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Abstract: Effective grievance handling is a critical requirement in educational institutions to ensure
transparency, accountability and student satisfaction. Conventional complaint management and inefficient,
often resulting in delayed resolutions and poor communication between students and authorities. To
overcome these limitations, this project proposes a Student Complaint Management System, a web -based
application designed to automate and streamline the grievance redressal process within college
environment. The system allows students to securely authenticate using department-wise login credentials
and submit complaints relate to academic, transportation, or infrastructural issues through a centralized
platform. Complaints are categorized and forwarded to the concerned authorities to ensure organized
handling and timely resolution. A real-time complaint tracking feature enables students to monitor the
status and progress of their complaints via an intuitive dashboard. Automated notifications keep students
informed about complaint acknowledgment, updated, and final resolution, thereby improving transparency
and communication. From the administrative perspective, the system maintains-a centralized complaint
database that supports efficient monitoring, management, and resolution of grievances. It also provides
reporting and analytical features to identify recurring issues and areas requiring institutional improvement.
By facilitating direct interaction between student and higher authorities, the proposed system enhances
accountability, responsiveness, and efficiency. Overall, the Student Complaint Management System
promotes a student-centric approach and contributes to continuous improvement in institutional grievance
management.
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I. INTRODUCTION

In educational institution, effective grievance redressal mechanisms are essential for maintaining
transparency, accountability, and student satisfaction. Student frequently face issues related to academics,
transportation, infrastructure, and campus facilities, which can adversely affect their performance and
overall experience. Traditional, student complaints have been handled through manual process such as
written applications or verbal communication. These methods are often inefficient, time-consuming, and
lack proper documentation and tracking, leading to delayed resolutions and reduced trust in institutional
administration [1], [7].
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With the advancement of information technology, web-based system has emerged as efficient alternatives
to traditional complaint handling methods. Several studies highlight that digital grievance management
systems improve the efficiency and reliability of complaint registration, categorization, and resolution
processes [3], [5]. Such system ensures systematic record keeping and enable authorities to address
grievances in a structured and timely manner.

Recent research emphasizes the importance of centralized student complaint management platform that
allow students to submit grievances online and track their status in real time [4],[8]. Real-time tracking and
automated notifications improve transparency by keeping students informed about complaint progress and
administrative actions [6]. Additionally, routing complaints to the appropriate departments reduces
administrative workload and ensures faster resolution [2]. Modern student grievance systems also support
data analysis and report generation, helping institutions identify recuring issues and areas requiring
improvement [9],[11].

The Student Complaint Management System proposed in this project aims to overcome the limitations
of conventional methods by providing a secure, web-based solution for complaint submission, monitoring,
and resolution. By maintaining a centralized database and enabling direct interaction between students and
higher authorities, the system promotes transparency, accountability, and a student-centric institutional
environment [10],[12].

Il. LITERATURE REVIEW

The rapid digitalization of administrative processes in educational institutions has led to the development of
various student grievance and complaint management system. Researchers have emphasized that manual
grievance handling methods are inefficient, error-prone, and lack transparency, often resulting in delayed
resolution and dissatisfaction among students [1], [11]. To address these limitations, web-based complaint
management systems have been proposed as effective alternatives.

Several studies focus on the design and implementation of online student grievance redressal systems using
web technologies such as PHP, ASP.NET, and MYSQL. These systems enable students to submit
complaints electronically and allow administrators to monitor and resolve issues through centralized
dashboards [3], [7]. Such platforms significantly improve response time and record management compared
to traditional paper-based system [5].

Real-time complaint tracking has been identified as a critical feature in modern grievance systems. Research
indicates that providing students with real-time status updates authorities [4], [8]. Automated email and
notification services further enhance communication by keeping students informed throughout the complaint
lifecycle [6].

Mobile-based and cloud-supported grievance systems have also gained attention due to their accessibility
and scalability. Studies demonstrate that mobile-enabled complaint platforms allow students to submit
grievance anytime and anywhere, thereby improving participation and responsiveness [2], [9]. Integration
of cloud infrastructure ensures data availability, security, and efficient storage management [10].

Data analytics and reporting capabilities play an important role in institutional decision-making. Researchers
highlight that analyzing complaint data helps identify recurring problems, measure departmental
performance, and support continuous improvement initiatives [11], [12]. Some systems also incorporate
role-based access control to enhance security and accountability [5].

Recent advancements include the integration of artificial intelligence and rule-based prioritization
mechanisms to classify complaints and assign urgency levels efficiency [10]. These intelligent systems
reduce administrative workload and improve resolution efficiency [10]. Security and privacy concerns have
also been widely discussed, with studies proposing authentication mechanisms and encrypted databases to
protect sensitive student information [5], [6].
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Despite these advancements, many existing systems lack complete integration of real-time tracking,
automated notifications, and analytical reporting in a single platform [1], [3]. The proposed Student
Complaint Management System aims to bridge these gaps by providing a comprehensive, secure, and
student-centric solution that enhances transparency, efficiency, and institutional accountability.

1. METHODOLOGY

The methodology of the proposed Student Complaint Management System follows a structures and
systematic approach to ensure sufficient grievance handling, transparency, and timely resolution. The
system is designed as a web-based application that integrates secure authentication, complaint management,
real-time tracking, and administrative analysis.

A. System Architecture Design

The system adopts a client-server architecture, where users interact with the application through a web
interface. The client side is responsible for user interaction and data inputs, while the server side manages
business logic, complaint processing, and student profiles, complaint records, status updated, and resolution
details, ensuring data consistency and reliability.

B. User Authentication and Authorization

Department-wise authentication is implemented to ensure secure access to the system. Students register and
login using valid credentials linked to their respective departments. Role-based access control is applied to
differentiate functionalities for students, SRO, and higher authority, thereby maintaining security and
accountability.

C. Complaint Submission and Categorization

Once authenticated, students can submit complaints through an online form by selecting predefined
categories or type such as academic, administrative, or infrastructure-related issues. Each complaint is
assigned a unique Identification number and automatically forwarded to the concerned department based on
its category. This structured categorization helps in prioritizing and managing complaints efficiently.

D. Complaint Tracking and Notification

The system provides real-time complaint tracking, allowing students to monitor the progress of their
grievance through a dashboard. Automated notification is triggered at key stages such as complaint
submission, status updates, and resolution, ensuring continuous communication between students and
authorities.

E. Administrative Processing and Reporting
Authorized administrators can view, update, and resolve complaints through an administrative dashboard.

The system also generates reports and analytics to identify recurring issues, measure response time, and
support data-driven decision-making for institutional improvement.

[JCRT2602641 ] International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org \ 506


http://www.ijcrt.org/

www.ijcrt.org © 2026 IJCRT | Volume 14, Issue 2 February 2026 | ISSN: 2320-2882
IV. SYSTEM OVERVIEW

AUTHORITY

HIGHER
View & Forward Approved

Accept

‘ :\pplu.nmmT

RELATIONS
OFFICER

’ STUDENT

» STUDENT
v s_— Response to
T NTC Regwiocl.opm COMPLAINT Applications &
STUDENTS |« MANAGEMENT Approved Complaints
Responso | SYSTEM
Add Complaint

& Applications

Save All Data Response

DATABASE

Fig.1. System Architecture of the Student Complaint Management System.

The proposed Student Complaint Management System (SCMS) is designed as a centralized web-based
platform that facilities effective interaction between students, administrative staff, and higher authorities.
The system architecture, as illustrated in the block diagram, consist of five major entities: Students, Student
Complaint Management System, Student Relations Officer, Higher Authority, and Database.

Students interact with the system through a secure registration and login mechanism. Once authenticated,
students can submit complaints and applications issues. These complaints are transmitted to the Student
Complaint Management System, which acts as the core processing unit. The system all compliant data, user
details, and status updates in a centralized database to ensure data integrity and availability.

The Student Relations Officer (SRO) plays a supervisory role in the workflow. The SRO validates students
accounts and verifies the authenticity of submitted complaints. After validation, approved complaints are
forwarded to the Higher Authority for further review and decision-making. This hierarchical flow ensures
accountability and prevents misuse of the complaint system.

The Higher Authority reviews forwarded complaints and takes appropriate action by approving or
responding to the applications. The responses and decisions are sent back to the Student Complaint
Management System, which updated the responses and track the progress of their complaints through the
system interface.

The Database supports all system operations by securely storing complaint records, responses, and user
data. This structured flow ensures transparency, efficient grievance handling, real-time updates, and
seamless communication between all stakeholders involved in the complaint resolution process.

V. WORKFLOW DESCRIPTION

Initially, students access the system through a secure registration and login process. After successful
authentication, students can submit complaints or applications by selecting the appropriate category and
providing relevant details. Each submitted complaint is assigned a unique complaint ID and stored in the
centralized database for tracking and future reference.

Once a complaint is submitted, it is forwarded to the Student Relations Officer (SRO) for validation. The
SRO verifies the students account and reviews the complaint for authenticity and completeness. If the
complaints are approved and forwarded to the Higher Authority for future action.
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The Higher Authority reviews the forwarded complaints and takes necessary actions such as processing,
pending, solved, rejected. The decision and response are then sent back to the Student Complaint
Management System. The system updates the complaint status in real time and notifies the student through
the dashboard automated notifications.

Throughout the workflow, all interactions and status updates and stored in the database. Student can
continuously monitor the progress of their complaints until final resolution. This structured workflow
ensures accountability, minimizes delays, and enhances transparency in grievance handling.

A. Algorithm1: Student Complaint Management Process

Step 1: Start the system.
Step 2:  Student registers and logs into the system.
Step 3:  Student submits a complaint or applications.
Step 4: System assigns a unique ID for complaints and applications and stores data in the database.
Step 5: Complaint is forwarded to the Student Relations Officer and applications are forwarded to
Higher Authority.
Step 6: SRO validates student credentials and complaints details.
Step 7:
e If Invalid: Complaint is rejected
e If valid: Complaint is forwarded to Higher Authority
Step 8:  Higher Authority reviews and takes appropriate action on complaints as well as applications.
Step 9:  System updates complaint status and stores the response, also updated application status, and
stores the response.
Step 10: Student receives notification and views the response.
Step 11: End.

VI. RESULTS AND EVALUATION

The Student Complaint Management System (SCMS) was implemented and evaluated to assess its
effectiveness in improving grievance handling within an educational institution. The evaluation focused on
system functionality, performance, usability, and transparency in complaint resolution.

A. Functional Evaluation

The system was tested to verify all core functionalities, including student registration a login, complaint
submission, categorization, validation, forwarding, and resolution. The result confirmed that students were
able to successfully submit complaints and track their status in real time through the dashboard. The Student
Relations Officer and Higher Authority modules effectively validated, reviewed, and responded to
complaints and applications, ensuring proper workflow execution.

B. Performance Analysis

Performance testing demonstrates that the system efficiency handled multiple complaint submissions
simultaneously without data loss or system failure. Complaint data was securely stored and retrieved from
the centralized database with minimal response time, Automated notifications were successfully triggered
at each major stage of the complaint lifecycle, ensuring timely communication between stakeholders.

C. Usability Evaluation

Usability testing indicated that the system interface was user-friendly and easy to navigate for both students
and administrator. Clear form design, predefined complaint categories, and real-time status indicators
improved user interaction and reduced errors during complaint submission. Feedback from test users showed
increased confidence in the grievance redressal process.
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D. Transparency and Accountability Assessment

The real-time complaint tracking significantly enhanced transparency by allowing students to monitor
complaint progress. The hierarchical validation process involving the Student Relations Officer and Higher
Authority ensured accountability and prevented misuse of the system. Centralized record keeping enabled
effective monitoring and reporting of grievance.

E. Comparative Evaluation

Compared to traditional manual grievance handling methods, the proposed system reduced complaint
resolution time and improved data accuracy and accessibility. The system also provided analytical insights
through reports, helping administrators identify recuring issues and areas for improvement.

Overall, the evaluation results demonstrate that the Student Complaint Management System effectively
enhances grievance management efficiency, transparency, and student satisfaction, making it a reliable
solution for modern educational institutions.

VIl. CHALLENGES AND LIMITATIONS

1. Despite the advantages offered by the Student Complaint Management System (SCMS), certain
challenges and limitations were identified during development and evaluation.

2. Once of the primary challenges is user adoption and awareness. Student and staff who are
accustomed to traditional manual grievance handling methods may require training and motivation
to effectively use the digital platform. Lack of awareness can limit system utilization, especially
during the initial development phase.

3. The system also depends on continuous internet connectivity. Since SCMS is a web-based
application, submitting in network access can restrict users from submitting or tracking complaints
in real time, particularly in regions with limited connectivity.

4. Author limitation involves data security and privacy concerns. Although authentication and access
control mechanisms are implemented, protecting sensitive student data from unauthorized access and
cyber threats remains a critical challenge. Additional security measures such as encryption and
regular security audits are required for large-scale deployment.

5. Scalability is another concern when the number of users and complaints increases significantly. As
the system grows, database performance and server load may impact response time if not supported
by adequate infrastructure.

6. Furthermore, the current system relies on manual validation and decision-making by authorities.
Delays may occur if responsible official do not respond promptly. The absence of advanced
automation or intelligent prioritization mechanisms can limit efficiency in high volume scenarios.

7. Despite these challenges, the identified limitations can be addressed through proper training,
infrastructure enhancement, and future system upgrades, making SCMS a robust adaptable solution
for institutional grievance management.
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VI1l. CONCLUSION

The Student Complaint Management System (SCMS) presented in this project provides an effective and
structures solution for handling student grievance in educational institutions. By replacing traditional manual
complaint handling methods with a centralized we-based platform, the system improves transparency,
efficiency, and accountability in grievance redressal. Student are empowered to submit complaints, track
their status real time, and receive timely responses, which enhances trust and satisfaction.

The system successfully integrates role-based access for Students, Student Relations Officer, and Higher
Authorities, ensuring secure and organized complaint processing. Feature such as complaint categorization,
real-time tracking, automated notifications, and centralized data storage contribute to reduced resolution
time and improved communication. Additionally, reporting and analytical capabilities support institutional
decision-making and continuous improvement. Overall, the proposed system promotes a student-centric
environment and strengthens the relationship between students and administration.

IX. FUTURE SCOPE

The propose system can be further enhanced by incorporating advanced features and technologies. Future
improvements may include the integration of Mobile Application to increase accessibility and convenience
for user. The use of Artificial Intelligence and Machine Learning can help in automatic complaint
categorization, priority assignment, and sentiment analysis.

Additional security mechanisms such as data Encryption, Multi-Factor Authentication, and Regular
Security Audits can be implemented to enhance data protection. Integration with Cloud Infrastructure
can improve scalability and performance for large institutions. Furthermore, multilingual support and
chatbot-based assistance can make the system more inclusive and user-friendly. These enhancements will
make the system more intelligent, secure and adaptable to evolving institutional needs.
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