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ABSTRACT: The "CitizenConnect: Real-Time Grievance Management Application” represents a novel approach to
addressing common challenges in resolving complaints. As a mobile application, it is a pivotal component within
modern complaint resolution systems, prioritizing efficiency and user satisfaction. The primary objectives of the
application include expediting the complaint resolution process and fostering user contentment. Its core functionality
revolves around facilitating the real-time submission of complaints, ensuring swift acknowledgement and resolution.
With an intuitive user interface, the application endeavours to simplify the interaction for all users. Ultimately, its
overarching goal is to enhance communication channels between citizens and local authorities, ensuring the inclusivity
of voices and fostering a more responsive and transparent urban governance framework.

KEYWORDS: Grievance Management, Complaint Resolution, CitizenConnect App, User-Friendly Interface,
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I. INTRODUCTION

In today's fast-paced world, the "CitizenConnect: Real-Time Grievance Management App" steps forward as a game-
changer in solving common problems people face when trying to get their complaints heard and addressed. As our
world becomes more reliant on technology, old-fashioned complaint systems are getting a makeover to keep up with
the times. This project introduces a mobile app carefully designed to make it easier and faster for people to report and
solve their problems, ushering in a new era of responsiveness and putting users first.

Complaints are everywhere, from bad customer service to issues with government services or healthcare, and they
often slow things down with old-fashioned methods, long waits, and a lack of transparency. This not only leaves people
frustrated but also makes organizations less efficient and can even damage their reputation. That's where the Smart
Complaint App comes in—it's a clever, easy-to-use tool that uses the latest technology to make dealing with
complaints faster and simpler.

By using smart features and a user-friendly design, this app helps both people making complaints and the organizations
receiving them to quickly and effectively deal with issues. It promises happier customers and smoother operations. The
Smart Complaint App is a big step forward in how we handle complaints, offering a more user-focused, efficient, and
data-driven way of doing things. It's all about making sure people's needs come first and solving problems as quickly
and effectively as possible.

II. RELATED WORK

The paper [1] introduces the Smart Complaint Management System (SCMS), which aims to address customer
dissatisfaction by offering mobile, chatbot, and web applications for submitting and resolving complaints. It identifies
flaws in current complaint management methods and argues for SCMS to simplify the process. The paper highlights
features like automatically categorizing complaints, reducing duplicate submissions, and providing multiple ways for
users to lodge complaints. User satisfaction tests confirm the system's effectiveness, showing improved complaint
handling and greater user satisfaction. Additionally, SCMS includes tools for visualizing complaint data, and
strengthening organizational complaint management abilities.

In Paper [2], Ethereum blockchain technology is harnessed to create a secure and transparent platform for citizens
to register and track their complaints. Through decentralized applications (DApps), people can submit complaints
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with minimal personal information, ensuring privacy and transparency. Complaint details are stored securely on
the Ethereum blockchain, while images are stored on the Interplanetary File System (IPFS) for easy retrieval. This
system allows government authorities to access complaints relevant to their jurisdiction, promoting accountability
and enhancing trust in the governance system. Overall, the system simplifies the process of registering complaints,
increases transparency, and encourages citizens to participate more actively in governance.

Paper [3] introduces a new software-based approach to make it easier for people to submit hardware- or comfort-
related complaints in office or industrial settings. By combining Building Information Modelling (BIM), semantic
technologies, and Building Automation Systems (BAS), the solution suggests the most likely types of complaints
to users, making the submission process simpler. It uses contextual information like building layout, usage patterns,
and past complaints to improve and prioritize complaint suggestions. Tested as a mobile app, the solution led to a
significant increase in comfort-related complaints submitted in a real office environment, showing its effectiveness
in managing feedback. Additionally, the automatic handling of complaints helps reduce the workload on facility
management by quickly addressing issues as they come up.

Paper [4] introduces "Fix-It," a complaint management system designed specifically for smart cities. Utilizing an
Android app, an online database, Google Maps integration, and a web interface, Fix-It enables smooth communication
between service providers and users. Through the app, users can quickly report incidents with precise location details,
while service providers can efficiently receive, monitor, and resolve complaints via the web interface. The system is
noted for its simplicity, effectiveness, and easy maintenance, leading to significant reductions in complaint reporting
time and procedures, along with improved feedback mechanisms. While its main focus is on public services, Fix-It also
has potential applications in managing customer complaints and tracking project progress.

Paper [S] presents a fresh approach to analyzing complaints in smart cities using urban computing techniques. By
clustering complaints in two phases, the method identifies areas with similar issues and highlights critical problems,
using real-world data from New York City and Bangalore as examples. Stressing the significance of analyzing
complaints over time and space, the study proposes strategies for urban planning and resource allocation based on the
severity of complaints. Furthermore, it demonstrates that cosine similarity is better than Euclidean distance in
categorizing complaints accurately, paving the way for predictive modelling and optimization in future research
endeavours.

Paper [6] introduces a comprehensive system for addressing grievances in India, aiming to solve the problem of
citizens not having a single place to lodge complaints effectively. The paper presents a user-friendly app that allows
people to submit complaints with text, images, and videos, along with location tracking, to improve communication
with local authorities. Additionally, it includes a "Serve India" feature to encourage volunteerism for national
development projects. Using the MapReduce algorithm, the system aims to simplify the process of handling complaints.
The paper suggests that consolidating various complaints onto one platform could improve India's grievance resolution
system by fixing existing problems.

Paper [7] proposes an app to address infrastructure-related issues by allowing users to send complaints via text
messages with GPS location data. These complaints are then sent to municipal officers for prompt resolution,
facilitating direct communication between the public and local officials in India. The system aims to make the
complaint process simpler while prioritizing user safety and ensuring officer accountability through ongoing
communication between both parties. Presented at the 2022 International Conference on Innovative Computing,
Intelligent Communication, and Smart Electrical Systems (ICSES), the study underscores the importance of citizens
and government working together to solve societal problems.

Paper [8] introduces the GPS-based Complaint Redressal System (GPSCRS), which aims to make registering
complaints more efficient and accurate by using mobile apps and GPS technology. With a simple interface, people can
easily submit complaints along with their exact location obtained from their mobile device's GPS sensors. The system
sends these complaint details over the internet to a central server, where they're organized for authorities to review. By
automatically prioritizing and assigning complaints to officials based on where they occurred and how serious they are,
GPSCRS helps resolve civic issues quickly. The published results show that the system has several benefits compared
to current methods, such as better accuracy, working on different devices, and improved ways to analyze complaints. It
also has the potential to expand into emergency services in the future.
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II1. PROPOSED WORK

A.PROBLEM STATEMENT

The conventional methods of managing complaints suffer from manual inefficiencies, delayed response times, and a
dearth of real-time insight. This project aims to tackle the fundamental challenges of manual overhead, delayed
resolutions, lack of transparency, and operational inefficiency. Through the "CitizenConnect" app, the goal is to
redefine and resolve these issues by implementing a streamlined, user-focused, and technology-driven approach to
grievance management.

B. OBJECTIVES

The primary objectives of the project are as follows:

1. Enhance and expedite the complaint submission process for end-users.

2. Develop an intuitive platform for administrators to effectively manage and resolve complaints.

3. Ensure a user-friendly interface for both complainants and administrators, enhancing overall usability.

4. Improve organizational operational efficiency by implementing modern, technology-driven complaint
management practices.

C.DIAGRAMS

Use Case Diagram: Visual representation in Figure 1 illustrates the core interactions within the "CitizenConnect" system. It
showcases three primary actors: Administrator, End User, and the System. Key use cases include User Registration,
Complaint Submission, Complaint Monitoring, Account Management, and Authorization. The diagram provides an overview
of how these actors interact with the system’s functionalities
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Fig. 1. Use Case Diagram
Activity Diagram: Figure 2 outlines an end user's sequential steps to submit a complaint using the app. It starts with

user registration, followed by complaint submission, complaint monitoring, and account management. Each step is
visually represented, providing a clear view of the user’s journey within the application.
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Fig. 2. Activity Diagram

Sequence Diagram: Figure 3 illustrates the flow of interactions between different components and actors within the
CitizenConnect application. It outlines the step-by-step process of actions, such as user registration, complaint
submission, and complaint resolution. By visualising the sequence of events, the diagram provides a clear
understanding of how users and system components interact to facilitate the reporting and management of complaints
effectively.

System
User T
H Login/Registraction '
b L mE
H H
1 1
! :
) Successfully Login/Registration 5
I mmmm s smmmmn e ccmmmameso oo s smmmmee s :
: |
E Search Location &
E :
' Give acknowledgment :
! i
Manage complaint :
E . E
| Administration |
H
E :
1 H
'
' Logout

Fig. 3. Sequence Diagram
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Class Diagram: Figure 4 presents a class diagram that visually represents the connections between
different classes. Each class encompasses its own set of attributes and functions.

user
-U_ickint > LoginActivity
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Fig. 4. Class Diagram
IV.RESULT AND DISCUSSION

The Smart City Complaint Management System has successfully provided citizens with a convenient and efficient
platform for reporting and tracking various civic issues within the city. Users can easily submit complaints, track their
progress, and stay informed about the resolution status through the application.

The implementation of user authentication ensures secure access to the system, while GPS integration and Google
Maps functionality allow for accurate location tagging of complaints. The ability to upload images enhances the
reporting process by providing additional context and evidence.

The Firebase backend architecture has proven robust, handling complaint data and user authentication securely. The

Model-View-Controller (MVC) architecture ensures a well-organized separation of concerns, facilitating future
scalability and maintenance.
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Fig. 5. Registration Page Fig. 6. Login Page

User Registration and Login Pages: Figures 5 and 6 serve as the entry points for users to access the application. Figure 5
facilitates user registration, where individuals can swiftly create accounts by providing essential information such as email,
name, mobile number, and a secure password. This streamlined onboarding process ensures a smooth initiation for new users.
Figure 6, on the other hand, acts as the gateway for existing users to securely log in to their accounts. Equipped with user
authentication features and a sleek interface, the login screen provides a seamless and secure experience. Users can utilize
this interface to report complaints, track submissions, and engage with the complaint management process effectively.
Together, these pages contribute to a user-friendly platform that empowers individuals to address urban issues efficiently.
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*® — Submit Complaint

CITIZEN

Fig. 7. Home Page Fig. 8. Complaint Submission Page
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Home Page and Complaint Submission Page: Figures 7 and 8 serve as pivotal components of the CitizenConnect
application. Figure 7 acts as the central hub, presenting users with a user-friendly interface granting quick access to
essential features like submitting complaints, tracking complaint status, and logging out. Its intuitive navigation and
informative prompts facilitate efficient engagement with the complaint management process. Figure 8, the Complaint
Submission Page, allows users to report civic issues with ease. Featuring an intuitive form layout, users can swiftly
provide details including title, address, description, and location of the complaint. Integration of GPS and image
uploading functionality ensures accurate reporting, providing authorities with valuable context. Empowering citizens to
actively contribute to city improvement, this page facilitates efficient issue reporting.
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Fig. 9. My Complaints Page Fig. 10. Complaint Details

My Complaints Page and Complaint Details Page: Figures 9 and 10 play crucial roles in the CitizenConnect
application. Figure 9 offers users a personalized view of their submitted complaints, fostering transparency and
empowerment by providing clear, organized information about the progress of their reported issues. Figure 10, the
Complaint Details page, provides administrators with a consolidated view of all complaints, including accompanying
images. Administrators can efficiently browse through reported issues, assess severity visually, and address them
effectively, enhancing the overall efficiency of the complaint management process.
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Fig. 11. Admin Page Fig. 12. All Registered Users Screen

Admin Page and All Registered Users Screen: Figures 11 and 12 serve as vital components of the CitizenConnect
application's administrative interface. Figure 11, the Admin Page, acts as the control center for managing and
monitoring complaints. Administrators can access a comprehensive dashboard to view all reported complaints, assign
them to relevant authorities, and track resolution status using powerful analytics tools and administrative privileges.
This page ensures efficient oversight of urban issues, facilitating timely responses and effective governance. Figure 12,
the All-Registered Users Screen, provides administrators with an overview of all user registrations. Administrators can
access a centralized list of registered users, view their details, and manage accounts as needed. This functionality
ensures user data integrity, enables the resolution of account-related issues, and maintains platform security effectively.

V. CONCLUSION

In summary, the paper delves into the functionality and significance of the "CitizenConnect: Real-Time Grievance
Management App," shedding light on its innovative features and potential impact. By addressing traditional challenges
in complaint management, this application provides a user-friendly platform for efficient complaint submission and
resolution. The paper outlines its objectives, hurdles, and future prospects, underscoring the app's role in improving
customer satisfaction and organizational effectiveness. Positioned as a pivotal tool in modern grievance resolution
systems, the Smart Complaint App is poised to revolutionize how complaints are handled across diverse sectors. With
its user-centric design and adaptability to technological advancements, the application is poised to foster customer
loyalty and become a cornerstone in contemporary grievance resolution practices.

VI. FUTURE SCOPE

The future prospects for the Smart Complaint Application open doors for further innovation and impact. As technology
progresses, there is potential to incorporate emerging features like artificial intelligence to streamline complaint
categorization and predict resolution outcomes automatically. Additionally, expanding the application's compatibility across
various platforms and devices would extend its reach and accessibility. Collaborations with additional service providers or
government agencies could enrich the grievance management ecosystem, creating a more comprehensive solution. Exploring
the integration of blockchain technology to bolster data security, ensuring an immutable and transparent record of complaint-
related interactions offers avenues for enhancing system integrity. Continuous solicitation of user feedback and iterative
updates will remain vital to align the application with evolving user needs and technological advancements. The future
promises a more refined, adaptable, and widely embraced Smart Complaint Application.
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