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ABSTRACT 

In the purpose of the City Complaint Management System is to simplify the handling of 

citizen complaints in city areas through a web-based application. The main goal is to 

improve the effective s and openness of city management by allowing residents to easily 

report issues and follow up on their solution. This system enables citizens to communicate 

directly with municipal authorities, guaranteeing that problems with public services like 

road repairs, waste management, and infrastructure maintenance are dealt with quickly. 

The main features of the system consist of submitting complaints, checking registered 

complaints, managing profiles, and handling complaints by municipal employees. People 

have the ability to set up and oversee their profiles, lodge grievances, and monitor their 

progress instantaneously. Administrators can allocate, oversee, and address complaints, 

making sure the complaint process is clear and accessible to all parties involved. The 

system sends automated notifications to keep users updated on any changes to their 

complaints. Automating the process of managing complaints reduces delays in resolving 

complaints and enhances accountability within city departments. The real-time monitoring 

and reporting tools give citizens the ability to engage actively in governance processes. 

The city has experienced enhanced delivery of public services, quicker addressing of 

citizen complaints, and improved allocation of resources within municipal departments due 

to the system. Consequently, the City Complaint Management System enhances trust 

between citizens and the city administration, encouraging civic participation and 

government openness. 

Keywords: Purpose, Goal, Feature, Benefit;
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CHAPTER 1 

INTRODUCTION 

 
1.1 Overview 

 

Local governments face significant challenges when it comes to managing complaints 

from citizens in urban areas. As cities expand, the quantity of problems raised by 

residents, including damaged infrastructure and garbage disposal, rises. Normally, 

numerous local governments depend on manual methods like phone hotlines, paper 

forms, or email submissions to gather and handle these grievances. These approaches 

frequently show inefficiency, are susceptible to poor handling, and lack transparency, 

leading to extended delays in resolving complaints. Residents often do not receive 

updates on the progress of their complaints, causing dissatisfaction and eroding 

confidence in local government. The need for more efficient, automated systems is 

underscored by the complexity of urban environments and the growing demand for 

quick resolutions. The City Complaint Management System, a digital tool, tackles these 

issues by offering a platform for submitting, tracking, and managing complaints 

smoothly. This system enhances both response times and transparency in handling 

complaints, providing citizens with increased insight into the resolution process. By 

using digital records, city employees can better manage complaints, assigning priority 

and resolving them efficiently to improve public service delivery. 

1.2 Problem Statement 

Citizens’ complaints are a major problem for urban administrations, their effective 

handling is always a question. Emails, face-to-face visits, phone and paper-based 

methods differ from using a software-based and system that always results to 

drawbacks and time-wasting. These mechanisms create low levels of accountability, 

uncoordinated resource mobilization, and low public satisfaction. To enhance the 

emphasis on the need to have a good solution that addresses the challenges below, the 

following are described in detail. 

Inefficient Communication Channels: The public can rarely complain because it 

lacks effective and easy ways to communicate with the authorities. Many complaints 

that are reported through a phone call or a physical visit are often vague, misunderstood 
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or disappear into the blue. Currently, there is no maternal database for the consolidation 

of the many sources of complaint such as via email, social media, or submissions. 

Delays in Complaint Resolution: Another problem the comptroller of Alaska 

described was delays in complaint resolution. Complaints are often delayed because of 

inefficient manual handling and the lack of communication within the bureaucracy of 

different municipalities. Follow-up of the status of a complaint remains difficult for 

citizens and administrators alike. One way that extends the time taken to handle 

complaints is through mismanagement of the complaint handling process in 

prioritization (for example prioritizing trivial complaints over those that are more 

severe). 

Absence of Openness and Compliance with the Law: There is a section of citizens 

who think their complaints were never handled or resolved because they receive no 

update on the same. City staff and many branches do not bear responsibility because 

there are no sign organizers to measure their productivity. Absence of feedback 

mechanism means that authorities cannot assess the efficiency of their services. 

Lack of commitment the necessary resources: Without the use of data, Manpower, 

equipment, and even the budget is regulated in a more inefficient manner. Important 

and frequently problems areas such as custody of waste, conservation of roads, etc. are 

abandoned for what is of less importance. The lack of geospatial data denies an ability 

to effectively allocate more manpower and resources to high-concentrated areas. 

Absence of Real-Time Monitoring and Reporting: A notable finding is that use of 

the social media application in providing patient care recommendations does not entail 

real-time monitoring of the patient and actual reporting of physical signs and symptoms. 

Currently, there is no timely display of activities going on in the city problems which 

affect the evaluation of issues by city official. The lack of data-based formats such as, 

dashboards or reports means that decision makers are not aware of trends or continuous 

issues. Thus, without authorities’ inaccurate predictive information to inform them, 

many municipal administrations are more escalated and less preventive in their 

operations. 
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Poor Citizen Engagement: Unfortunately, due to citizens’ exclusion in the decision-

making processes, they hardly seem to engage with matters affecting their 

municipalities. The popular arguing is that citizens’ feedback is not collected in order 

to be analyzed in an attempt to improve the given services. Lack of participation slows 

down the increase in trust between the citizens and the administration hence slowing 

down organizational culture for participation. 

Challenges on how to Manage Large Numbers of Complaints: It reveals that in large 

city, due to large number of complained cases, traditional approach fails. This is the 

situation where systems cannot expand in capacity to accommodate higher usage 

especially during crisis or seasonal problems. 

People get frustrated and stop having hope of getting an audience with the 

administration. Municipal departments are unable to handle work demands and to 

address concerns appropriately. Which when carried out ineffectively leads to wastage 

of resources and poor outcome as the response is also planned ineffectively. The page 

provides a summary of some of the findings on the reasons why people do not 

participate in governance processes, which include poor accountability. 

1.3 Motivation and Objectives 

The goal of the City Complaint Management System is to offer a computerized, user-

friendly system for handling citizen complaints, with the ultimate aim of boosting the 

effectiveness of municipal services. The main goals of the project include: 

Automation of the Complaint Process: Implementing an internet-based system for 

citizens to electronically submit, monitor, and handle complaints, replacing traditional 

manual procedures. 

Improved User Experience: Developing a user-friendly interface for easy complaint 

filing and profile management. Efficiently manage complaints to enhance service 

delivery by simplifying administration tasks such as assigning, tracking, and resolving 

issues. 

Transparency and Accountability: Guaranteeing that complaints are addressed 

promptly and openly by offering up-to-date progress reports to both citizens and 

officials. 

Using data to make decisions: Collecting data on complaint patterns, department 
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effectiveness, and delays in services to help city officials allocate resources efficiently 

and enhance city management as a whole. 

The goals aim to develop a contemporary, flexible, and effective system to enhance the 

connection between residents and city services, leading to increased public contentment 

and faith. 

1.4 Expected Outcomes 

The introduction of the City Complaint Management System is projected to result in 

various important outcomes, advantageous for both residents and local government 

agencies. These results encompass enhancements in effectiveness, openness, and the 

delivery of public services. 

The entire complaint-handling process will be automated by the system, decreasing the 

time and effort needed for manual data entry, the complaint tracking, and the follow-

ups. City employees can assign and monitor complaints more effectively, enabling 

them to concentrate on solving problems instead of handling paperwork. Residents will 

see advantages from quicker response times and prompt resolution of their concerns. 

The key feature will be the enhanced visibility in the way complaints are handled. 

People will have the opportunity to monitor the status of their grievances in real-time, 

guaranteeing that they are continuously updated throughout the process. The city 

employees will be responsible for resolving complaints in designated time periods, 

improving the management of public services by being more accountable and efficient. 

The system will also offer a digital record of all activities conducted, facilitating the 

auditing and reviewing of complaint histories. 

The citizens frequently experience frustration due to the insufficient communication of 

transparency within conventional complaint handling systems. The City Complaint 

Management System will be enhancing   citizen experience through a user-friendly 

interface, automated notifications, and the real-time tracking. The Users will be more 

actively involved in the governing process by being able to conveniently monitor the 

progress of their complaints and receive timely updates. The enhanced engagement will 

be result in grow levels of citizen contentment and confidence in the municipality's 

public offerings. 

1.5 Project Management and Finance 
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 The City Complaint Management System's performance depends heavily on sound 

financial planning and project management. Effective supervision guarantees that the 

project is completed on schedule, within budget, and up to the quality standards of all 

involved parties; financial analysis guarantees that the project is economical and adds 

value to the city. 

Project Management: Define the goal of the system, such as enabling residents to file 

and track complaints and enhancing civic management efficiency. 

List the important parties involved, such as the local government, IT departments, 

system administrators, residents, and outside contractors. 

Analyze if the system can be developed within the specified parameters (budget, time, 

and technology). 

A formal document outlining the objectives, scope, key players, and high-level hazards 

of the project. 

Financial Analysis: Include the price paid to designers, project managers, and software 

developers who worked on creating the system. 

Purchasing servers, database management systems, and cloud computing services to 

host the application. 

Expenses related to any third-party platforms or software utilized in the development 

process. 

The price of educating city employees to operate the new system. 

Marketing and Awareness: Costs for promoting the system to the public to ensure 

citizen engagement. 

1.6 Report Layout 

The purpose of this paper is to provide a detailed summary of the city complaint 

management system project's development process and outcomes. The layout is 

intended to promote easy browsing and comprehension of the many areas discussed. 

Below is a quick synopsis of each chapter and its content. 

Chapter 1 introduces the project's objectives, motivation, projected outcomes, and an 

outline of project administration and finance.  Chapter 2 conducts background research 

on the project, including terminology, previous work, comparative analysis, problem 

scope, and challenges. Chapter 3 explores requirement collecting and analysis, business 
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procedure modeling, use case description, logic data model, and design specifications. 

Chapter 4 describes website design, including front-end and back-end, interaction, UX, 

and execution. Chapter 5 covers database implementation, front-end design, testing 

processes, and test results/reports. Chapter 6 explores the project's societal and 

environmental impact, ethical considerations, and sustainability strategy. Chapter 7 

discusses project findings, insights, and recommendations for future development and 

enhancements. References structured arrangement allows readers to easily traverse the 

report and comprehend the project's development process, outcomes, and potential 

consequences. Each chapter is meticulously organized to deliver pertinent information 

in a sensible manner. 
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CHAPTER 2 

LITERATURE REVIEW 
 

2.1 Introduction 

City complaint management systems are essential for urban governance as they enable 

citizens to raise concerns about infrastructure, public services, sanitation, law 

enforcement, and other issues. Numerous cities around the globe have implemented 

digital tools to manage the increasing number of complaints from residents allow 

citizens to report complaints, monitor their progress, and get updates on solutions. The 

research shows that current systems lay the groundwork for handling city complaints, 

but they do not always prioritize user-oriented functions, streamlined administrative 

processes, and live monitoring. By incorporating modern technologies like React.js, 

Node.js, and MySQL, along with following urban governance theories and principles 

of public participation, a system can be developed that fills these gaps by promoting 

transparency, accountability, and efficiency. The goal of the City Complaint 

Management System is to address these shortcomings with a platform that is scalable, 

secure, and easy to use. It not only allows for complaints to be submitted easily, but 

also enables citizens and administrators to work together to improve urban living 

conditions. Multiple advanced web technologies, frameworks, and databases are 

utilized in constructing a modern and efficient City Complaint Management System. 

Here is a summary of the pertinent technologies. 

2.2 Related Works 

The City Complaint Management System is developed on the basis of existing 

frameworks and systems of Bangladesh that are working to address the complains of 

citizens and enhance service delivery. Below is an extended list of related works, 

including their scope, benefits, and areas for improvement: 

• Service Line by Dhaka North City Corporation (DNCC): DNCC launched 

a complaint line with which people could report problems including garbage 

collection, constructions on the sidewalks, damaged streetlights etc. As with 
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other call-based complaints, it does not offer digital means of real-time tracking, 

let alone automation. 

• MyGov App (Government of Bangladesh): MyGov is an application for all 

citizens of the country to report their complaints regarding any service delivered 

by the Government. But it is not focused towards city level or the municipal 

services since they require solution focused on them rather on a state. 

• RAJUK Online Building Permit System: RAJUK The system of building 

permits to simplify them and get rid of excessive paperwork. Although it is 

targeted at construction permits it hints about the possibilities of e-governance 

but does not include complain against building code violations by the citizen. 

• Chattogram City Corporation’s Garbage Management Initiative: A 

garbage collection vehicle tracking system designed for localized management 

of waste collection. While it enhances the effectiveness of waste collection it 

does not offer options for citizens to register complaints on missed or delayed 

services. 

• Union Parishad Web Portals: Local councils use websites to upload 

information and where they let people upload complaints. However, such 

portals do not possess various features like real time tracking or auto generated 

responses, which are compulsory for urban complaints. 

• Dhaka South City Corporation (DSCC) Waste Management App: Thus, 

DSCC introduced an application for waste collection and cleaning timetable to 

handle complaints. Though, it focuses on one particular domain yet it lacks 

general application and therefore can solve a range of municipal problems in 

this regard, it cannot attend to road repairs or even the matter of unauthorized 

construction. 

• Bangladesh Road Transport Authority (BRTA) Complaint System: BRTA 

enables citizens to make complaints such as on unfit vehicles and corrupt 

practices in licensing centers. It is target specific and does not encompass the 

more general complaints on a municipal level. 

• Digital Bangladesh Vision 2021 Initiatives: In line with the Digital 

Bangladesh program several grievance redressal agencies were established but 

the problems are compounded with vertical compartmentalization of these 
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agencies which makes it difficult for the Bangladeshi citizens to deal with 

fragmented systems. 

• E-Traffic Prosecution System (DMP): A web-based environment for 

reporting traffic offenses and making the corresponding fines. As much as it is 

a law enforcement platform, its complaint submission mechanism can be taken 

as a model for one-cycle grievance handling. 

• Sylhet City Corporation’s Complaint Management Pilot Project: This pilot 

evaluated an asynchronous online system for streetlight problems and potholes. 

However, this has only been done for a few complaints and has not been taken 

city-wide or for other kinds of complaints. 

 

Year Country Type of System  Benefits Future Work 

2016 Bangladesh Local Government 

Grievance 

Mechanism 

Provides citizens a 

platform to lodge local 

complaints. 

Enhance interactivity, 

integrate real-time 

responses, and expand to 

urban complaints. 

2017 Bangladesh Hotline-Based 

Complaint 

Management 

Simple call-based 

reporting for municipal 

issues. 

Add a web-based 

dashboard and real-time 

tracking features. 

2018 Bangladesh E-Service for 

Building Permits 

Streamlined approval 

process for permits. 

Include citizen complaints 

about illegal structures 

and permit violations. 

2019 Bangladesh General Grievance 

Reporting 

Unified platform for 

nationwide grievance 

submission. 

Customize for city-level 

services, integrate with 

local authorities, and 

improve complaint 

tracking. 

2019 Bangladesh Transport 

Complaint 

Mechanism 

Enables reporting of 

vehicle fitness and 

licensing issues. 

Expand focus to include 

road safety and integration 

with municipal systems. 

2020 Bangladesh Waste 

Management 

Tracking 

Efficient monitoring of 

waste collection. 

Add complaint 

management for missed 

collection and irregular 

services. 

TABLE 2.2: Related Works 



10 
©Daffodil International University 

2020 Bangladesh Mobile-Based 

Waste Complaint 

System 

Improved waste 

management response 

time. 

Broaden scope to include 

other municipal issues like 

road repairs and 

waterlogging. 

2021 Bangladesh Government 

Grievance 

Mechanisms 

Encourages citizen 

participation in 

governance. 

Integrate and streamline 

grievance systems across 

government departments. 

2021 Bangladesh Traffic Violation 

Management 

Digitalized law 

enforcement and 

complaint reporting. 

Add features for broader 

urban traffic-related 

grievances. 

2022 Bangladesh Web-Based 

Complaint 

Management 

Successful pilot 

addressing specific 

issues like streetlights 

and potholes. 

Expand scope to citywide 

complaints and integrate 

with other municipal 

services. 

 

2.3 Terminologies 

Complaint Management System (CMS): An auto system created to manage receive, 

record, and process citizen complaints properly. It consolidates all complaints to avoid 

confusion and confusion. 

Cloud-Based Infrastructure: A robust cloud solution that can ‘host’ the system 

allowing access from remote locations while offering real-time ‘update’ features which 

it can integrate with other instruments. 

Feedback Loop: A tool for gathering information on some complaints from citizens to 

assess the quality of services and organizational functions. 

Geospatial Information System GIS: A geographic information system for complaint 

management that gathers spatial data, processes it, and maps it to reveal areas of high 

complaint activity and allocate resources equitably. 

Key Performance Indicators (KPIs): Things like average time taken to resolve an 

issue, number of complaints resolved and the satisfaction level among citizens. 

Natural Language Processing (NLP): Natural Language Processing technology 

enabling the analysis of complaint descriptions and the automatic classification of 

problems. 

Priority-Based Complaint Handling: A system of categorizing the complaints by 

their severity, frequency or importance, to ensure critical problems meet urgent 

response. 
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Real-Time Analytics: Ongoing generation of information to ensure timely reporting 

of complaints and to fill the gaps in decision making. 

Role-Based Access Control (RBAC): An authorization component that rationales the 

operations within a system depending on the citizen, employee, or administrator status 

of the user. 

Service Level Agreement (SLA): A prior arrangement that makes it clear the extent 

of the acceptable time within which complaints should be addressed. 

 

SI No Terminology Description 

1 Complaint Management System (CMS) A software platform designed to 

handle, track, and resolve 

citizen grievances efficiently. 

2 Cloud-Based Infrastructure A scalable and reliable 

infrastructure for hosting the 

system, enabling remote access 

and real-time updates.  

3 Feedback Loop A process for gathering citizen 

feedback on complaint 

resolutions to improve service 

quality. 

4 Geospatial Information System (GIS) A system used to collect, 

analyze, and visualize 

geographical data for better 

complaint handling. 

5 Key Performance Indicators (KPIs) Metrics used to assess the 

performance of the complaint 

management system (e.g., 

resolution time). 

6 Natural Language Processing (NLP) AI-based technology for 

understanding and processing 

human language in complaint 

descriptions. 

7 Priority-Based Complaint Handling A method that assigns priority 

levels to complaints for efficient 

resolution of critical issues first. 

8 

 

Real-Time Analytics Continuous processing and 

analysis of data to provide up-

to-date insights for decision-

making. 

9 

 

Role-Based Access Control (RBAC) A security mechanism 

restricting system access based 

on user roles (e.g., citizens vs. 

administrators). 

10 Service Level Agreement (SLA) A predefined agreement 

specifying the maximum time 

allowed for resolving 

complaints. 

 

 

TABLE 2.3: Terminologies 
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CHAPTER 3 

METHODOLOGY  

3.1 Introduction 

The Agile methodology has been selected for the City Complaint Management 

System's SDLC model. Agile was chosen because of its iterative process, allowing for 

adaptability in integrating user feedback and ongoing enhancements during 

development. Agile divides the project into shorter iterations known as sprints, 

typically lasting for two to four weeks, to ensure consistent delivery of new features 

and updates. Phases of the Agile Software Development Life Cycle. During the 

Requirements Gathering & Analysis phase, stakeholder requirements are collected and 

both functional and non-functional requirements are established. Designs are created at 

a high level and in detail, with emphasis on the overall architecture, data flow, and user 

interface. Coding is carried out in increments during sprints, focusing on specific 

features like complaint submission or profile management. Testing occurs after every 

sprint to verify that the features meet the necessary criteria. This consists of unit, 

integration, and system testing. Once testing is completed successfully, the new feature 

is released for users to provide feedback. Maintenance involves regularly monitoring 

and updating based on feedback from users or emerging problems. 

3.2 Requirement Analysis  

3.2.1 Functional Requirements 

 

 

 

 

 

 

 

 

 

 

 

 

 

Through the system, users can file a complaint by describing the problem and choosing the 

relevant category.  

Complaint 

Submission 

User Interaction 

Complaint Tracking 

Admin Dashboard 

Resource Allocation 

Resource Allocation 

Figure 3.2.1: Functional requirements Diagram 
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     When filing grievances, users need to make sure they choose the appropriate complaint 

category. 

 

      Customers are able to monitor the real-time status of their complaint, which is classified as 

"Submitted," "In Progress," "Resolved," or "Closed." 

Users can comment on the quality of the resolution following the resolution of a complaint. 

Administrators are able to handle concerns, route them to the relevant departments, and monitor 

their advancement. 

 

3.2.2 Non-Functional Requirements 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The system should be able to quickly and effectively manage several people accessing 

and filing complaints. 

 

Sensitive information must be protected utilizing encryption on all user data and 

complaints. 

 

The system needs to be expandable in order to handle complaints and an increasing user 

base over time. 

 

 

2 
4 

6 

8 

Figure 3.2.2: Non-Functional requirements Diagram 
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3.3 Proposed Methodology/System Design 

3.3.1 High-Level System Architecture 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Manages user communication, including the submission of complaints, profile editing, 

and tracking of complaint progress.  

Includes the business logic needed to handle admin roles, user authentication, and 

complaint management. 

 

      Ensures safe access and retrieval by storing all pertinent data, such as user profiles, 

complaints, and feedback 

3.3.2 Front-End (Presentation Layer) 

Web Interface: HTML, CSS, and JavaScript: The fundamental organization and 

functionality of the user interface. 

To create dynamic user interfaces, use contemporary front-end frameworks like React, 

Angular, or Vue.js. Registration and Login for the Citizen Portal. Form for submitting 

Figure 3.3.1: Proposed Methodology 
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a complaint. dashboard for tracking complaints. 

Complaints assigned. Comments and status updates. 

User and department management. Tools for reporting and system analytics. 

3.3.3 Back-End (Application Layer) 

To process user requests, use Django, Spring Boot, or Node.js. 

Front-end and back-end communication via RESTful APIs. 

      Describe access control (e.g., official, administrative, and citizen roles). Module for  

    A complaint lifecycle management service (comments, submissions, status updates, 

etc.). 

    Send out emails or push notifications with changes to the public and government 

officials. 

   Integrate a file storage provider (such Google Cloud Storage, Amazon S3, or photos 

of the issue) if the system permits citizens to upload images. 

3.3.4 Database (Data Layer) 

Data on users, complaints, and departments are kept in the database. For structured 

queries, it can be a relational database like MySQL, PostgreSQL, or SQL Server; 

alternatively, for greater storage flexibility, it can be a NoSQL database like MongoDB. 

 

3.4 Data Collection/Input Output Analysis  

A City Complaint Management System's effective system design depends on an 

understanding of the data flow. While input-output analysis examines how the system 

processes information and offers outcomes to users or external entities, data collection 

concentrates on how information enters the system. An examination of the system's 

input, output, and data collection procedures is provided below: 

 

3.4.1 Data Gathering  

 

The method and location of data gathering inside the system are referred to as data 

collection. In the City Complaint Management System, data is collected from the 

following sources: 

The public provides complaint information, such as an issue description. Category 

Location information Uploads of media.   

     People input personal information such as their name, email address, and password. 

Phone number and address (for follow-ups). Modifications to your profile (if needed). 
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3.4.2 Processing and Output Data Analysis 

Citizens can see the current state of their complaints in the output for Citizens 

Complaint state. 

     A list of all the complaints that citizens have made, together with thorough updates 

and status reports, is available to them. 

    When a citizen's complaint is updated or a new comment is made, they are notified. 

 

3.5 Business Process Modeling 

The City Complaint Management System's Business Process Modeling (BPM) offers a 

comprehensive visual depiction of the system's operations, demonstrating how various 

actors—citizens, officials, and administrators—interact with it to accomplish particular 

objectives. Within a system, business process models assist in identifying important 

tasks, decision points, interactions, and outputs. 

 

3.5.1 The Players in the System 

Prior to developing a process model, let us ascertain the principal players involved: 

Final consumers who file grievances about municipal services. 

The people in charge of handling the complaints are the users. 

      Administrators are system managers who control users, supervise activities, and 

produce reports. 

     The mechanized procedures in charge of data storage, notifications, and complaint 

assignment. 

3.5.2 Crucial Business Procedures 

The system's primary processes fall under the following categories: 

To use services like tracking and complaint submission, users must register or log in to 

the system. The citizen files a complaint by describing the problem in detail, choosing 

a category, including any supporting documentation, and, if desired, by including 

geolocation information. 

     People have real-time access to the status of the complaints they have made. 

Individuals have the ability to change their contact information and personal details. 

Following resolution, citizens have the option to rate how well their complaint was 

handled or to offer other remarks. 
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3.5.3 Benefits of Business Process Modeling in a City Complaint Management 

System 

BPM ensures uniformity between departments by standardizing the filing, handling, 

and resolution of complaints. 

      Bottlenecks (such delays in resolving complaints) can be found and fixed by 

visualizing the flow. 

      Swimlane diagrams make it clear which actions are carried out by the government, 

the people, or the system. 

      BPM helps stakeholders (people, officials, and administrators) understand each 

stage of the system and what is expected of them. 

BPM can be utilized to modify procedures for greater geographic areas, more 

complicated complaint kinds, and growing user bases as the system expands. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figiure 3.5: BPMN Diagram 
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3.6 Flowchart 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

A flowchart that shows the sequential actions that users, officials, and administrators 

do when engaging with the City Complaint Management System will help explain how 

the system operates. It streamlines the procedure into distinct steps, choices, and results 

 

  

 

Figure 3.6: Flowchart of City complain System 
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3.7 Class Diagram 

 

Figure 3.7: Class Diagram of City Complain system 

This diagram appears to represent a class diagram for the City Complaint 

Management System, which is used to model the structure of the system. It includes 

different components, their attributes, and their interactions.  

 

3.8 MVC Diagram 

 

  

 

 

 

 

Figure 3.8: MVC Diagram of City Complain system 
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The system can be implemented both to the mobile and desktop environment, so the 

clients will not be limited in their choice. A user interface developed using the world 

wide web for people to transact with the system. HTML, CSS, JavaScript: World Wide 

Web essentials that are used to make the web presentation. Node.js, React.js: 

Technologies employed while developing the interactive, reactive and effective 

interfaces. This layer is the most basic layer in the system, which allows the interaction 

between the users (citizens, administrators, and municipal employees). It addresses all 

concerns a user can have including but not limited to complaints handling; complaint 

tracking; and customer feedback. Stands for the translation of data from the interface 

to the rest of a program’s elements. Incorporates MVC as its architectural pattern, which 

in turn divides the program into its business logic layer (the controller) and graphical 

user interface layer (the view). COBOL programs translate to represent the data and 

business logic of the enterprise. Controls a user’s inquiries, input, and produces results 

to the client or the program. It is a graphic rendition of the data. Affirms that the data 

input by the users is effective, received by the system. This layer deals with complaint 

that may be inputted by the users. This also checks the data for authenticity and converts 

it and forwards it to the respective backend systems. Provides a means of structuring 

the access of data between the business logic of the application and the database. Serves 

as a buffer between the business logic and the database. It handles API calls and read 

data or write data in the system. Includes the most important set of rules or decision- 

making structures unique to the system. A database that exists in cloud and contains all 

information from the application, user data, complaints and system logs. These are 

reserved for this layer which has responsibility of holding and processing data. It 

corrects data coherence, protect data from undesirable interference and correctly 

integrate with other levels of the business image. Clients operate the system through 

the web page interface on their mobile or even desktop. HTML, CSS, JavaScript, 

Node.js and React.js technologies make the UI rendering dynamic. Primarily, the UI 

receives data that is submitted by the users, for instance, complaints. Model binding 

transforms the data input to that expected format. The MVC controller confirms the 

data’s processing and the right channel for its passage. The business logic receives the 

data, checks it, and performs preparation before storage is made. The two tiers are 

connected by various entities and APIs of the UI. This contains the final processed data 

which is stored in the Firebase database since it’s safely retrievable and updatable. 
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Basically, Web API controllers handle the flow of data between the business logic on 

one side and data storage on the other. 

3.9 ERD Diagram 

ERD Diagram represents the database schema 

 

 

 

 

 

 

3.10 Sequence Diagram 

A sequence diagram visualizes interactions between users, admins, and the system. 

 

 

 

 

 

3.11 Use Case Diagram 

Actors 

• User (Citizen). 

• Admin (City official) 

• Department (Municipal staff) 

 

 

Figure 3.9: ERD Diagram 

 

 Figure 3.10: Sequence Diagram 
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Use Cases 

• Register/Login. 

• Submit Complaint. 

• Track Complaint. 

• Assign Complaint. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
Figure 3.11: Use Case Diagram 
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3.12 Activity Diagram 

Activities 

• Login/Register. 

• Submit Complaint. 

• Assign Complaint. 

• Track Complaint. 

• Close Complaint. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

3.13 Project Management and Financial Analysis 

A system that is developed, implemented, and maintained effectively while adhering to 

specifications for functionality, budget, and timeframes is the result of proficient project 

management. There are various essential components to project management 

3.13.1 Project Management 

The following stages comprise the development of the City Complaint Management 

System: 

      Determine the system's objectives, intended users (citizens, officials, and 

administrators), and desired features. 

 

Figure 3.12: Activity Diagram 
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Stakeholder identification, feasibility assessment, and project charter are among the 

main deliverables. 

Specify the duties, deadlines, resources, and extent. 

The project plan, risk management strategy, work breakdown structure (WBS), 

resource allocation, and scheduling Gantt charts are among the primary deliverables. 

Create the system using the specifications, test it, and put the fix into action. 

Important deliverables include a functional system, user guides, and administrator and 

official training. 

Keep tabs on developments, control hazards, and guarantee that quality requirements 

are fulfilled. 

Important deliverables include change management protocols, risk records, and status 

reports. 

Finish the project, assess its success, and transfer. 

Several instruments and methods should be applied in order to manage the project 

successfully: 

These are graphic representations of project schedules that display tasks, deadlines, and 

dependencies. 

    To record, evaluate, and reduce risks as the project progresses. 

  

       Update stakeholders on the project's status, schedule, and difficulties through 

progress reports. The project scope, timeline, or budget can be changed in an organized 

manner with the help of the change control process. 

3.13.2 Financial Analysis 

To assess the project's cost, return on investment (ROI), and long-term financial 

feasibility, a thorough financial analysis is necessary. The main areas of financial 

analysis for this project are listed below. 

 

     Pay for designers, developers, and testers while the project is being carried out. 

Include networking equipment, servers, and storage if the system is hosted on-site. 

Software licenses (such as those for operating systems, databases, and security tools) 

incur licensing costs. 

      Holding administrators' and officials' training sessions. 

   In the event that development teams or outside consultants are engaged. 
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A wise investment for enhancing public services, cutting expenses, and raising 

efficiency and openness in government operations is the City Complaint Management 

System. The project will remain on schedule, stay within budget, and benefit the city in 

the long run with careful project management and financial analysis. 

 

3.14 Summary 

The City Complaint Management System improves openness, efficiency, and 

satisfaction by streamlining the handling of public complaints. Crucial components of 

project management. Establish objectives, stakeholders, and viability at the outset. 

Establish a schedule, risk management approach, and project plan. Create, test, and put 

the system into use. Keep tabs on developments, control hazards, and guarantee quality. 

Finalize the project, get comments, and hand off the system. 
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CHAPTER 4 

REQUIREMENT ANALYSIS AND DESIGN SPECIFICATION 

 

4.1 Front-End Design 

4.1.1 Sign up:  

  

 

Figure 4.1.1: Sign up page 

Since I'm the only front-end designer, user experience and ease of use are my top 

priorities. I make an interface that is both aesthetically pleasing and easily navigable 

using HTML, CSS, and JavaScript. Every component has been painstakingly 

developed for optimal usability, so that users can browse with ease. Interoperability 

across several devices is ensured by applying responsive design concepts. To 

effortlessly assist user through the city, complain process, I place a high value on 

uncluttered layouts, easily navigable menus, and prominent call-to-action buttons. 

Transparency and visual consistency are essential for raising client satisfaction and 

encouraging repeat business. My goal is to give every user an incredible front-end 

experience by means of ongoing enhancements and user input. 
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4.1.2 Login:  

 

Figure 4.1.2: Login page 

 

This is here to walk you through the login process for the entire sales web platform. 

When you arrive at the login page, you will see a simple interface that prompts you to 

enter your email address and password. After entering your credentials, click the 'Sign 

In' button to proceed. From there, you'll have access to all of the features that are 

relevant to your situation, whether you're a user trying to complain   or an administrator 

managing can applied. Remember that your email address and password are the keys 

to unlocking a faultless sale management experience tailored specifically for you. 
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4.1.3 Home page:  

Figure 4.1.3: Front page 

The "City Complaint Management" website provides a dynamic platform for filing 

complaints. Sign up for stack holders to complain. Investigate current themes and 

supplies, and participate in interactive training that informs all of the services. 

 

4.1.4 Complain services:  

 

 

 

 

 

 

Figure 4.1.4: Complain services 
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A web-based city complaint management system is a powerful instrument that allows urban 

residents to work efficiently, manage large volumes of services, and maintain strong 

relationships with their peers and the city administration. By automating operations and giving 

real-time data insights, these solutions reduce operational overhead, eliminate errors, and 

improve business scalability and profitability. With the proper customization and security 

considerations, a city complaint management system can provide a solid basis for services to 

expand and adapt in a city region. 

4.1.5: Complaint Form 

 

 

 

 

 

 

 

 

 

 

Figure 4.1.5: Complain form 

Use the dropdown menu to choose the complaint's category (such as road damage, malfunctioning 

streetlights, garbage collection, etc.). 

A text field where the user can provide a detailed description of the problem. 

To determine the precise location of the problem, the customer has two options: manually enter the 

address or use an interactive map. 

You have the option to upload images or videos that demonstrate the problem. Email, phone, or system 

notification for follow-up is the preferred method of communication. 

 

 4.1.6 Show Complain 
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The list of all the complaints that users have filed is accessible to them. The status 

(Pending, In-Progress, Resolved) and type (Road Damage, Garbage Collection) of 

complaints can be filtered by users. By entering keywords or the complaint ID, users 

can rapidly identify specific complaints using the search bar. 

City Complain Management System Overview 

 

 

 

 

 

 

 

 

 

Below is the diagram showing a snap shot of the City Complaint Management System. 

Complain or they give feedback through the system. The transparent structure of 

interacting between the system and the citizens where the latter report complaints and 

have access to their details. The database to which all complaint handling data and 

complaint status are captured and filed. Serving as a tool for city administrators who 

distribute complaints to corresponding departments and track the work. Solve 

complaints; record status in the database. Receives from citizens’ feedback after 

receiving complaint. 

 

 

 

Figure 4.1.6: Show Complain 

 
Figure 4.1.6: City Complain Management System Overview Diagram 
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4.2 Back-End Design 

 

Figure 4.2.1: Project details 
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Figure: 4.2.2: Sign-in-method 
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Figure: 4.2.3 Authentication 

 

4.3 Interaction Design and User Experience (UX) 

 Users may submit, track, and manage their complaints with ease if the City Complaint 

Management System has a good interaction design and user experience (UX). A 

smooth, user-friendly interface improves usability, stimulates interaction, and increases 

system trust. 

 
Figure 4.3: Interaction Design and User Experience (UX) 

 

 Every interface in the system should be as simple to use and intuitive as possible, 

providing a seamless experience. 
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In order to sustain user engagement and satisfaction and guarantee that citizens have 

faith in the system's ability to effectively handle their complaints, personalization, 

feedback, and openness are essential. 

 

 

 

 

 

 

 

 

 

 

 

 

 

CHAPTER 5 

IMPLEMENTATION AND TESTING 

 

 

5.1 Implementation of Database 

The relational database management principles are incorporated into the database 

design. The following are the main elements of the database design: 

Each significant entity within the system (e.g., user, complaint, admin, status) is 

represented by a table. Data can be linked and arranged effectively thanks to the primary 

keys (PK) and foreign keys (FK) that link the tables to one another. To prevent 

duplication and guarantee data consistency, the database has a normalized structure. 

The SQL schema for implementing the above database structure. For the CCMS to function, 

database integration is essential for connecting the frontend and backend. The following 

actions must be taken in order to integrate the database into the system: Using an 

appropriate ORM (Object-Relational Mapper), such Sexualize or SQL Alchemy, the 

backend (such as Node.js or Python Flask/Django) will create a connection with the 

MySQL or any other RDBMS database. The server can query, insert, update, and 

remove data from the database via this connection. To manage user profiles, admin 
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duties, and complaints, employ CRUD (Create, Read, Update, Delete) operations. 

These functions are essential for user management, status tracking, and complaint 

submission. RESTful APIs are designed to manage the communication between the 

front end and back end, guaranteeing that the user interface may easily retrieve or 

modify data. Used to make sure that information is provided in the right format (e.g., 

valid email addresses, no empty fields), both on the client and server sides. Examples 

of this type of information submission include complaints and profile changes. 

Optimizing performance is essential to guarantee that the database can manage growing 

data volumes without experiencing any hiccups or failures. To improve query 

efficiency, create indexes on fields that are often searched, such as status, complaint_id, 

and user_id. To reduce redundant data and boost efficiency, make sure the database 

architecture complies with normalization principles up to the third normal form. To 

lessen the strain on the database during periods of high traffic, use caching solutions 

(such as Redis or Memcached) to temporarily store data that is often accessed. 

Data security is crucial, particularly when handling private citizen data. Strong hashing 

methods like crypt or Argon2 must be used to encrypt any user passwords that are kept 

in the database. To stop SQL injection attacks and make sure the database is not 

compromised, use prepared statements or parameterized queries in the backend. Role-

based access control, or RBAC, should be implemented to guarantee that only 

authorized users—admins, for example—are able to manage complaints, and that 

ordinary users are limited to viewing or submitting their own complaints. 

5.2 Implementation of Front-end Design 

The City Complaint Management System's (CCMS) front-end design plays a crucial 

role in providing administrators and people with a smooth and intuitive user experience. 

The front-end is in charge of the user interface (UI) and user experience (UX), which 

let users efficiently engage with the system, file complaints, check the status of 

complaints, maintain profiles, and carry out administrative duties. 

 

5.2.1: Tools and Front-end Technologies: Modern online technologies were used in 

the development of the City Complaint Management System's front end to ensure 

simplicity of use, accessibility, and responsiveness. Used to create the webpages' 

content and structure. To style the pages to ensure an aesthetically pleasing appearance, 
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including layout, colors, and fonts. For enhancing the user interface with dynamic 

content and interactivity. The front-end is built using a contemporary JavaScript 

framework or library called React.js or Vue.js. These technologies assist in controlling 

the state of the program and enhance interactivity in the user interface. CSS frameworks 

that offer responsive design capabilities, enabling the application to function across a 

range of gadgets, including smartphones, tablets, and PCs. 

5.2.2: Important UI Elements: The City Complaint Management System's user 

interface is broken down into multiple essential parts, each of which is made to fulfill 

a certain functional need of the system. After logging in, both administrators and 

citizens are directed to the dashboard. For citizens, it gives an overview of what they've 

done, and for administrators, it gives an overview of what they need to do. The 

dashboard shows a summary of the grievances the user has filed, along with buttons to 

change their profile and file new complaints.  dashboard has buttons to manage user 

accounts and assign complaints to staff members in addition to a summary of all 

complaints with filtering options (by status or category, for example). Using Complaint 

Submission Form, citizens can report fresh grievances. The form includes input areas 

for the location, description, and other information, as well as the complaint type (such 

as road maintenance or sanitation). To make sure that all needed fields are completed 

before submitting, client-side validation using JavaScript is employed. After a 

submission, the data is routed via Axios or the Fetch API to the backend API, where it 

is processed and kept in a database. Both administrator and citizen complaints are 

shown in the complaint list view A list of all the complaints they have filed is displayed 

in this part, along with the status as of right now (pending, in-progress, resolved, etc.). 

After a complaint is settled, there are further choices to read details or submit feedback. 

A detailed list of every complaint in the system is included in this display. 

Administrators have the ability to search, filter, and allocate complaints to employees 

for handling. The profile management page allows users to view and update their personal 

information. Displays information such as name, email, phone number, and address. 

Users can update their contact details, password, and other relevant information. 

JavaScript ensures that profile updates are submitted correctly, with validation for input 

formats (e.g., valid email, phone number). Profile updates are sent to the backend via 

API requests, where changes are saved in the database. User authentication is managed 

by this component. Login Form Offers password and email/username input fields. Prior 
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to submitting login credentials to the backend for authentication, basic validation is 

performed. Form for Registration Enables new users to register by entering their 

personal information. It conducts input validation and sends the information to the 

backend for user creation, just like the login form does. Authentication sessions are 

managed by JWT (JSON Web Token). The user obtains a token upon login, which is 

kept on the client-side (in cookies or local Storage, for example) and used to 

authenticate further requests. 

The City Complaint Management System's front-end solution places a high priority on 

security, responsive design, and user experience. Through the use of cutting-edge 

technologies like RESTful API integration, Bootstrap, and React.js, the system offers a 

strong platform for interaction between administrators and residents on the city's 

complaint management procedure. The system is made more scalable and maintainable 

by the well-organized code structure, appropriate state management, and accessibility 

features, which enhances user happiness and municipal services. 

 

 

5.3 Testing Implementation 

To guarantee the City Complaint Management System's (CCMS) dependability, 

efficiency, and security, effective testing is essential. Different testing kinds are used in 

the structured testing process, each of which is intended to confirm a particular 

component of the system. An extensive summary of the testing implementation is 

provided below: 

Testing Types:  

 

5.3.1: Unit Testing: The goal of unit testing is to verify that each component of the 

system functions as intended. The following are the primary areas of concentration for 

CCMS. Every user interface element, including the complaint form, profile 

management form, and complaint list view, is examined separately to guarantee proper 

rendering and user input handling. To make sure API endpoints handling data validation 

and complaint filing, like profile changes and complaint management, return the right 

answers, unit tests are built for these endpoints. 

5.3.2: Integration Examination: Integration testing confirms that various modules and 

parts function as planned. Testing the communication between the front end, back end, 

and database is part of this. Testing the effectiveness of the frontend components' 



39 
©Daffodil International University 

communication with the backend services—like filing complaints or updating 

profiles—is known as frontend-backend integration. Making sure that when users 

submit complaints or alter their profiles, data is accurately saved, updated, and retrieved 

from the database (such as MySQL). 

5.3.3: Security Testing: Security testing is an essential part of the testing process 

because of the sensitive nature of the data (user profiles, complaints, etc.). 

5.3.4: Authentication Testing: Testing the system's registration and login features to 

make sure user information is safe and sessions are secure.  

5.3.5: Performance Testing: Performance testing makes sure that even with frequent 

use, the system is reliable and responsive. The following elements are examined for 

CCMS: 

5.3.5.1: Testing for load: To evaluate how well the system manages heavy traffic, 

many users are simulated posting complaints, changing profiles, and monitoring 

concerns. 

5.3.5.2: Examination of Stress: Examining how the system responds to unusual 

circumstances (such as a large volume of complaints filed quickly). This aids in 

determining the system's breaking point and potential performance improvement areas. 
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CHAPTER 6 

IMPACT ON SOCIETY, ENVIRONMENT AND 

SUSTAINABILITY 

 

6.1 Impact on Society 

The citizens and the administrative authorities of urban areas would be greatly impacted 

by the installation of the City Complaint Management System (CCMS). This digital 

approach encourages civic engagement and trust in local government while 

simultaneously increasing the effectiveness and openness of public services. 

By giving people, a simple and easy way to communicate their grievances and issues, 

the CCMS empowers citizens. The method makes it simpler for people to report 

problems from the comfort of their homes, eliminating the need to go to municipal 

offices, such as potholes, streetlight outages, and trash management failures. 

Encouraging citizens to actively participate in municipal governance fosters a sense of 

ownership and duty toward their town. People feel more invested in the procedure and 

closer to the results when they can track the development of their problems. The CCMS 

guarantees that complaints are handled and resolved more rapidly by automating the 

complaint submission and management process. Communication between residents and 
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local officials is streamlined by the technology, so residents are no longer forced to 

undergo cumbersome, lengthy processes. By monitoring high-complaint regions and 

reoccurring issues, the system helps city administrators allocate resources more wisely. 

By giving local governments, the ability to prioritize issues according to their urgency 

and impact on the community, it improves the overall quality of urban services. These 

insights are derived from data. The technology greatly minimizes the need for paper-

based submissions and in-person visits to municipal offices by automating the 

complaint management process. Through the reduction of the carbon footprint 

associated with conventional bureaucratic operations, this move promotes 

environmental sustainability. The method makes it possible to identify and address 

environmental problems including pollution, unlawful dumping, and damaged public 

infrastructure more quickly. The timely settlement of these problems benefits the 

environment and makes cities greener and cleaner. 

 

 

Suggested by the City Complaint Management System, modern urban governance has 

advanced significantly. It encourages increased trust between the general public and 

municipal governments by offering a more open, effective, and accessible way to 

handle citizen concerns. In addition, the system improves the delivery of public 

services, supports sustainability, and raises the standard of living for those living in 

cities. As such, the CCMS has a significant and long-lasting influence on the structure 

of urban life in addition to enhancing the daily operations of municipal services. 

 

6.2 Impact on Environment 

The environment benefits greatly from the City Complaint Management System 

(CCMS), which also enhances municipal services. Through the digitization of the 

complaint submission, tracking, and resolution process, the system contributes to 

environmental hazard reduction, sustainability, and more environmentally friendly 

local governance. The following are some significant ways that the CCMS affects the 

environment: 

The system substitutes digital tracking and submission for conventional paper-based 

procedures. The requirement for citizens to submit paper complaint forms or 

documentation has been eliminated, thus reducing the amount of paper used. Reduced 
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demand for paper, which lowers the costs of producing paper for the environment and 

deforestation. Decreased production of garbage in paper form, which helps to promote 

environmental sustainability and reduces the amount of waste dumped in landfills. The 

CCMS gives people a quick and easy means to file complaints about environmental 

issues, including pollution, deforestation, unlawful dumping, and harm to public 

infrastructure like drainage systems. Quicker detection and mitigation of environmental 

risks, resulting in safer and cleaner cities. In order to minimize long-term environmental 

harm, authorities might give priority to pressing environmental issues (such as pollution 

or hazardous waste). By encouraging preventive environmental management, cutting 

carbon emissions, and optimizing resource use, the City Complaint Management 

System makes a substantial contribution to environmental sustainability. Its capacity to 

swiftly resolve environmental problems promotes long-term objectives for building 

greener, more sustainable cities in addition to enhancing urban living standards. Eco-

friendly urban development will be encouraged by the rising importance that 

municipalities place on the environmental impact of digital technologies for 

governance. 

 

6.3 Ethical Aspects 

A number of significant ethical issues are brought up by the City Complaint 

Management System (CCMS), given its functions in managing citizen data, enhancing 

the provision of public services, and promoting openness in local government. 

Upholding moral principles in the system is essential to preserving public confidence 

and accountability toward local government. The following are important moral 

considerations for the creation and application of the CCMS. Users provide sensitive 

information to the CCMS, including names, addresses, phone numbers, and complaint 

information. Preventing unwanted access or usage of this data is crucial. By making 

sure that personal data is gathered and maintained securely, the system should abide by 

data protection requirements Users need to know what information is gathered, how it 

will be put to use, and how long it will be kept on file. Users must be able to request 

the erasure of their data and withdraw their consent from the system at any time. Trust 

between the public and local government is largely based on transparency. Fair, open, 

and impartial complaint processing is a requirement of the CCMS. The system ought 

to furnish consumers with lucid details regarding the condition of their grievances, 
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furnishing instantaneous progress reports and timetables for resolution. Public access 

to complaint data—along with anonymized personal information—will encourage 

public accountability by enabling citizens to observe how local government is handling 

community concerns. To maintain justice and stop systematic corruption or negligence, 

the system should provide clear channels for raising unresolved concerns to higher 

authorities. Since the CCMS is a digital platform, it is susceptible to cyberattacks that 

could lead to information loss, data breaches, or illegal modifications to complaint 

statuses. Strong security measures are put in place as part of ethical system design to 

guard against hacking attempts, data breaches, and unauthorized access. It is 

recommended that periodic security audits be carried out in order to detect and address 

any possible weaknesses inside the system. Secure communication channels, role-based 

access control, and encryption of sensitive data   are all examples of good security 

practices. 

6.4 Sustainability Plan 

The CCMS's ability to make money is essential to its ability to function and advance. 

Funding is continuously needed for the system's upkeep, upgrades, user assistance, and 

infrastructure expenses. A portion of the yearly budget should be set aside by local 

governments to cover the system's continuing maintenance expenses. This guarantees 

that resources for updates, security upgrades, and system performance enhancements 

are continuously available. Municipalities might look into joint ventures, grants, or 

sponsorships as a way to support the system with private technology companies. These 

partnerships have the potential to lower the financial burden on public coffers and bring 

cutting-edge technologies into the system. In order to guarantee the system's 

sustainability over time, the technology infrastructure needs to be secure, scalable, and 

ready to accommodate future expansion. As the volume of complaints and users 

increases, the CCMS should be built to grow with them. Utilizing cloud-based 

infrastructure—such as AWS, Azure, or Google Cloud—that can be readily scaled in 

response to demand will help achieve this. System security, performance, and 

conformance with changing standards all depend on keeping the technological stack 

current. The development lifecycle should include regular updates for backend 

technologies   frontend frameworks etc. Reducing the carbon footprint of the CCMS is 

crucial for meeting the objectives of global sustainability, especially as cities 
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concentrate on developing environmentally friendly urban infrastructure. Energy-

efficient data centers, which are optimized for lower power usage compared to local 

servers, can be used to host the CCMS on cloud infrastructure. Many cloud service 

providers provide hosting services that are "green" and run on renewable energy. By 

greatly reducing the need for manual processing and paper-based complaints, the 

technology helps municipal offices use less paper and produce less trash. The goal of 

the CCMS is to strengthen links between the general public and local government while 

also empowering citizens. Long-term success of the system depends on maintaining its 

social sustainability. By making it simple to submit complaints, offer input, and follow 

the resolution process, the system ought to promote proactive community involvement. 

Municipalities can involve the community and promote the system by holding 

seminars, public awareness campaigns, and social media posts. All citizens, irrespective 

of their physical or digital literacy, must be served by the CCMS. This can be 

accomplished by making the system accessible through a variety of channels (such as 

SMS services, online interfaces, and mobile apps) and by making sure it complies with 

accessibility guidelines. 

A thorough strategy for guaranteeing the City Complaint Management System's 

(CCMS) long-term efficacy, adaptability, and environmental responsibility is laid forth 

in the Sustainability Plan. Long-term enhancement of urban services, citizen 

engagement, and environmental footprint reduction are all guaranteed by the strategy, 

which prioritizes financial, technological, operational, environmental, and social 

sustainability for the CCMS. As cities change, frequent updates, public involvement, 

and a dedication to sustainability principles will maintain the system's resilience and 

applicability. 

. 
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CHAPTER 7 

CONCLUSION AND FUTURE WORK 

 

7.1 Discussion and Conclusion 

The following are some major ways that the City Complaint Management System 

improves the efficiency and transparency of municipal services. Wait times are reduced 

and authorities can respond to public concerns faster when the complaint submission 

and resolution processes are automated. Citizens may track the status of their 

complaints, guaranteeing that public services are answerable to the people. By making 

the complaint procedure more transparent and effective, the method increases public 

trust in the relationship between the people and their local government. The system is 

suitable for cities of all sizes because it can handle a growing number of users and 

complaints. The City Complaint Management System project effectively achieved its 

goals of developing a streamlined, user-friendly web application to expedite the 

processes involved in filing complaints and managing them in an urban setting. The 

following are the main accomplishments. By doing away with manual processes and 

cutting down on response times, citizens may now simply file and follow complaints in 

real-time. The system includes a simple, intuitive interface, ensuring ease of use for 

both citizens and administrators, consequently boosting user satisfaction. By assigning, 

tracking, and resolving complaints effectively, administrators can enhance 

accountability and openness in municipal services. By allowing users to edit and 

maintain their own profiles, individualized support and efficient communication are 

provided. 

7.2 Scope for Further Developments 

 Even though the City Complaint Management System has greatly enhanced the way in 

which citizen complaints are handled, there are still a number of areas in which more 

features and additions might be added to improve effectiveness, functionality, and user 

experience. 

Convenience is a major factor for many citizens, therefore developing an Android or 

iOS mobile version of the system could make it more accessible. Simpler tracking and 

complaint submission while on the go. Get real-time updates on the status of complaints 

using push notifications. Improved interaction through the provision of an offline 



47 
©Daffodil International University 

complaint filing form that synchronizes data when online. Municipalities would be able 

to examine complaint trends, service delivery effectiveness, and areas in need of 

development more effectively if they implemented advanced analytics and reporting 

tools. Reports on high-volume complaint regions, types of concerns reported, and 

complaint resolution times can be generated. Facilitate data-driven decision-making to 

enhance the efficiency of public service and the allocation of resources. Make proactive 

use of predictive analytics to anticipate and resolve reoccurring problems. Creating a 

uniform platform for city services can be achieved by extending the system to interface 

with additional municipal services like street lighting, water supply, and garbage 

management. Residents may report and monitor a variety of issues in their community 

on a single platform. Streamlined communication across various city offices, cutting 

down on duplication and enhancing issue solving. User satisfaction and system efficacy 

can be raised by including a feedback mechanism that allows users to rank the 

resolution of their complaints and make suggestions for improvements. Assists local 

government officials in gauging the success of their response to public issues can direct 

upcoming changes and enhancements depending on citizen input gives authorities a 

chance to monitor the quality of services over time. Include platforms for community 

involvement or forums where people can talk about problems, work together to find 

solutions, or give updates. Promotes civic engagement and community-driven issue 

resolution. Provides a forum for residents to make suggestions for enhancements or to 

share their experiences with successful municipal services directly engages residents to 

help municipal authorities better grasp their concerns. 

By executing these additional innovations into practice, the City Complaint 

Management System will be able to advance and guarantee increased user involvement, 

quicker issue resolution, and more thorough public service delivery. These 

improvements will maintain the system's scalability and adaptability for future 

expansion, satisfying the changing requirements of both city managers and urban 

residents. 
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