Online Complaint Regsitration and Managament System
ABSTRACT
· Online Complaint Management System provides an online way of solving the problems faced by the public by saving time and eradicate corruption. 
· The objective of the complaints management system is to make complaints easier to coordinate, monitor, track and resolve, and to provide company with an effective tool to identify and target problem areas, monitor complaints handling performance and make business improvements.
·  Online Complaint Management is a management technique for assessing, analyzing and responding to customer complaints. Complaints management software is used to record resolve and respond to customer complaints, requests as well as facilitate any other feedback.

CHAPTER-1
INTRODUCTION
· An online complaint management system is an indispensable tool in modern society, especially in our increasingly digital world, where facilitating the resolution of user complaints is crucial for maintaining satisfaction replacing traditional offline complaint management.
·  Offline complaint management typically involves manual filing processes, which can be time consuming and prone to errors. Customers may face challenges in accessing the appropriate channels to file their complaints, resulting in delays and frustration.
·  Moreover, the lack of a centralized system for tracking and managing complaints can lead to inefficiencies and a lack of transparency in the complaint resolution process. In contrast, an Online Complaint Management System offers a modern and streamlined approach to managing customer complaints.
·  This system provides a user-friendly platform for customers to easily file their complaints online, eliminating the need for manual processes. Upon filing a complaint, an automatic receipt is generated, providing customers with a reference number for tracking the status of their complaint. 
· Additionally, the Online Complaint Management System features separate admin and user panels, allowing administrators to efficiently manage and track complaints, assign them to the relevant departments, and monitor resolution progress. 
· Users, on the other hand, can easily track the status of their complaints, receive updates, and communicate with the relevant authorities through the system. 



CHAPTER 2
2. SYSTEM ANALYSIS
2.1 EXISTING SYSTEM

· In existing systems, there is not a facility to send the notification to the client device once the complaint registered by the client is processed. So, the user has to check the application every time to get the status of the application. 
· But in our Application, once the app is installed on the user’s phone then and the unique token will be generated for the device and sent immediately to the web server.
·  Later when the request is processed this token id which is stored in the web server is used to send the cloud notification targeting the particular device. We can also send the image notification to the user, which includes the pictures attached by the user when he/she registers the complaint. 

2.1.1 DRAWBACKS OF EXISTING SYSTEM ARE 
· System Downtime: The system may experience technical failures, leading to downtime and hindering the registration of complaints.
· Digital Literacy: Not all individuals are comfortable using digital platforms, particularly older adults or those with limited technological skills, which can create barriers to submitting complaints online.
· Security Risks: Online systems can be vulnerable to hacking, leading to potential exposure of sensitive personal data if security measures are insufficient.
· Management Overload: An online system may lead to an overwhelming number of complaints, especially if it is easy for users to submit issues. Managing this high volume could strain resources.
· Difficulties in Complex Issues: For complex complaints, automated responses may not be sufficient, and users may feel that their issue isn't being addressed thoroughly.
2.2. PROPOSED SYSTEM
· The Complaint Interface empowers users to register complaints comprehensively. Officer Interface caters to organizational staff, assigning and resolving complaints while maintaining transparent communication with users.
·  The Registration Module ensures user data integrity and uniqueness essential for precise identification of the complaints raised by users. Subsequent to registration, the Login and Authentication system grants secure access to tailored interfaces. 
· In cases of forgotten passwords, a Password Recovery module provides a swift solution via email confirmation. Crucially, the Admin controls play a pivotal role in governing data flow, user access, and optimizing system functionality, enabling the generation of specific time tables based on user input criteria.
·  Together these interconnected modules aim to streamline complaint management, fostering a seamless and efficient experience for both users and organizational personnel. 

2.2.1. ADVANTAGES OF PROPOSED SYSTEM
· 24/7 Availability: Users can submit complaints at any time of the day, regardless of business hours, making it convenient for people in different time zones or with tight schedules.
· Real-Time Updates: Users can track the status of their complaints in real time, allowing for better transparency and visibility of the complaint’s progress.
· Easy Data Storage: Complaints and related data can be stored in a centralized database, making it easy to access, organize, and analyze complaints.
· Clear Process: Users can see the entire process of complaint resolution, which enhances trust in the system and ensures accountability.
· Reduced Operational Costs: The system reduces the need for manual paperwork, phone calls, and in-person visits to file complaints, leading to savings in administrative costs.



2.3 FEASIBILITY STUDY
The feasibility Analysis is an analytical program through project manager determines the project success ratio and through feasibility study project manager able to see either project. The key considerations involved in the feasibility analysis are:
· Economic Feasibility
· Technical Feasibility
· Operational Feasibility
· Environmental Feasibility
2.3.1 ECONOMICAL FEASIBILITY
Hence this project is economically feasible there is no need to involve any cost for this project. 
2.3.2 TECHNICAL FEASIBILITY
Software Technologies used are PHP and MySql. In the educational institutions, it is possible to update the system in future. No special hardware is required for the purpose of using this system. Hence it is declared that this project is technically feasible.
2.3.3 OPERATIONAL FEASIBILITY
As the admin work mainly to maintain the Patient and Doctor .Doctor will predict patient cancer disease. Hence it is easy to operate with training. Therefore it is operationally feasible for implementation.




2.3.4 ENVIRONMENTAL FEASIBILITY
This project environment is correct as a admin has developed this system and no expenditure is involved under any head and this process is part of admin document management, this project environment is accessible.   


2.4 SYSTEM REQUIREMENTS
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse	: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard

2.4.1 HARDWARE REQUIREMENTS
             The Hardware of the computer consists of physical component such as Input Devices, Storage Devices, Processing & Control units and Output Devices.  Computer includes external storage unit to store data in programs.
           The Hardware Configuration involved in this project
· System	:  Pentium IV 2.4 GHz.
· Hard Disk	: 40 GB.
· Monitor	: 15 inch VGA Color.
· Mouse 		: Logitech Mouse.
· Ram		: 512 MB
· Keyboard	: Standard Keyboard

2.4.2 SOFTWARE REQUIREMENTS 
 	Software is a group of programs that computers need to do a particular task.  It is an essential requirement of Computer System. The Software used to develop the project is
· Operating System	: Windows XP.
· Platform		: DOT NET TECHNOLOGY
· Front End		: ASP.Net 3.5
· Back End		: SQL SERVER 2005










2.5 MODULE DESCRIPTION
· Complaint Registration Module
· Complaint Tracking and Management Module
· Complaint Assignment and Routing Module
· Customer Support/Response Module

Complaint Registration Module
· User Input: Allows users to register complaints by filling out a form with necessary details such as the nature of the complaint, description, contact information, etc.
· Attachment Upload: Users can attach relevant files (photos, documents, etc.) to support their complaint.
· Categories & Subcategories: Users can choose a category (e.g., customer service, technical issue, product defect) to ensure their complaint is routed to the correct department.

Complaint Tracking and Management Module
· Status Updates: Provides real-time tracking of complaint status (e.g., submitted, under review, in progress, resolved).
· Notifications: Automatically sends updates and notifications to users when the status of their complaint changes, such as when it’s acknowledged or resolved.
· Resolution History: Stores the history of actions taken on the complaint for accountability and transparency.
· Priority Settings: Allows complaints to be prioritized based on severity, urgency, or customer profile.


Complaint Assignment and Routing Module
· Automatic Routing: Automatically assigns complaints to the appropriate department, team, or individual based on predefined rules (e.g., category, region, priority).
· Manual Assignment: Allows administrators or managers to manually assign complaints if needed.
· Workload Balancing: Ensures an even distribution of complaints across available staff members.
Customer Support/Response Module
· Direct Communication: Provides a platform for customer service representatives or support staff to communicate with the complainant for clarifications or additional information.
· Response Templates: Offers predefined response templates for frequently asked questions or common complaints, ensuring consistent communication.
· Escalation Management: Enables the escalation of unresolved or urgent complaints to higher management or specialized departments.




CHAPTER 4
TESTING AND IMPLEMENTATION

0. TESTING
 Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one.

 4.1.1Unit Testing
	Unit testing comprises the set of tests performed by an individual programmer prior to integration of the unit into a larger system. The module interface is tested to ensure that information properly flows into and out of the program unit. The local data structure is examined to ensure that data stored temporarily maintains its integrity during all steps in an algorithm’s execution. Boundary conditions are tested to ensure that the module operates properly at boundaries established to limit or restrict processing. All independent paths through the control structure are tested. All error-handling paths are tested.

4.1.2 Block Box Testing
Black-box testing is a method of software testing that examines the functionality of an application without peering into its internal structures or workings. This method of test can be applied virtually to every level of software testing: unit, integration, system and acceptance. It is sometimes referred to as specification-based testing.




4.2 SYSTEM IMPLEMENTATION
Implementation is the stage of the project when the theoretical design is turned into a working system. This is the final and important phase in the system life cycle It is actually the process of converting the new system into a operational one. 


















CHAPTER 5
CONCLUSION 
CONCLUSION
· In conclusion, the Online Complaint Management System (OCMS) is an important solution in today’s business landscape, answering the critical requirement for rapid and transparent grievance resolution. 
· By expediting the complaint management process, OCMS promotes customer happiness, trust, and brand image. The system’s comprehensive reporting and analytics features enable enterprises to make data-driven decisions while continuously improving their offerings.
·  Looking ahead, the future of OCMS seems exciting, with chances to integrate sophisticated technologies such as AI, chatbots, and predictive analytics, making it even more nimble and responsive to consumer needs. 
· OCMS not only demonstrates a dedication to customer-centric operations, but it also emphasizes the necessity of technology-driven efficiency in the modern corporate world. It is, without a doubt, a valuable asset for organizations aiming to excel in delivering exceptional customer service and fostering enduring citizen relationships.

