Three Tier Complaints Handling Mechanism” in DEB, UGC

The Commission in its 545™ meeting held on 19.12.2019 has approved the recommendation of
the DEB Working Group regarding THREE TIER Complaints Handling Mechanism in
Distance Education Bureau, UGC. Accordingly, henceforth the Complaints Handling
Mechanism will be as given below:

First tier - HEI Level

» Complaints shall be handled through an online complaint handling mechanism at the HEI
level.

» DEB portal shall automatically forward the complaints received to respective HEI and have a
tracking mechanism enabled in portal, for monitoring the disposal status of the complaints.

It is desired that Complaints received may be resolved at the earliest possible but should not
exceed two months from the date of receipt of the complaints.

Second tier — Regional Office Level

* If HEIs fails to address the complaint in stipulated period (two months), then the complainant
shall approach the concerned Regional Office of UGC. The complaint from the HEI portal will
also be automatically transferred to the concerned regional office of the UGC.

The concerned Regional Office shall intervene and take necessary action for redressal.

Third tier —- DEB, UGC Level
* In case of complaint not disposed/resolved in first and second tiers, DEB, UGC shall take

necessary action as per provisions of the UGC (ODL) and Online Regulations and its
amendments.

To visit the Student Complaints Handling Mechanism on DEB Portal please follow the following
link :

http://deb.ugc.ac.in/Student/Login
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