Standard Operating Procedure (SOP)

Communication Norms and Student Support Mechanisms

This SOP details communication norms and student support mechanisms, including guidelines for effective
communication between staff and students, protocols for addressing student concerns, counseling services, academic
advising, peer support programs, and the use of technology to facilitate communication. The objective is to create a
supportive and inclusive educational environment that promotes student well-being, engagement, and academic success
by fostering open dialogue and providing comprehensive support resources.

1. Scope

This SOP applies to all faculty, staff, and students engaged in academic and co-curricular activities within the institution.

2. Communication Norms

¢ Respect and Professionalism: All communication must be respectful, inclusive, and professional.

¢ Open Channels: Faculty and staff should maintain open-door hours and respond to student inquiries within 2
business days.

e Transparency: Important information should be communicated proactively through approved institutional channels
(email, learning management systems, official notice boards).

¢ Confidentiality: Sensitive matters discussed with students must be kept confidential, except where disclosure is
required by law or institutional policy.

3. Protocols for Addressing Student Concerns

e Students should first approach the relevant staff member regarding academic or personal concerns.

¢ [f unresolved, concerns should be escalated to the program coordinator or student affairs office using formal
grievance forms.

¢ All complaints will be acknowledged within 2 business days and resolved within 10 business days whenever
possible.

4. Counseling and Psychological Support
e Confidential counseling services are available to all students through the campus counseling center.

¢ Information on scheduling and accessing services is available on the institutional website and student handbook.
e Emergency support is accessible via a 24/7 helpline for critical situations.

5. Academic Advising
e Each student is assigned an academic advisor at the beginning of the academic year.

e Advisors meet with students at least once per semester to review academic progress and discuss concerns.
e Additional drop-in hours are available during peak registration and examination periods.

6. Peer Support Programs
e Peer mentoring programs match new students with experienced upper-class students for academic and social

support.
e Regular peer-led workshops on study skills, time management, and wellness are organized each term.

7. Use of Technology for Communication and Support
e Official communication will be via institutional email and learning management systems.

e Virtual office hours and appointments are available through video conferencing platforms.
¢ Anonline portal is provided for anonymous feedback and reporting of concerns.

8. Roles and Responsibilities

¢ Faculty & Staff: Model effective communication, provide prompt responses, and direct students to relevant support
resources.



e Students: Communicate needs respectfully, participate in offered programs, and seek help proactively.

o Student Affairs: Oversee implementation of support mechanisms and review feedback for continuous
improvement.

9. Continuous Review

Student support mechanisms and communication norms will be reviewed annually based on feedback from students and
staff to ensure ongoing improvement and relevance.

10. References

¢ |Institutional Handbook and Code of Conduct
e Student Affairs and Counseling Center Guidelines
e [T and Data Privacy Policies
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