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Abstract - The 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 task of Administrator
executives can control all the activities in the system, for
creating issue using call registration, assign to service
engineer and check the service engineer’s performance. In
call registration it should be open and assigned to service
and engineer can update the call status to closed. This
System able to show the reports like department wise
pending closed calls, open calls, Daily call registration and
Engineer performance Report.
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1. INTRODUCTION

The main objective of this Complaint Management
system is to focus on the issues related to internal system.
Complaint Management system is a platform independent
application, so this web application can be accessed
anywhere in the system. This is also developed for
reduces the communication cost between the staffs and to
provide the efficient service to their staffs.

The system need to provide the services to the
user who is accessing this system from the collected
information and this system gathering Call Registration
about the issues to provide services. This system which
could enhance the day to day activities of the business with
efficiency and correctness. Once the call Registered by the
staff/user, it should be assigned to service engineers and
update the calls as quickly as possible. There are various
modules involved in the system.

2. OVERVIEW OF THE PROJECT

The system is Client-server application designed by
keeping in view the various activities that are performed at
internal complaint management system. Staffs need to

register their call registration regarding the issues faced
on day-to-day hardware and software issues in this system
and also register their clients.

This web service is designed to provide the
various services to the clients it uses the web server and
application server. Server receives the various requests
from the client and the server has to respond the client’s
request. This system’s front screen designed with the
ASP.NET, C#.NET, HTML and CSS. Application server uses
the both IIS 6.0 for the business process
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Figure 2 System architecture

3.1 MODULES DESCRIPTION
3.1.1 CALL REGISTRATION MODULE

User’s/Staff fully deals with call registration
details. User can able to register the call based on Issue
category and Issue sub category, also give his location,
email, phone Number and saved the details. Issue Status is
always open in this module.
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3.1.2 ASSIGN TO SERVICE ENGINEER MODULE 9.1.2. CALL REGISTRATION PAGE:
In this Module Admin/HDE user can edit the call EBE i Mo Svsrme

registration details and check the location and region,
finds the nearest location service engineer and assign the
engineer and status changed to assign to Service Engineer.

3.1.3 CALL UPDATE MODULE —

In this Module Service Engineer can able to see his BT [ N [ -
assigned calls and track the issues and update the call as
closed otherwise admin can change the service engineer in

this call. Status changed to closed. ot s
3.1.4 LISTING MODULE il
This module lists all the call registration details, it

contains call status and date of registration and if it is
assigned to service engineer then engineer name displayed
and edit the call registration and also update the status

from the list. Figure 4.1.2. Call Registration Page

4.1.3. CALL UPDATE PAGE:

4 .SCREEN SHOTS .
Call Assign to Service Engineer
Subject Issue v | Category Network
4.1.1. LOGIN PAGE
Depariment | CIVIL v Lab LAB24
Network issue
System Name 75 Issue Descrpiion
ssue Category  Network v Sub Category LAN Issue ¥
Login Details
= e
Usermame zcmin Response Time Resolution Time
Password fremreres
Signin MotileNo 9962621219 Email ID nfirugnanam@gmail.com
THE CENTRE -

0F
EXCELLENCE

Issue Status v Engineer Name

Call Update

Figure 4.1.3 Call Update Page

Figure 4.1.1 Login Page
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4.1.4. SEARCH PAGE:

Tek 000110333 Ml ifo Bhdms com i. il o GALL REGISTERED REPORI

4.1.6. CALL SUMMARY REPORT:

Home ‘ COMPLAINT REGISTRATION | SEARCH ‘ MISREPORTS v | LOGOUT &MMW

LAINT MANAGEMENT SYSTEM!
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Figure 4.1.4.Search Page | 032017 Prote  Montor

4.1.5. CALL STATUSWISE REPORT:

Gll Desc

Network e

Network ke

Network lssue

Network ssue

Network fve

systim not working propey
system not working propedy
srstem not working propedy
system not working propedy
systam not working propey
Printer not working
Moniter ot working
sytem ot working propery
Sysem not werking propedy
Sy not working propedy
Printer not working

system ot working propely
Monitor ot working
system ot working propedy
st ot warking properly
system not working properly
Printe not working
Monitar not working

‘gg88888%

Figure 49.1.6. Call Summary Report

. COMMAINT MANAGENENT SYSTEN

Assignto SE '

H

" MANAGEENT SR

U peowe IR el Iea ety Lo tame R0 fooloees G o
1) Network U Isoe  Network  nthingnanamogmuilcom o L
E W Issue
CVIL2 2D/0)/2017 Notwork — LANTwson  Network . thinsgnanamdgmll.com Rap  Assignto ation Report
i I 5
i Ullgoe  Netwerk  n I Sty s : :
l W o A thinignanamogmail.com Raj ::unlo - - {oatin kame Reginane. Gl S
17 Notwork  LAN Issio ‘l:l”m n.thinsgnanamOgmail.com Rapa ::“m Ui Nebwork o dhimgnanam@gnail.om Assign o SE
iste
1303[2017 Network  LAN Lssuo .l:.m-t nthinsgnanandgmail com Rapy s;fmnw e bt g PP P
2/03/2007 Printer  Moaltor  systemnot n.thirugnanamGgmal.com s Assigh to et
; working 5t Wi ewk nthingrarangnaan JsigntoSE
properly iste
12/03/2017 Printer  Monitor mﬂ n.thingnanamdgmail.com sundar sA!wnb WIse  Kebwokk  ntingnndgnalon Jsiontose
? propety =
2J0/2017 Priotes  onitor mﬂ nAhimgnanamogmal.com sundar ::umo U lssie ::ui nhinganamagna o Assign toSE
ey M s otingaandmelon o
64 20007 Mot ot Pt actabcm Aaignto o
Dothet  software  ndhimgnanamgnail om Open
Framenorisste ptele e
Figure 4.1.5. Call Statuswise Report Wit shee  ofingandmlon e
Framesvork ssue update issue
Dot let sftware . thirgnanamgniail.com Open
Frameworiste pide e
Dot fiet sftware  n.thirgnanamdgnail.com Open
Framenoriste ptdle e
Figure 4.1.7. Daily Call Status Report
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4.1.8. DEPARTMENTWISE/LABWISE REPORT

COMPLAINT MANAGEMENT SYSTEM

Department/Labwise Report

Department: CSE

Id  Rep.Date Gy e

CSE1 22/03/2017 Printer  Honitor
CSE2 22032017 Printer  Honitor

CSE3 22032017 Printer  Monitor

CSE4 22032017 Printer  Monitor

(SES 22032017 Hardware Printer

Issue  SubCategory Issue

vlab LB T Q6

Descipton EmaillD
systemnot n.thirugnanam@gmail.com CSE
working
properly
systemnot  n.thirugnanam@gmail.com CSE
working
properly
systemnat  n.thirugnanam@gmail.com CSE
voring

propery
Printer not abe@abc.com (SE
woring
Monitor not abe@abe.com CSE
wioring

Dept Name

Lab
Hame

LAB1

LAB-1

L3S

-1

System  Engineer Call

Name
13

13

3

5

lame
suresh

suresh

suresh

sundar

sundar

Status
Open

Open

Open

Figure4..1.8. Departmentwise/Labwise Report

4.1.9. ADMINISTRATOR WISE REPORT

COMPLAINT MANAGEMENT SYSTEM

Select Staf| Raja o)

Administratorwise Report

1d Reg. Date ::?tl;;ory i‘;gf:‘egow ID?;lc:iplion EmaillD Location Name m::" mi‘:eer

CIVIL-1 23/03/2017 Network  LAN Issue _Network n.thirugnanam@gmail.com Raja
issue

CIVIL-2 23/03/2017 Network  LAN Issue ‘Network n.thirugnanam@gmail.com Raja
issue

CIVIL-3 23/03/2017 Network  LAN Issue _Network n.thirugnanam@gmail.com Raja
issue

CIVIL-4 23/03/2017 Network  LAN Issue _Nelwork n.thirugnanam@gmail.com Raja
isste

CIVIL-5 23/03/2017 Network  LAN Issue _Netwnﬂ( n.thirugnanam@gmail.com Raja
isste

Figure 4.1.9. Administrator Wise Report
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4.1.10. MONTHLY WISE CALL REPORT

COMPLAINT MANAGEMENT SYSTEM

Select Month March v Select Year 2017 v Q60
Monthly Call Registration Report
Issue SubCategory  Issue 7 2 :

Reg. Date Ty Desciption EmailID Location Name Region Name Call Status

23/03/2017 Network  LAN Issue Network  n.thirugnanam@qmail.com Assign to SE
issue

23/03/2017 Network  LAN Issue Network  n.thirugnanam@gmail.com Assign to SE
issue

23/03/2017 Network AN Issue Network  n.thirugnanam@gmail.com Assign to SE
issue

23/03/2017 Network LN Issue Network  n.thirugnanam@gmail.com Assign to SE
isstie

23/03/2017 Network  LAN Issue Network  n.thirugnanam@gmail.com Assign to SE
issue

22/03/2017  Printer Monitor systemnot  n.thirugnanam@gmail.com Open
working
properly

22/03/2017  Printer Monitor system not  n.thirugnanam@gmail.com Closed
working
properly

22/03/2017  Printer Monitor systemnot  n.thirugnanam@gmail.com Open
working
properly

22/03/2017  Printer Monitor systemnot  n.thirugnanam@gmail.com Open
working

Figure 4.1.10. Monthly Wise Call Report

5. CONCLUSIONS

The system has the benefits of easy access
because it is be developed as a platform independent web
application, so the admin can maintain a proper contact
with their users, which may be access anywhere . All
communications  between  the client/user and
administrator has done through the online, so this
communication cost also be reduced.

6. FUTURE ENHANCEMENTS

This system is found tested and examined for its
successful processing. Future change in the environment
or processing can be easily adopted by having simple
change in coding. It is very user friendly, cost effective,
feature rich and it provides very high level of security. It
protects the unauthorized users. Moreover, the system
coding is so well designed that new operations can be
easily incorporated without much modification.A facility to
inform through SMS or Email on landing of the
consignment can be added in future.
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