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The Smart Digital Complaint Box is a web-based
. . ) Escalation, Transparency, Web Application
system designed to modernize and improve the

traditional complaint handling process in L. INTRODUCTION

educational institutions and organizations. The )

The Smart Digital Complaint Box is developed to
existing manual complaint system relies on paper o o .

address the limitations of traditional complaint
submissions, which often results in delays, poor .

systems that rely heavily on manual processes and
record management, lack of transparency, and o o

paper-based submissions [1]. In many institutions,
inefficiency. This project introduces a digital . ) . .

complaints are collected in physical boxes, which
platform where users can submit complaints online . .

often leads to delays in processing and a lack of
easily through a user-friendly interface. The system ) )

proper tracking mechanisms [2]. Users are unable
supports multi-language functionality, allowing ) ) ) )

to monitor the status of their complaints, resulting
users from diverse backgrounds to access the ) )

in reduced transparency and trust in the system [3].
platform conveniently. Each complaint is assigned . . )

Additionally, manual handling increases
a unique tracking ID, enabling users to monitor the . .

administrative workload and leads to poor record
progress and status of their complaints in real time. .

management [4]. Complaints may get lost,
One of the key features of the system is automatic ) . ) .

damaged, or ignored due to inefficient handling
escalation, where unresolved complaints are .

procedures [5]. The absence of anonymity
forwarded to higher authorities after a fixed time ) )

discourages users from expressing their concerns
period to ensure timely action. The system securely ) )

freely [6]. Language barriers further restrict
stores all complaint data in a centralized database, o ]

accessibility for diverse users [7]. These challenges
reducing paperwork and improving data o o

highlight the need for a digital system that ensures
management. Administrators can access a ) .

secure, transparent, and efficient complaint
dashboard to view, manage, and update complaint ) )

handling [8]. The proposed system provides a web-
statuses such as pending, in progress, resolved, or ) )

based platform where users can submit complaints
escalated. This enhances transparency,

easily [9]. It allows users to track complaint status
accountability, and communication between users

using unique IDs [10]. The system enhances
and management. Overall, the Smart Digital o . .

accessibility by supporting multiple languages [11].
Complaint Box provides an efficient, secure, and ]

It ensures transparency through real-time updates
reliable solution for complaint management, . .

[12]. The automatic escalation feature ensures
ensuring better service quality, faster resolution, ) ) ] )

timely resolution of complaints [13]. Data is stored
and improved user satisfaction.
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securely in a centralized database [14]. The system

reduces manual effort and improves efficiency [15].

The proposed Smart Digital Complaint Box is
designed using a layered architecture consisting of
presentation, application, and database layers [16].
The presentation layer provides a user-friendly
interface for complaint submission and tracking
[17]. The application layer handles processing,
status updates, and escalation logic [18]. The
database layer stores complaint details securely
[19]. According to the system architecture diagram
on page 5, the system integrates modules such as
complaint management, escalation module, and
language module [20]. The system supports real-
time interaction between users and administrators
[21]. Administrators can manage complaints
through a dashboard [22]. The system ensures
accountability by escalating unresolved complaints
after 48 hours [23]. It improves communication
between users and authorities [24]. The use of
technologies like Python (Flask), MySQL, HTML,
CSS, and JavaScript ensures scalability and
flexibility [25]. The system is cost-effective due to
the use of open-source tools [26]. It is easy to
maintain and upgrade [27]. The platform supports
multiple users simultaneously [28]. The system
enhances user satisfaction and service quality [29].
Overall, it provides a reliable and efficient solution

for complaint management [30].
II. LITERATURE SURVEY

Complaint management systems have been widely
studied in the fields of service quality and customer
relationship management [1]. Research indicates
that an effective complaint system should be user-
friendly, responsive, and transparent [2].
Traditional systems often fail due to manual
processing and lack of proper tracking mechanisms
[3]. Studies highlight that complaint handling plays

a critical role in improving user satisfaction and
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trust [4]. Modern systems focus on digitization to
enhance efficiency and reduce delays [5].
Researchers emphasize the importance of
structured  complaint  processing  including
submission, tracking, and resolution [6]. Digital
systems provide Dbetter record management
compared to manual methods [7]. They also enable
real-time monitoring of complaint status [§].
Complaint data analysis helps organizations
identify recurring issues [9]. This supports better
decision-making and service improvement [10].
Many studies show that transparency in complaint
handling improves accountability [11]. Automated
systems reduce human errors and workload [12].
Multi-language support enhances accessibility for
diverse users [13]. Anonymous complaint
submission encourages user participation [14].
Secure data storage ensures privacy and reliability

[15].

Recent advancements in technology have
introduced intelligent complaint management
systems using automation and machine learning
[16]. These systems can categorize complaints and
prioritize them based on urgency [17]. Automation
reduces response time and improves efficiency
[18]. Research also highlights the importance of
escalation mechanisms in ensuring timely
resolution [19]. Systems with automatic escalation
improve accountability and prevent delays [20].
According to the system design described in the
document, the integration of frontend, backend, and
database ensures efficient system functioning [21].
The use of web-based platforms allows easy access
from different devices [22]. Complaint tracking
using unique IDs enhances transparency [23].
Admin dashboards provide centralized control over
complaint management [24]. Real-time updates
improve user engagement [25]. The system
architecture  supports scalability and future

enhancements [26]. Cloud integration can further
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improve accessibility and storage [27]. Al-based

analysis can enhance decision-making [28].
Overall, digital complaint systems are becoming
essential for modern organizations [29]. They
provide efficient, transparent, and user-friendly

solutions [30].
II1. PROPOSED SYSTEM

The proposed Smart Digital Complaint Box is a
web-based system designed to replace the
traditional manual complaint process. It allows
users to submit complaints online through a simple
and user-friendly interface. The system provides
multi-language support, enabling users to select
their preferred language for better accessibility.
Each complaint is assigned a unique tracking ID,
allowing users to monitor the status of their
complaints in real time. This feature ensures
transparency and keeps users informed throughout
the process. The system also allows anonymous
complaint submission, encouraging users to express

their concerns without hesitation.

Smart Digital Complaint Box
N =¥
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Fig.1 Architecture

The system includes an automatic escalation
feature that forwards unresolved complaints to
higher authorities after a fixed time period,

typically 48 hours. This ensures timely resolution

AMERICAN JOURNAL OF MANAGEMENT AND IOT MEDICAL COMPUTING

Peer Reviewed, Referred & Indexed Journal
E-ISSN: 3069-0110

Vol.5,No.2(1) (2026)

www.ajmimc.com
and prevents complaints from being ignored. All
complaint data is stored securely in a centralized
database, improving record management and
reducing paperwork. The admin dashboard allows
administrators to view, manage, and update
complaint statuses efficiently. The system enhances
communication between users and management,
reduces manual workload, and improves overall
efficiency. It provides a secure, transparent, and

reliable solution for complaint management.
IV. SYSTEM DESIGN

The system design of the Smart Digital Complaint
Box follows a layered architecture consisting of
presentation, application, and database layers. The
presentation layer provides a user interface where
users can submit complaints, select language
preferences, and track complaint status. The
interface is designed using HTML, CSS, and
JavaScript to ensure usability and responsiveness.
The application layer processes user requests,
handles complaint submission, manages status
updates, and implements automatic escalation
logic. Python with Flask framework is used to

handle backend operations efficiently.

Smart Digital Complaint Box
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Fig.2 Use case diagram
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& Test analysis focuses on identifying and testing
i critical features of the system. It ensures that users
TR can submit complaints correctly and track their
Gohams reiacy status without any issues. The admin functionalities
e
ST M— like viewing complaints and updating status are
— ‘“-:"'*“"' also tested.
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Fig.3 Activity diagram

The database layer uses MySQL to store complaint
. . . Smart Digital Complaint Box
details, user information, and status updates

P—
securely. The system includes various modules ‘:
such as complaint submission, complaint
management, admin dashboard, multi-language = r&:
support, and escalation module. UML diagrams o
such as use case, sequence, activity, and class
diagrams illustrate system functionality and e
interactions. The sequence diagram shows how
FEVeoe
complaints are processed step-by-step, while the
activity  diagram  explains  workflow  from
submission to resolution. The design ensures Compiaire Admén Destbserd
scalability, security, and maintainability, making s Sl
the system efficient and reliable. T A R I

Class Diagram - Smart Digital Complaint Bax
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The Smart Digital Complaint Box provides an

effective and modern solution for handling

Fig.4 Class diagram complaints in institutions and organizations. It

replaces the traditional paper-based system with a
V. RESULT & ANALYSIS

digital platform that improves efficiency,

transparency, and accountability. Users can easily
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submit complaints, track their status, and access the

system in multiple languages, making it more
accessible and user-friendly. The unique tracking
ID feature ensures transparency, while the
automatic escalation mechanism guarantees timely
resolution of complaints. The system securely
stores all data in a database, reducing paperwork
and improving record management. Administrators
can efficiently manage complaints through a
centralized dashboard, enhancing communication
between users and authorities. The system also
supports  anonymous complaint  submission,
encouraging users to express their concerns without
hesitation. Overall, the project improves service
quality, reduces manual workload, and ensures
reliable complaint handling. It has the potential to
be implemented in various sectors such as
education, corporate organizations, and government
institutions. With future enhancements like Al-
based analysis, cloud integration, and mobile
applications, the system can be further improved to

provide advanced features and better performance.
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