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ABSTRACT 

The need for a complaint management system by “Cotton Web Limited” for its IT Department 
open up an opportunity. This opportunity presented itself as a system which takes in multiple 
complaints spread over two different areas and multiple departments which could access to the 
system and thus get these complaints solved and also for the evaluation of the IT Department 
itself to know of how many complaints were posted and how long was the response time for them. 
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1. INTRODUCTION 

1.1 Project Overview 
Complaint Management System, an IT solution for the client that enable their IT Head to track IT related 
queries. 

The proposed system will perform the following functional tasks 

• Track the ongoing complaints. 

• Analyze the complaint type, its reason and requirement of the complainant. 

• Assign complaint to trouble shooting person to ensure that complaint is resolved. 

• Registration, attendance and resolution time can be maintained and analyzed. 

• Complaint status will be updated after successful resolution. 

• This Complaint management system will work internally for the companies IT department. 

As a complaint is registered, it generate a complaint registration reference number, complaint type, person 
appointed for the resolution and the time being involved in the attendance and resolution of the complaint 
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