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Forwarding

Dated: 11/11/2020
Guwahati
To,
The Hon’ble VC,
Krishna Kanta Handiqui State Open University,
Patgaon, Rani Gate,
Guwahati-17, Assam

Sub.: Submission of the Activity Report of Student Grievance Redressal Cell of
KKHSOU for the period of 1% October 2020 to 31* October 2020

Respected Sir,

With reference to the notification no. KKHSOU/REG/GEN/11/2009/209
dated on 14™ August 2020, I have the honour to submit the Activity Report of
‘Student Grievance Redressal Cell’ of KKHSOU for the period one month from 1%
October 2020 to 31% October 2020. I shall be highly obliged to you if you kindly
go through the activity report and give us advice, guide and support.

This is for your kind information and needful action.

Thanking you,

Yours faithfully

—

(Dr. Kashyap Mahanta)
In Charge
Student Grievance Redressal Cell

KKHSOU



Student Grievance Redressal Cell, KKHSOU

Staff in the Student Grievance Redressal Cell:

Assistant Registrar

Section Officer

Senior Assistant

Junior Assistant

Multi-Tasking Staff
Summary Report

Application:

Total number of Application Received (by post) A :
Total number of Application received (by hand) B :
: 355 (Exam)+292(Other)=647
: 639

: 8

: 29

: 29 (Within 5 days)

: NIL

Total number of Application Received (A+B)
Total number of Application Resolved

Total number of Application under Process
Total Grievances Received in gre@kkhsou.in
Total Grievances Resolved

Total Grievances Received From UGC
Emails & Phone Calls:

Total Number of Emails Received

Total Number of Emails Resolved

Total Number Phone Calls

Social Media:

Total Number of WhatsApp Chats (all included)
Total number of Face book Chats

Total number of Messenger Chats

(In Charge)

94 (Exam)+56 (Other)=150
261 (Exam)+236(Other)=497

1216
: 216
12176

1164
1197
: 86



Detailed Report

The all previous activity reports have been submitted successfully from the start of
the Student Grievance Redressal Cell. The functioning of the redressal of different
grievances of the students and general public under Student Grievance Redressal
Cell of KKHSOU has been started from publish of the notification vide no.
KKHSOU/REG/GEN/11/2009/209 dated on 14™ August 2020. The full team
dedicatedly concentrated on resolving all the grievances, complaints as well as all
kind of applications received from the students, guardians and general public. They
provided support through phone calls, emails, SMS and Social Medias like
Facebook, WhatsApp, Messenger etc. Up to date notifications relevant to the
examinations and new admissions are also uploaded in the Social Media time to

time.
Applications:

The front office team received all total 647 applications during this period (from 1*
October 2020 to 31* October 2020) out of which 150 numbers received by post
and 495 applications received by hand. 355 numbers of applications related to the
examinations whereas 292 numbers of applications related to the other than
examinations. Total 639 numbers of problems have been (from 1* October 2020 to
31" October 2020) resolved within stipulated time and informed to the concerns
through phone calls and SMS immediately (within 24 hours). 08 numbers of
applications is under process. Most of the ‘by hand’ applications were resolved

within 1-4 hours and handed over the results immediately to the concerned.

29 numbers of grievances have been received during this period in the dedicated
email grc@kkhsou.in. All grievances have been resolved within 5 days (from the

day of receipt) and accordingly informed to the concerned.



Detailed list of applications with application number, receipt date, purposes and

present status are attached in Annexure 1.
Emails & Phone Calls:

In the dedicated email id grc@kkhsou.in we received emails of different queries
out of which we selected 5 numbers of queries related to grievances, which are

resolved immediately along with the other queries. The email grc@kkhsou.in is

used from the 1% September 2020. Due to well publicity, it is informed to almost
all the coordinators of KKHSOU present in the Coordinators’ Meeting held on
05.10.2020 at the KKHSOU City Office, Khanapara, Resham Nagar, Guwahati-22.
Presently we have resolved the problems received to our official and personal
email ids from the learners, coordinators and other general public. Step by step we
are trying to shifting the emails related to different grievances, complaints and
suggestions from official/personal emails of all officers and others to the dedicated

email 1ds grc@kkhsou.in. Total number of 216 emails has been received from the

learners, coordinators and other general public during this period (from 1* October
2020 to 31* October 2020) out of which some were received from info@kkhsou.in
forwarded by the IT Cell, KKHSOU. All are resolved within stipulated time and

necessary relevant results/documents have been sent to the concerned.

Total number of 2176 phone calls made by the learners, coordinators and other
general public are received during this period (from 1% October 2020 to 31*
October 2020) and all queries are resolved as soon as possible. Most of the phone
calls are related to the results of the Open Book Examinations (OBE), Online
Examinations Apps, Online Examinations and Admission related. Screen shot of
the statistics and graphical representation of phone calls are attached in Annexure-

II.



Social Media:

Presently, we are providing support to the learners, coordinators and other general

public through the Social Media like WhatsApp, Facebook and Messenger.
WhatsApp:

All the departments have submitted the analysed data of the WhatsApp groups.
WhatsApp groups have been created to provide instant support and services to all
the learners of all courses. It will help to promote department wise cordial Student-
Student relationship and Student-Teacher relationship. Almost all the reports
which are processed with the dedicated ‘App’ are received by the Student
Grievance Redressal Cell from the departments in time. Almost all the departments
have submitted the detailed report of Chats along with Screen shots made with the
learners during this period (From 1% October 2020 to 31% October 2020). Total
number of 1164 Chats has been made by all during this period which (Screen

shots) are attached in Annexure II1.
Facebook:

On behalf of the Students Grievances Redressal Cell, KKHSOU; all Chats of the
Facebook presently are made through ‘Asstt Registrar’ and all questions asked by
the learners and other general public are replied immediately. Total number of 197
Chats has been made during this period (from 1% October 2020 to 31* October
2020).

Complaint Box:

To bring into the light of different sensitive issues, the Complaint Box has been
installed under the ‘Students Grievance Redressal Cell’ in the reception hall, so

that learners and general public can submit letters, suggestions and complaints



directly to the higher authority. The box is opened at an interval of time under the

direct supervision of the VC.

Messenger:
The questions asked by the learners and general public through Messenger have
been immediately replied. Total number of 86 Chats has been made during this

period (From 1% October 2020 to 31* October 2020).

Function of the Student Grievance Redressal Cell:

As per notification vide no. KKHSOU/REG/GEN/11/2009/209 dated on 14"
August 2020, the Student Grievance Redressal Cell, KKHSOU shall exercise the

following role and perform the following functions-

1. To receive all kind of grievances, complaints, suggestions and applications
from learners and general public through emails, telephone calls, SMS, Social
Media or by personal visit.

2. To redress all grievances, solve all problems, forward all suggestions to the
concerned persons with a responsive and accountable attitude (among all
stakeholders) within 5 working days and inform the status of the applications
to the concern within 24 hours from the resolve time.

3. The In-Charge of the Student Grievance Redressal Cell will submit a report on
the different activities of the Cell in every 15 days to the Hon’ble VC.

4. If any grievances not resolved within 5 working days, it must be brought to the

notice of the Hon’ble VC with reasons by the In-Charge of the Cell.

Functioning the Student Grievance Redressal Cell in a proper and efficient way,
we have to involve all the officers, faculty members and other employees of the

university.
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Annexure-I: Details of Applications received

Annexure-II: Screen shot of statistics/graphical presentation of Phone call records

Annexure-III: Screen shot of statistics/graphical presentation of WhatsApp Chat

records

Annexure-IV: Photographs of the Complaint Box, installed in the Reception Hall

Annexure-I: Details of Applications received (a part from the all)

17018782,17018783,17018

Enrollment number in

SL. Date of Posta.ge/ From whom received
No Receint Courier/ (Letter No.) Purpose Status
’ P By hand )
Application for BA
Purbanchal Jynpith Final /Consolidated M/S | Done, Dt.01-
1724 | 01-10-20 By hand Badaruz Zaman, 1ssue.& 3rd year 10-20, 3rd
En.no.15008391 Duplicate M/s issue sem. cons. &
o Challan submit 6th sem. M/S
Rs.200.00
. Application for
Speed ]i/l[lghgg(llrcaolgig}f, Correction of ABS M/S | Online Update,
1725 | 01-10-20 Iﬁ’ost o nff) 10002900, BA Istsem. 201920, | Dt. 05-10-20,
Mob‘no' 9101 07732 5 Attendance, topsheet no doc
o ' submit.
Gogamukh College, Albin .. Done, Dt.03-
1726 | 01-1020 | Speed g Vishal Henﬁ’m’ Fnﬁlljl/)él Citlollildt;r c]13 f/{/s 10-20, Cons.
Post En.no.14025205, is2u20201 6e & 6th sem.
Mob.n0.6900950850 ' M/S
Speed Sonari College, Regarding not Done, dt.06-
17271 01-10-20 Post En.no.15019317,16016751, | Reflecting of Learners 10-20

7




784,17018794,17018798,17

018813,17018815,1701881

8,17018831,17018832,1701

8836,17018850,17018852,1

7018854,17018859,170188

60,17018861,17018862,170
18877.

the list of online
Assignment Marks entry
sheet BA 6th sem.
Learners.

Sonari College,

Regarding Delay
Submission of
Admission Documents.

1728 | 01-10-20 S}{’(f:td En.no.17018782,17018784, | (Admission Challan ]13(;’1;% dt.06-
17018850,17018859 Xerox copy Submit
Original challan submit
En.no.17018784)
Morigaon College, Kamal Application for BA Done, dt.01-
1729 | 01-10-20 By hand Chetry, en.no.13022180, Final /Consolidated M/S | 10-20 6th &
Mob.n0.6362009591 issue 2016. Cons. M/S
1510, Manash Jyoti App 1]13cat11(011; forlBéA()ggd
2075 | 31/10/2020 | Byhand | Talukdar, En.no.18004313, ]Sae;llm aéhaue;‘;erox > | Under Process
Mob.no.8876481311 ] .
copy submit.
Application for
National College IT COI‘I‘CC.tiOI’.l of.Father
Kharupetia, Roushanara nathe T .t1Fle in Admt & Done, Dt.07-
2076 | 31/10/2020 | By hand ’ R/C (Original A/C ’
Begum, En.no.17003575, oo 11-20
mob.no.7002646550 | Suomiywith Fees
Rs.500.00 (Islsm to
islam) R/C issue.
Application for
correction of name in
National College IT title in Admt & R/C Done. Dt.07-
2077 | 31/10/2020 | By hand Kharupetia, Nurul Islam, | (Original A/C 1.2 0’ '
En.no.17003585,mob.no. | submit)with Fees
Rs.500.00(Tislum to

islam) R/C issue




Annexure-II: Screen shot of statistics/graphical presentation of Phone call

records

11:32 PM wee 0.81K/s © Lall 17 4G ¢ il (EE 82%

Statistics

Voice Calls Custom Date Range
Start Time :0Oct 01 12:30 AM End Time :0ct 31 11:32 PM

Number of Calls

Incoming Outgoing Missed Total

1258 918 2645 4821

Call Duration

Incoming Calls Outgoing Calls
24h20m 1s 8h 56m 10s

Voice Calls

1258Incomlng;l

Outgoing 018

= O <



Annexure-III: Screen shot of statistics/graphical presentation of some of the

WhatsApp Chat records

atsApp Chat with KKHSOU Study Centre

WhatsApp Chat with KKHSOU Study Centre

FROM | 01/10/2020 00:00
T0 31/10/2020 23:59

WhatsApp Chat with KKHSOU BCA 2018(5th sem)

FROM | 01/10/2020 00:00

TOTAL MESSAGES &= 758 T0 31/10/2020 23:59

TOTAL WORDS 10865

TOTAL LETTERS 48801 TOTAL MESSAGES | 130

TOTAL FILES 129 TOTAL WORDS 1781

TOTAL EMOJIS 22 TOTAL LETTERS 7643

TOTAL LINKS 13 TOTAL FILES 6
TOTAL EMOJIS 0
TOTAL LINKS 1

Messages per user

001 [ 79 : +91 70020 52713
ooz I 57 : Kashyap Mahanta

003 I 51 +91 95773 60891

004 [ 27 : Co New North Lakhimp

Messages per user

I 4 : sruti s bharali
I 26 : +91 70027 06361

005 [ 25 : +91 88220 87914 03 I 15 : Umanand Sharma BCA 2
006 [ :: : Binod Deka 04 N ©: +91 94357 23838

007 [ 21 : coordinator Rupahi c 05 I 8:+9187619 12081

008 [ 20 : Co Haji Anfor Ali Co 06 I 6:+9187249 01522

009 [ 19:CoTH B College 07 [ 3:+91 86382 69451
010 [ 18 : Controller Sir What' 08 M 3:+9173991 43754
011 [ 13 : Co Cinnamara College 09 | 2:+9187618 08627
012 [ 12:CoS PP College 10 M 2:Binod Deka Kkh
013 [ 171 : Co Gogamukh College 11 [l 2:+91 84866 07934
014 [ 17 : Birinchi Kr Bora 12 | 1:+91 84718 57677
015 [ 10 : Dean Study Centre Ma 13 JJ 1:+91 91018 52407
016 [l 10: Co N H College 14 || 1:+91 94357 19716
017 [ 10: Chaygaon College Coo 15 ] 1:+91 97062 73499
018 [l 10: Co Rukasen College 16 J§ 1: Dibojyoti Std Kkhsou

019 [ 10:+91 94357 67705
020 [ 9 : Co Hatsingimari Jr C
021 [ 8:Co R G Barua College
022 [ 8: Co Salbari College N
023 7 : Co Majuli College

Words per user

01

10



P

.1l 63% @ 11:23

Statistics

WhatsApp Chat with MA Pol Sc 2nd Sem 2020

WhatsApp Chat with KKHSOU BCOM 2019

FROM |1 01/10/2020 00:00

TO 31/10/2020 00:00

;g;:t 345;3265 ?223 FROM 01/10/2020 00:00

TOTAL LETTERS 7177 T0 31/10/2020 23:59

Ig;::: :nlngﬁis g; TOTAL MESSAGES | 57

TOTAL LINKS 1 TOTAL WORDS 659
TOTAL LETTERS 2663
TOTAL FILES 7

Messages per user TOTAL EMOJIS 5
TOTAL LINKS 1

o1 N 23 :+91 6002301876
02 I 16:+91 75788 87594

03 I 15 +91 88761 20731

04 N 14 :DrBipul Das

Messages per user

05 [N 14 :+91 98542 94031 01 I ¢ : Devajeet
06 [N O : +91 70865 26353 02 [ ¢ 01 70023 64585
07 [N 7:+9170027 71052 03 I 7 : +91 70868 63698

08 [ 7 +91 70028 82269
09 N 7 : +91 9435517775
10 I 6 : +9186387 49722
11 I 6 +9186384 57584
12 N 6 +91 96782 88598
13 [ 5:+97 6901 556 756
5:+91 84864 35606
15 [ 4:+91 97064 55152

16 [N 4:+91 60002 82766
4:491 99570 57736
149180118 04219
1491 84728 22007
149180112 79162
1491 99577 09566

1 491 88228 44331

3:19PM © A TT e

m Chat Stats

04 I 6 :+91 99574 23880
N 6 +91 94017 80171
I 4 +91 95082 16696
I 4 +91 70860 84507
B 2: +91 60004 19001

2:+91 70869 75976

I 2 +91 70023 15116

I 2 +91 74293 26330

1491 70027 48473

: Dipankar Malakar

+91 81348 62608

+01 99542 78421

149170023 69239

e

sApp Chat with KKHSOU MCOM 2019

Statistics

WhatsApp Chat with KKHSOU MCOM 2019

FROM [ 01/10/2020 00:00
T0 31/10/2020 23:59
TOTAL MESSAGES = 10
TOTAL WORDS 56
TOTAL LETTERS 248
TOTAL FILES 4

TOTAL EMOJIS
TOTAL LINKS

Messages per user

AwWN =

.
.

Words per user

1
0

I 5 : +91 70026 50151
I 3:+91 81350 53077

:+91 97306 99036

1 +91 97065 22166

1 Il 30:+91 97306 99036
2 13:+91 81350 53077

30 12 :+91 70026 50151

4 [ 1:+91 9706522166

1 139:+91 97306 99036
2 63:+91 70026 50151

3 46 +91 81350 53077

11



Annexure-IV: Photographs of the Complaint Box, installed in the Reception
Hall
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