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--------------------------------------------------------ABSTRACT--------------------------------------------------------------- 

The study developed and implemented an interactive web-based student complaint management system that 

addressed the challenges faced by students in tertiary institutions. Currently, students struggle with the difficulties 

of registering complaints and receiving slow responses. The computerized complaint management system 

provides students with a safe space to express their concerns without the fear of consequences. The design of the 

system was based on the data flow model and was developed using PHP, JavaScript, HTML, CSS, and MySQL. 

The MySQL server served as the database management system and Visual Studio Code was used as the integrated 

development environment. The final outcome of this research is an effective and user-friendly web-based student 

complaint management software that meets its objectives and provides an efficient solution to the challenges faced 

by university students. 
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I. Introduction 

The advancement of technology has transformed people's living culture. Nowadays, people can easily 

communicate, exchange information, and cooperate globally through websites, e-mail, instant messaging systems, 

social networking sites, and other internet-based communication systems. This has a great impact on academic 

growth and educational development, and from various concerns in the academic environment to promote a social 

and practical educational system. Academic development has different significance in an educational context to 

support social and practical learning systems. If an effective educational system is created, the issue of the 

complaints management system needs to be dealt with. This issue is one of many issues that have adversely 

affected academic development in multiple aspects related to the education support system. 

A complaint system is a process or platform that allows individuals to raise issues or grievances about a 

particular product, service, or organization. The purpose of a complaint system is to provide a channel for 

customers to voice their concerns, provide feedback, and hold organizations accountable for their actions. The 

complaint system typically involves the collection and recording of complaints, investigation of the issues raised, 

and resolution of the complaints in a timely and effective manner. The complaint system can be manual, electronic, 

or a combination of both, and can be used in various industries such as education, healthcare, customer service, 

and many others.  

Currently, the existing complaints system in most Nigerian tertiary institutions is managed by the 

conventional process using a paper-based technique. For the student to make a formal complaint, they must submit 

it to the designated location, usually to the management office. Then, the students will be assisted by the officer 

on how to convey information on complaints and directly submitted to the management. However, the drawbacks 

of this manual system are that it will take time to file their complaint, the application must be done within the 

university location and did not receive any status or update about the complaints. Therefore, a complaints 

management system has been developed in this study which identifies a set of options that can be used to manage 

and collect student complaints to monitor, track the progress report, and solve student issues 

The primary objective of this research paper is to create and execute a Web-based Student Complaint Management 

System for students in Nigeria tertiary institutions. 
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II. Review of Related Literature 
Advocacy Research, (2021) opined that it is important that complaints are registered before they can be 

managed. When you have a complaint, it is important to get the details and to provide evidence when you can 

According to Kolsky's (2015), 13% of dissatisfied complainants tend to share their complaints with at least 15 

people, while only 1 in 25 of such complainants will directly report the issue to the administrative head. These 

findings suggest that many complainants either choose to suppress their grievances or vent them to other 

individuals, who may also become disheartened. By registering complaints, not only do individuals gain the ability 

to voice their criticisms, but they also create an avenue for prompt feedback. 

According to Surbhi (2018), Management is the process of governing and directing an organization's 

affairs, regardless of its nature, type, structure, or size. Its goal is to establish and maintain an environment in 

which members of the organization can collaborate to efficiently and effectively achieve business objectives. 

Complaint Management, on the other hand, can be defined as the process of handling and addressing expressions 

of dissatisfaction or unhappiness from complainants. It allows for the efficient management and resolution of 

issues brought forth by complainants. As a guide for a group of people working within an organization, 

Management coordinates their efforts towards accomplishing a shared goal (Surbhi, 2018). 

Understanding what someone is thinking can be a daunting task. Even if most people seem content with 

your services, there may still be some who are dissatisfied. This underscores the significance of implementing an 

effective complaint management system that fosters positive relationships with individuals. To successfully 

manage complaints, it is crucial to formulate strategies for receiving feedback, responding to it, and determining 

the appropriate departments or individuals to whom criticisms should be directed (IONOS, 2019). 

Salemme (2020) identifies ten steps to effective complaint management. The steps include the following: 

1. Listen and Emphasize: When you start a complaint management process by simply hearing the 

complainant, you will establish a tone of empathy that will help the complainant trust you. 

2. Become an Advocate: Empathy is only the first step, complainants also want to know that you will fix 

the problem and make them satisfied again, and otherwise they would not take the time to reach out. 

3. Learn More: You need to know as much about the circumstances as possible. 

4. Reiterate the Core Issues: When you listen to understand instead of listening to respond, you 

communicate a genuine interest in what the person has to say. It is called “active listening”, and one of its core 

tenets is clarifying what you heard before you respond. 

5. Identify the cause: Once you know the complaint, you can identify why it happened. Sometimes it will 

be the company’s fault, in which case you’ll need to move toward rectifying the issue. 

6. Ask the Complainant to Suggest a Solution: Many complainants will already have an idea of what would 

“make it right”, so ask them what they want. 

7. Explain Next Steps: Whether you execute the solution yourself or not, your first job is to tell the 

complainant what happens next. Keeping them informed is another way to show you care. 

8. Make It happen: Make sure you know what’s happening and when, so if a complainant contacts you to 

ask about progress, you’ll be able to update them. 

9. Report Back: When the problem has been fixed, contact the complainant and let them know. 

10. Offer Something Extra: Post-resolution is an extremely effective time for companies to “go the extra 

mile”. 

Ombudsman's report in 2020, complainants are frequently the initial ones to detect when things are not functioning 

correctly. Having an efficient Complaint Management System is crucial to deliver top-notch complainant service. 

It aids in assessing complainant contentment and serves as a valuable channel for obtaining information and 

feedback to enhance services. 

An effective Complaint Management System is integral to providing quality complainant service. It helps to 

measure complainant satisfaction and is a useful source of information and feedback for improving services. 

Complainants are often the first to identify when things are not working properly (Ombudsman, 2020). 

 

III. Material and Methods 
A formal model of the Complaint Management System was developed using Unified Modeling Language 

(UML). The UML is the standard language for specifying, visualizing, constructing, and documenting all the 

software systems ‘artifacts. The system’s behaviors were modeled using UML diagrams. The diagrams used are; 

Activity diagram and a use-case diagram. The interactions are modeled separately using the appropriate diagrams 

and grouped under Interaction UML diagrams. Significantly, use cases are indicated at various abstraction degrees 

due to the different partners in a study. The system's functionality has been demonstrated by the system flowchart.  

3.1   Flowchart of the Proposed System 

Flowcharts of a system depict the flow of data and the decision-making process that controls events. The 

illustrations employ symbols to represent various elements as seen in figure 1. The individual login as either an 

admin or a student. As a student, registration is required before the student can access the portal via the login 
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button. Once logged in, the complaint can be logged, and the student proceeds to log out. From the point of the 

admin, the complaint lodged by the student is seen, the appropriate action is taken, and issue is closed by the 

admin once the student has been responded to and issues resolved. 

 
Figure 1: Flowchart of the Proposed System 

 

3.2  Database Design 

MySQL was selected as the database system for its ability to handle and organize vast quantities of data. In order 

to ensure uniformity throughout the system, data models were established to define the procedures for creating 

users and storing complaints. The fields of the database and their description have been listed in table 1. 

 

Table 1: Database Design 

 
 

IV. Implementation 
A user-friendly web interface was built using HTML, CSS, and JavaScript. While MySQL and PHP were used to 

build the backend of the application. The following GU interfaces were developed to ease the capturing and 

resolving of students’ complaints. 
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4.1  The Homepage Interface Design 

The homepage of the student complaint management system, as shown in figure 2, features two instances (admin 

and student) of the login section – the admin user at the left and the student user at the right. There is also a “Sign 

up” feature for users who do not have an existing account. 

 

 
Figure 2: The Home Page interface design 

 

4.2  The Registration Page 

If a user is unable to log in due to the absence of an account, they have the option to create a new account 

within the system as demonstrated in figure 3. Once the user inputs their details, the system performs validation 

checks to ensure that none of the required fields are empty and that the passwords match. If the validation checks 

are successful, the user details are transmitted to the backend system, and a new user is created, as illustrated in 

figure 4. The user model is utilized to define the characteristics that each user should possess, as depicted in Figure 

4. This model is then employed to map the new user in the database. 

 

 
Figure 3: Registration Page. 

 

http://www.theijes.com/


Web-Based Integrated Student Complaint System 

DOI:10.9790/1813-12040715                                         www.theijes.com                                                   Page 11 

 
Figure 4. User model. 

 

4.3 The Register Complaint Page 

Figure 5 displays the "Register Complaint" interface for the student complaint system. This interface 

allows users to register a complaint by selecting the appropriate category, sub-category, complaint type, 

department, nature of the complaint, and complaint details. Additionally, users can attach relevant documents to 

the complaint, if any, before submitting it. The front-end system communicates with the backend system to save 

the new complaint into the database, as depicted in Figure 6. 

A model is created for each complaint in the backend, as shown in Figure 7. After the model is generated, 

the complaint is then saved into the MySQL database. 

 

 
Figure 5: Register Complaints page. 
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Figure 6: Saved complaints in the database. 

 

 
Figure 7. Complaints model. 

 

4.4  Complaint History 

The "Complaint History" interface for the student complaint system as shown in figure 8 enables users to view 

their complaint history by complaint number, the date of the last update, and the status of the complaint, which 

can be one of the following: "not processed yet," "in process," or "closed." One of the advantages of this system 

is that users can view the details of the action taken by the admin, as displayed under the "Action" column. 
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Figure 8: Complaint History. 

 

4.5 Manage Complaint 

The interface for the student complaint management system's admin homepage, as illustrated in Figure 9, includes 

a "Manage Complaints" section that displays all complaints, including those that have not yet been processed, 

pending complaints, and closed complaints. Additionally, the admin can view the details of each complaint to take 

appropriate action. 

 

 
Figure 9. Manage Complaint 

 

4.6  Complaint Details 

The interface for managing student complaints, as depicted in Figure 4.10, is called the "Complaint Details" 

interface. This interface provides students with an overview of all complaint details, including the date and time 

of the complaint as well as the type of complaint. Additionally, the admin has complete access to all complaints. 
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Figure 10. Complaint Details Interface 

 

V. Conclusion 
A web-based student complaint system is a platform that allows students to submit complaints or 

feedback regarding various aspects of their educational experience, such as course content, faculty behavior, 

issues with semester results, or administrative issues. The system may also allow students to track the status of 

their complaints and receive updates on any actions taken. The goal of a web-based student complaint system is 

to provide students with a convenient and efficient way to voice their concerns and ensure that their complaints 

are addressed in a timely and appropriate manner. It can also help educational institutions to identify and address 

areas for improvement and enhance the overall student experience. 
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