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Abstract: This paper aims  Complaint Management system is web based application and it is designed to keep 
track of complaints registered by the college department/lab staffs, so this system need to have distributed 
platform independent web application. The objective of the complaints management system is to make 
complaints easier to coordinate, monitor, track and resolve, and to provide an effective tool to identify and target 
the problem. The main purpose of this project is to help the people to solve the problem in online without going 
to the officer regularly until the problem is solved by using ASP.NET. By this system they can save their time. 
He can get his problem solved by posting his problem in this proposed system and he can suggest a possible 
solution to the problems posted on the system  

Index terms: monitor, status, ASP.NET, complaints. 

I. INTRODUCTION  

In Online Complaint Management System for 
colleges is a digital platform aimed at improving 
grievance handling within educational institutions. 
It provides students, faculty, and staff with an 
efficient and transparent mechanism to submit and 
track complaints related to academic, 
administrative, or campus life matters. Motivated by 
the need for streamlined communication and timely 
resolution, this system enhances the overall college 
experience. Its scope includes addressing concerns 
such as faculty-student interactions, facilities, and 
administrative processes. By implementing this 
system, colleges can foster a positive learning 
environment, ensuring that complaints are promptly 
addressed to enhance satisfaction and engagement    

II. LITERATURE SURVEY   

Smith and Johnson (2018) delve into the intricate 
design and implementation aspects of such systems, 
providing valuable insights into their architecture 
and functionality. Through a meticulous 
examination of system performance and user 
feedback, the authors offer practical guidelines for 
optimizing system effectiveness.  

Patel and Gupta (2019) further contribute to this 
discourse by conducting a comprehensive review of 
existing complaint management systems. Their 

analysis uncovers common challenges faced by 
these systems, including scalability issues, data 
security concerns, and difficulties in maintaining 
user engagement. By synthesizing findings from 
various studies, Patel and Gupta not only identify 
key shortcomings but also propose innovative 
solutions and future research directions to address 
these issues. 

 Khan and Rahman (2020) explore the integration of 
artificial intelligence (AI) techniques into online 
complaint management systems. Leveraging AI, 
such as natural language processing and machine 
learning algorithms, holds immense potential to 
automate complaint processing, improve response 
times, and enhance overall system efficiency. 
Through case studies and experimental analyses, 
Khan and Rahman demonstrate the feasibility and 
effectiveness of AI-driven approaches in 
streamlining complaint resolution processes. This 
integration not only alleviates the burden on human 
operators but also enhances the accuracy and 
consistency of responses, thereby bolstering 
customer satisfaction levels. 
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 Lee and Park (2021) advocate for a user-centric design 
approach to online complaint management systems. 
Recognizing the pivotal role of human-computer 
interaction (HCI) principles, they emphasize the 
importance of designing intuitive and user-friendly 
interfaces. By understanding user needs, preferences, 
and behaviors, designers can create systems that not only 
facilitate complaint submission but also empower users 
with greater control and transparency throughout the 
resolution process.   

 

III. EXISTING SYSTEM 

 

The online complaint management system consists 
of several interconnected components to facilitate 
efficient handling of complaints. At its core is a web-
based interface accessible to users for submitting 
complaints, viewing their status, and receiving 
updates. A database system stores complaint details, 
user information, and interactions. A notification 
system alerts administrators and users about the 
progress of complaints via email or SMS. An 
administrative dashboard provides tools for 
managing complaints, assigning them to relevant 
personnel, and generating reports for analysis. 
Integration with customer relationship management 
(CRM) software ensures seamless tracking and 
resolution of complaints. Security measures such as 
encryption and access controls safeguard sensitive 
data. Additionally, the system may include features 
for feedback collection and analysis to improve 
service quality. Overall, this architecture ensures a 
user-friendly, secure, and efficient process for 
managing complaints in an online environment. 

IV. SYSTEM DESIGN 
 

1. Class Diagram 

       The class diagram comprises essential classes and         
their relationships to depict the system's structure. Key 
classes include 'User,' 'Complaint,' and 'Admin,' 
connected through associations for complaint 
submission and resolution. Inheritance is utilized for 
specialized user roles, such as 'Customer' and 'Staff.' 
Aggregation links 'Complaint' with 'Attachment' for 
supporting documents. Methods like 'submit 
Complaint()' and 'resolve Complaint()' encapsulate 
functionality. The diagram ensures a clear representation 
of user interactions and system components, facilitating 
efficient complaint handling and resolution.  

        

 

Figure 1: Use Case Diagram 

 
 

2. System Architecture  

   The System Architecture online complaint  
management   system consists of several 
interconnected components to facilitate efficient 
handling of complaints. At its core is a web-based 
interface accessible to users for submitting complaints, 
viewing their status, and receiving updates. A database 
system stores complaint details, user information, and 
interactions. A notification system alerts administrators 
and users about the progress of complaints via email or 
SMS. An administrative dashboard provides tools for 
managing complaints, assigning them to relevant 
personnel, and generating reports for analysis. 
Integration with) software ensures seamless tracking 
and resolution of complaints. Security measures such 
as encryption and access controls safeguard sensitive 
data. Additionally, the system may include features for 
feedback  for the collection and analysis to improve 
service quality. Overall, this architecture ensures a 
user-friendly, secure, and efficient process for 
managing complaints in an online environment 

 

 
 

Figure : System Architecture 
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V. METHODOLOGY 
 

1. Requirement Gathering: Gather requirements 
from stakeholders to understand the needs and 
expectations for the complaint management 
system 

2. System Design: Design the architecture, 
database schema, and user interface based on 
the gathered requirements. 

3. Development: Develop the system components 
according to the design specifications, ensuring 
functionality and usability. 

4. Testing: Conduct thorough testing to ensure the 
system works as intended, including 
functionality, performance, and security testing. 

5. Deployment and Maintenance: Deploy the 
system to production environments and provide 
ongoing maintenance and support to address 
any issues and ensure continuous operation. 

          RESULTS 

1. Student Side Operations:  

1.Student Registration 

               

               2.Student Profile 

            

                    3.Register Complaint 

 

                    4.Student Registered Complaints 

 

                 5.User Login 
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2.Admin Side Operations 

          1.Admin Login  

          

         2.Admin Profile 

           

          3.Adding Branch  

            

 

 

 

 

 

             4.Adding New Staff 

                

               3.Data Base 

                

               Admin DataBase 
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VI. CONCLUSION 

In closing, our implementation of an online complaint 
management system for a college enhances efficiency in 
addressing student grievances. By providing a 
centralized platform, it streamlines complaint 
submission, tracking, and resolution processes. Through 
data analysis, trends and areas for improvement can be 
identified, fostering a proactive approach to addressing 
systemic issues. User feedback ensures the system 
remains user-friendly and effective. Compliance with 
regulations ensures data privacy and confidentiality. 
Continuous improvement is crucial for adapting to 
evolving needs. Overall, the system promotes 
transparency, accountability, and student satisfaction, 
ultimately contributing to a positive college experience.   
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