow-ups.

The integration of real-time communication through
email and SMS notifications enhances transparency
by ensuring continuous stakeholder awareness across
all stages of the grievance lifecycle. Findings from
the pilot deployment indi- cate improved grievance
traceability, reduced response delays, and more
efficient administrative coordination when compared
to traditional grievance handling practices.

These outcomes demonstrate the practical feasibility
of implementing scalable, digitally governed
grievance redres- sal frameworks within college
environments. Future research may extend this work
by incorporating analytical dashboards, data-driven
prioritization mechanisms, and trend-based policy
insights derived from grievance records, thereby
enabling informed decision-making and sustained
institutional improvement.
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