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The policy of filing a complaint from
the PHEIs’ students to the MoHE

This service aims to give students of

private higher education institutions
another option to refer to other than their
institutions in case they have difficulties
and problems during their study period
after exhausting all the solutions available
within the institution. The Ministry of
Higher Education (MoHE), represented by
the Educational Services Department
(EDS) in the Directorate General of Private
Universities and Colleges (DGPUC), will
seek, in cooperation with the PHEIs, to find
appropriate solutions in a manner that
the

regulations governing the educational

does not contradict laws and

systems.

When a complaint can be filed in the
DGPUC, MoHE?

Please, make sure that you take the
following steps before filing a complaint
with the DGPUC, MoHE:
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1- Read the Student’s Guidebook:

You must be familiar with the roles
and regulations of your institution by
looking at the student guidebook provided
by your institution.

2- Bring the problem to the institution's
attention:

Many issues can be handled quickly
and informally once the institution is
aware of your concern. For more serious
problems, you must follow the
institution's formal grievance policy, first.
If you file a complaint before you have
pursued all internal options, we may ask
you to follow the right channels inside
your institution regarding the complaints.

3- Make sure that the complaint is
relevant to the terms of reference of
the DGPUC:

The DGPUC considers the
complaints from students of PHEIs based
on the regulations of the private higher
education sector and the regulations
adopted by these institutions (PHElIs).
Some issues related to the scholarships
like the postponement and extension
procedures, the Ministry's website offers
these services.
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How to file a complaint?

1- If you are unsure about whether you
should file a complaint

The students can contact the
Educational Services Department first to
discuss the complaint. The department’
staff can explain the complaint procedures
and inform the complainant whether the
DGPUC

department/ entity can address

directorate/
the

or any other

problem.

2- You must submit the complaint
electronically in order to address your
complaint.

Include as much detail as possible,
the
complaint, dates of incidents, names of

including the exact nature of
people at the institution that have been
involved, who you have worked with in
trying to resolve the complaint internally,

and copies of any written documentation.

We
students

can exempt handicapped

especially the blinds from
their

would appreciate it

online.
if the
complaint could also be done online

submitting complaints

However,
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The electronic service of students’
complaints is available on the MoHE

website: (see The Steps in Pages 7 to 10)

MoHE Website: www.mohe.gov.om
Click in Student E-services Icon

Click in Student log-in Icon

Enter ID number and Password

Select student request

Select Complaint

Enter the required information and
the details of the complaints and
attach the documents

Submit your Request

3- Attach any document

You can support your complaint by
attaching evidence related to the problem.
These documents will help all parties to
know more about the problem. Moreover,
you can attach the evidence that shows
that you followed the institution's formal
grievance policy.

How the complaint will be handled?

The Educational Services
Department (ESD) will take the following

steps when receiving a complaint:
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1- The department will review the

complaint and check its eligibility:

If we find the complaint illogical or
irrelevant, the department will response
directly.

2- We may contact you:

We may contact the students for
more clarification or to gather additional
information.

3- We will transfer the complaint to your
institution and receive the response
electronically:

The department will wait for the
response from your institution. The PHEIs
will be asked to respond in five working
days. When receiving the response, the
department will judge whether the PHEI
the case complies with the regulations and
requirements.

The ESD may
information from the institution or from
the the
institution's response to the complaint.

request more

students after receiving
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4- In some cases, some departments in the
MoHE are involved in the process of
investigating in the complaints:

These include the
Program Supervision Department, the GD of
DGPUC Office, The Undersecretary Office, the

Legal Department and the Minister Office.

departments

5- The right to follow up:

The student has the right to follow up
his/her complaint by contacting the ESD if
he/she does not receive a response within
seven working days from the date of
submission.

6- The department will respond to the
student:

The final response will be written to
the student. If the students are not satisfied
with the final
information or new details/evidence, they can

response or have extra

file a new complaint.
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# Universities Abroad
Higher Education Service Offices

A Visa Requirements by countries
PASSPORT
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Student User Manuals

For any technical clarifications on e-services, please email us at public.services®mohe.gov.om
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Student Login

/% e-Services
%’ Home () How to use the service

Download how to sign up to get your new password VIEW / DOWNLOAD

* ID Number
1D Number required

4 | rassword password

Please give ID Number without the beginning “0”

Forgot Password Do you have an MoHE Account?

* indicates required fields

For any technical clarifications on e-services. please email us at public.services@mohe.gov.om
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©How to use the service & 7% e-Senvices
-egout ey Home

= Click here to view/download the user manual

@View Profile @Edit Profile @Edit Bank Account @Edit Password @Previous Qualifications @View Files

Student e-services Institute e-services Staff e-services

@ Customer Service

Student Self-Service Requests

Student Self-Service Request History

* Request Type Select

Select
CHANGE Major
ba gy I

POSTPONE Study
To whom it may concem letter
Upload additional documents
Withdraw from Schelarship
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* Request Type Complaint

Provide Request Details

*indicates required fields
You have chosen complaint request

Request Details el iy
(Maximum 4000 (<= 4000 st =) =
* characters)

Attach Documents

Add Files

|
Select File to Upload Select File Type
S—
Submit Request ||




