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Chapter I 

INTRODUCTION 

 

Background of the Study 

In today’s rapidly evolving educational landscape, efficient and transparent 

complaint resolution is essential to maintaining the satisfaction of key stakeholders, 

including students, faculty, and staff. Higher education institutions, like any large 

organization, encounter numerous complaints concerning a wide range of issues, from 

administrative inefficiencies to academic services. Traditional complaint-handling 

procedures—often manual, paper-based, or email-driven—are inherently inefficient. 

They lack real-time tracking, are prone to miscommunication, and typically suffer from 

delays in response, leading to frustration among complainants (Nasr & Alkhider, 2015). 

These limitations slow down resolution times and fail to ensure accountability, resulting 

in dissatisfaction and undermining trust in the institution's processes. Addressing these 

inefficiencies is crucial for any university aiming to maintain its reputation and foster a 

positive campus environment. 

West Visayas State University, Himamaylan City Campus, is a regional higher 

education institution that faces similar challenges in handling complaints. As a public 

university, it caters to a large population of students and faculty, generating a wide array 

of complaints related to academic services, infrastructure, administrative responsiveness, 

and general campus management. Currently, the campus relies on a predominantly 

manual process to collect and address complaints, such as paper-based submissions and 

sporadic email communications. These methods are slow and lack the formal tracking 
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mechanisms to ensure timely follow-ups. Moreover, the absence of a centralized system 

often leads to miscommunication between departments, further compounding the 

difficulty in resolving complaints effectively. Similar challenges have been observed in 

other academic institutions, highlighting the importance of leveraging technology to 

streamline complaint management processes. According to Al-Waeli and Hassan (2022), 

implementing an online complaint management system can significantly improve the 

efficiency and security of handling complaints, allowing students to submit their concerns 

anywhere and anytime. By adopting such a system, the university can enhance its 

responsiveness and provide a more conducive environment for academic and 

administrative operations. 

A Complaint Management System (CMS) is a digital platform designed to 

address the limitations of traditional complaint-handling methods by automating and 

enhancing the overall process. By enabling complaints to be logged, tracked, and 

resolved in an organized manner, a CMS ensures that grievances are managed effectively 

and efficiently (Chaudhary et al., 2016). The system supports clear communication 

between the complainant and the institution, providing timely updates on complaint status 

and allowing for transparent resolution. Additionally, the centralized digital nature of 

CMS enables institutions to store complaint data in one place, making it easier to track 

trends, identify recurring issues, and make informed improvements. Implementing a 

CMS at West Visayas State University, Himamaylan City Campus, could offer a 

significant advantage by streamlining complaint resolution and fostering accountability 

and transparency. 
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The implementation of a CMS at West Visayas State University, Himamaylan 

City Campus, brought several tangible benefits. First, the system would significantly 

reduce response times, ensuring that complaints are addressed promptly. The CMS would 

facilitate better communication and coordination across various departments by 

centralizing complaint data, reducing the risk of miscommunication and lost complaints 

(Manuhutu & Uktolseja, 2018). Furthermore, the CMS would introduce a layer of 

accountability, as all complaints would be tracked, and administrators would be required 

to follow up within specified time frames. This would improve the quality of service 

delivery, as the university would be able to identify and address recurring issues more 

efficiently (Anusiuba et al.,2021). Finally, the CMS would increase satisfaction among 

students and staff by providing them with a transparent platform to voice their concerns 

and track the resolution process, thereby promoting a culture of accountability and 

continuous improvement within the institution (Oguntosin et al., 2021). 

The proposed research examines critical questions regarding the feasibility and 

potential impacts of implementing a Complaint Management System (CMS) at West 

Visayas State University, Himamaylan City Campus. Specifically, this study investigated 

the feasibility of adopting a CMS, considering cost and institutional readiness. It did also 

assess the system's expected impact on existing complaint-handling processes, especially 

with respect to improvements in response time and resolution efficiency. Additionally, 

this research explored how the CMS could influence user satisfaction, focusing on 

complainants (students, faculty, and staff) and the administrative personnel managing the 

complaints. Finally, the study aims to identify the long-term benefits of a CMS in 

enhancing transparency, accountability, and overall administrative efficiency at the 
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university. This approach builds on findings that online complaint systems can streamline 

processes, save time, and improve public engagement by facilitating efficient issue 

resolution (Suvetha et al., 2019). The research did assess the CMS's potential to 

transform complaint management into a more effective and systematic process for the 

campus community through these inquiries. 

This paper argues that the implementation of a Complaint Management System at 

West Visayas State University, Himamaylan City Campus, would significantly enhance 

the institution's administrative efficiency by streamlining the complaint resolution 

process and improving overall service delivery. The CMS would address existing 

inefficiencies and provide a transparent and accountable platform for students and staff to 

voice their concerns. Furthermore, by collecting and analyzing data from complaints, the 

university would be better equipped to identify recurring issues, leading to continuous 

improvements in campus operations and services. In the long term, a well-implemented 

CMS would foster a more responsive and student-centered university environment, 

reinforcing stakeholder trust and satisfaction. 

 

1.1. Purpose 

 

This study aims to design and implement a Complaint Management System 

(CMS) for West Visayas State University - Himamaylan City Campus (WVSU-

HCC) to enhance the management of client feedback and resolutions. The system 

provided a structured, digitalized platform that ensures complaints are securely 

submitted, efficiently categorized, and promptly routed to the appropriate 

departments for investigation and resolution. It also implemented real-time tracking 
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and automated notifications, allowing complainants to monitor the status of their 

concerns. Complaint data will be systematically collected, analyzed, and reported to 

help improve administrative decision-making and service quality. 

The CMS introduced the following key improvements: 

Streamlined Complaint Handling. The system did standardize the process of 

receiving complaints through a web-based interface where students, faculty, and staff 

can submit concerns either by logging in. Once submitted, complaints will be 

automatically categorized and assigned to the appropriate department based on 

predefined rules. A dashboard will provide a real-time overview of complaint statuses 

for administrators, ensuring no feedback is overlooked. 

Facilitating Swift Resolution. The system enforced response time guidelines 

to ensure that all complaints are acted upon within a specified timeframe, as outlined 

in the university’s Citizen’s Charter. Automated email and SMS notifications will 

inform complainants of updates, ensuring transparency in the resolution process. 

Enhancing Accountability and User Satisfaction. The CMS did implement 

data encryption and access control to protect complaint records and user privacy. 

System administrators will monitor the platform to track unresolved cases, while 

department heads will be responsible for ensuring timely responses. If a complaint is 

not processed within the set timeframe, escalation mechanisms will notify higher 

authorities for immediate action. 

Additionally, the system integrated reporting and analytics tools to identify 

common issues, monitor response efficiency, and provided insights for continuous 

institutional improvements. The ownership of the system will be assigned to the 
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university’s IT or Management Information Systems Office, ensuring regular 

maintenance, security updates, and user training. 

Through these enhancements, the Complaint Management System has 

transformed the university’s feedback process into a more structured, transparent, 

and responsive mechanism, improving stakeholder trust and institutional efficiency. 

1.2. Technical Reviews of Related Systems 

 

The Complaint Management System serves the critical purpose of streamlining 

complaint-handling processes by digitizing them, eliminating the need for physical 

storage. This study aims to delve into the technical aspects of such systems. Many 

complaint management systems have been implemented, predominantly focusing on 

digital storage within complaint journals. These journals function as centralized 

repositories for recording and managing complaints. 

1.2.1. Zendesk Support Suite 

In line with the development of modern support models like Universe, which 

focuses on efficient response systems to improve user satisfaction and retention 

(Pippuri, 2016), the Complaint Management System (CMS) in this research aims to 

implement similar principles within a university environment. (Wei, 2023) highlights 

how streamlined, cloud-based platforms can significantly enhance the responsiveness 

of support systems by centralizing communication and issue tracking, ultimately 

improving organizational efficiency and customer loyalty. Applying these ideas to a 

CMS allows for effective tracking, faster resolution times, and improved 

transparency, which are essential for managing complaints efficiently in an academic 

setting. This approach provides an infrastructure that optimizes user experience and 
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supports administrative accountability, aligning with best practices observed in 

customer-focused support models. 

1.2.2. Salesforce Service Cloud 

Salesforce Service Cloud is a robust CRM platform that streamlines customer 

interactions and complaint management by offering omnichannel communication 

capabilities, including email, phone, chat, and social media channels (Patel & Chouhan, 

2016). This cloud-based service allows businesses to enhance customer engagement 

through seamless communication while leveraging AI-powered insights for personalized 

support, thus improving the overall customer experience. Additionally, Salesforce 

Service Cloud provides detailed reporting features that enable businesses to track 

performance metrics and identify opportunities for optimization. Cloud platforms like 

Salesforce.com are revolutionizing traditional software development models by offering 

flexible, scalable solutions that enhance efficiency, making it an ideal choice for 

companies aiming to optimize customer service operations and satisfaction 

(Poniszewska-Maranda et al., 2020). 

1.2.3. ProProfs Help Desk 

ProProfs Help Desk is a user-friendly shared inbox tool designed to streamline 

support conversations and effectively manage customer complaints. Similar to the 

strategies recommended by Tolentino-Evangelista et al., the platform enhances the 

resolution process through easy-to-use ticket management features, allowing businesses 

to track and address consumer complaints efficiently (Tolentino-Evangelista et al., 2023). 

The ProProfs Help Desk also incorporates automation features that help reduce response 

times to improve staff efficiency and training to ensure prompt complaint resolution. This 



 

8  

software is an effective solution for small businesses aiming to enhance customer 

satisfaction through efficient complaint management (Reed et al., 2020). 

 

1.2.4. Bitrix24 

Bitrix24 provides a comprehensive set of tools that can be adapted to manage 

student and faculty interactions, particularly in handling complaints and service 

requests within an academic institution. The platform’s issue tracking and support 

management features enable schools to efficiently document, categorize, and address 

concerns related to academic services, facility maintenance, and administrative 

processes (Tievikova & Lysenko, 2019). Its integration capabilities allow seamless 

connection with existing university systems, such as student information systems and 

email platforms, optimizing workflows and minimizing response delays. 

Additionally, Bitrix24’s reporting and analytics tools can help school administrators 

monitor trends in complaints, identify recurring issues, and implement data-driven 

improvements. By leveraging these features, educational institutions can enhance 

transparency, improve administrative efficiency, and foster better communication 

between students, faculty, and staff, ultimately leading to a more responsive and 

student-centered environment (Algabri et al., 2019). 

1.2.5. isoTracker 

isoTracker is a complaint management software designed to help organizations 

maintain compliance with regulatory standards, aligning with the principles of 

Quality Management Systems (QMS). The platform offers comprehensive reporting 

and analytics features, enabling businesses to track and analyze customer complaints 

effectively. Implementing QMS improves organizational performance by ensuring 
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better resource management and process efficiency, and isoTracker supports this by 

providing tools to maintain industry compliance. Its compliance features make 

isoTracker an ideal solution for businesses in highly regulated industries, contributing 

to improved operational outcomes and reduced risks (Estehu, 2023). 

1.2.6. Tidio 

Tidio is an AI-driven customer support platform that incorporates chatbots and 

automated responses to manage customer inquiries and complaints, similar to the 

application of chatbot technology in social work. The platform provides instant 

support, reducing response times and enhancing customer engagement, much like 

how chatbots facilitated quicker responses to inquiries during the COVID-19 

pandemic in social work settings (Hodžić et al., 2021). Tidio’s personalized 

interactions help businesses foster stronger relationships with their customers, 

paralleling the role of ICTs in improving communication and support in social work 

institutions. The software’s seamless integration with existing communication 

channels further establishes it as a versatile and effective solution for managing 

customer complaints, akin to the integration of chatbot applications in social work 

services during extraordinary circumstances (Waheed et al., 2022). 

1.2.7. Zoho Desk 

Zoho Desk is a cloud-based help desk software that offers multi-channel 

support and ticket automation, which is particularly useful for organizations aiming to 

streamline their customer support processes. The platform’s collaboration tools 

facilitate efficient teamwork, ensuring timely resolution of customer complaints. This 

is similar to the improved issue handling observed in the case study of a 
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transportation company's CRM software selection process (Al Jafa, 2020). Zoho Desk 

also features robust analytics and reporting capabilities, enabling businesses to track 

performance metrics and identify areas for improvement, much like how ticketing 

systems contribute to optimizing helpdesk activities by providing detailed reports and 

data (Sorsa, 2021). This software is well-suited for businesses looking to enhance 

their customer service processes through better organization and efficiency. 

 

 

1.2.8. Freshdesk 

Freshdesk is help desk software that integrates ticket management, automation, 

and customer engagement tools, making it an effective solution for improving 

customer service (Bosu et al., 2022). Its user-friendly interface and comprehensive 

features enable businesses to manage customer complaints efficiently. The software’s 

automation capabilities streamline workflow and reduce response times, significantly 

enhancing customer satisfaction (Moreira, 2024). Additionally, Freshdesk's ability to 

integrate with other business tools and its detailed reporting features improve service 

management, making it an asset for organizations aiming to optimize their customer 

support processes (Nguyen, 2022). 

In light of the pressing need for efficient and transparent complaint handling at 

West Visayas State University, Himamaylan City Campus, the implementation of a 

Complaint Management System (CMS) would offer significant improvements over 

traditional manual processes. The technical reviews of related systems, such as 

Zendesk Support Suite, Salesforce Service Cloud, and Freshdesk, illustrate how 
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modern digital platforms can centralize communication, automate workflows, and 

provide real-time tracking, all of which enhance both operational efficiency and 

customer satisfaction (Pippuri, 2016; Patel & Chouhan, 2016; Nguyen, 2022). By 

incorporating similar features, the proposed CMS for WVSU-HCC can streamline 

complaint resolution, reduce response times, and ensure that complaints are handled 

more transparently and accountable.  

Furthermore, the CMS would allow the university to collect and analyze 

complaint data, identify recurring issues, and provide actionable insights for 

continuous improvement. This system aligns with the university's goal of fostering a 

student-centered, responsive environment, ultimately enhancing student, faculty, and 

staff trust and satisfaction. The adoption of a CMS at WVSU-HCC would not only 

optimize complaint management but also create a foundation for long-term 

institutional improvements, reinforcing the university's commitment to service 

excellence and accountability. 

 

Table 1  

Comparison of Related Complaint Management Systems 

Software 
Key 

Functionalities 

Ease of 

Use 

Integration 

Capabilities 
Scalability 

Uniqueness of 

Proposed CMS 

(WVSU-HCC) 

Zendesk 

Support 

Suite 

Provides 

ticketing, live 

chat, email 

support, and 

self-service 

options for 

users.  

High 

Integrates 

with over 

1,000 apps, 

including 

CRMs, email 

systems, and 

analytics 

tools. 

Highly 

scalable, 

suitable for 

small to 

enterprise-

level 

organizatio

ns. 

Provides a 

customized 

complaint-handling 

process tailored to 

university-specific 

concerns, ensuring 

efficient routing and 

tracking. 
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Salesforce 

Service 

Cloud 

CRM 

functionalities, 

case tracking, 

and AI insights 

for customer 

support. 

Medium 

Integrates 

deeply with 

other 

Salesforce 

products and 

third-party 

systems. 

Highly 

scalable, 

ideal for 

large 

enterprises 

needing 

customized 

solutions. 

Designed to provide 

automated case 

resolution 

workflows aligned 

with institutional 

policies and 

department-specific 

concerns. 

ProProfs 

Help Desk 

Basic 

complaints 

management, 

automated 

responses, and 

simple 

complaint 

resolution 

tracking. 

High 

Basic 

integrations 

with email 

tools and 

CRMs. 

Limited 

scalability, 

best for 

small 

businesses. 

Implements 

structured tracking 

and escalation 

mechanisms, 

ensuring complaints 

are addressed 

promptly based on 

defined timelines. 

Software 
Key 

Functionalities 

Ease of 

Use 

Integration 

Capabilities 
Scalability 

Uniqueness of 

Proposed CMS 

(WVSU-HCC) 

Bitrix24 

Full-featured 

CRM with 

issue tracking, 

complaint 

management, 

and 

communication 

tools. 

Medium 

Excellent 

integration 

with other 

Bitrix24 

tools and 

third-party 

software. 

Highly 

scalable, 

ideal for 

businesses 

of any size. 

Provides a 

centralized 

complaint-handling 

dashboard with data 

analytics for trend 

identification and 

service 

improvements. 

isoTracker 

Specializes in 

compliance 

management, 

issue tracking, 

and complaint 

resolution for 

regulated 

industries. 

Medium 

Integrates 

with 

compliance 

tools and 

document 

management 

systems. 

Scalable 

for 

organizatio

ns needing 

strict 

regulatory 

compliance

. 

Ensures structured 

documentation and 

security compliance 

in handling 

complaints. 

Tidio 

Chat-driven 

support with AI 

chatbots for 

quick complaint 

handling. 

High 

Basic 

integrations 

with 

messaging 

platforms, 

CRMs, and 

email 

systems. 

Limited 

scalability, 

best for 

small to 

mid-sized 

organizatio

ns. 

Incorporates instant 

chat support and 

automated 

responses to 

enhance complaint 

submission and 

interaction. 
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Zoho Desk 

complaints 

management, 

automation 

tools for 

complaint 

handling, and 

in-depth 

analytics. 

High 

Integrates 

with the 

Zoho 

ecosystem 

and many 

third-party 

apps. 

Highly 

scalable 

and 

suitable for 

businesses 

of all sizes. 

Features 

customizable 

workflows and 

automated 

prioritization to 

ensure streamlined 

resolution of 

complaints. 

Freshdesk 

Comprehensive 

complaints 

management, 

and customer 

support 

tracking across 

multiple 

channels. 

High 

Integrates 

with over 

1,000 apps, 

including 

CRM, 

billing, and 

analytics 

tools. 

Highly 

scalable, 

from small 

startups to 

large 

enterprises. 

Ensures real-time 

updates and status 

notifications, 

keeping 

stakeholders 

informed 

throughout the 

complaint resolution 

process. 

 

 

Software 
Key 

Functionalities 

Ease of 

Use 

Integration 

Capabilities 
Scalability 

Uniqueness of 

Proposed CMS 

(WVSU-HCC) 

Campus 

Managem

ent System 

(CMS) – 

Various 

Universitie

s 

Student 

complaint 

tracking, issue 

resolution 

workflows 

Medium 

Integrated 

with student 

portals, 

academic 

records 

Scalable 

for 

institutions 

Provides a 

standardized 

platform for 

complaint resolution 

within university 

environments. 

Proposed 

CMS 

(WVSU-

HCC) 

Web-based 

complaint 

submission, 

automated 

routing, real-

time tracking, 

escalation 

mechanisms, 

faculty & 

student 

complaint 

monitoring, 

encrypted 

security, 

SMS/email 

High 

Integrated 

with 

student/facult

y portals, 

citizen’s 

charter, and 

academic 

services. 

Scalable 

for 

university-

wide use 

Features automated 

escalation 

mechanisms, real-

time user 

notifications, 

structured reporting, 

and adaptive 

workflows to ensure 

efficient and 

transparent 

complaint 

resolution. 
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notifications, 

and dashboard 

analytics. 

 

1.3. Project Scope 

This capstone project focused on designing and implementing a Complaint 

Management System (CMS) for the West Visayas State University Himamaylan City Campus. 

This system addresses inefficiencies in the complaint-handling process by providing an 

automated, centralized platform for complaint submission, tracking, and resolution. The CMS 

will significantly improve the administrative efficiency of handling complaints while ensuring 

transparency and accountability, enhancing stakeholder satisfaction. 

1.3.1 Objectives 

The primary objectives of this project are as follows: 

To streamline complaint submission. The CMS provided a user-friendly 

online platform that allows students, faculty, and staff to submit complaints efficiently. 

The system logged all complaints in a central database, minimizing the risk of lost or 

unaddressed grievances. 

To provide real-time tracking and updates. The system tracked each 

complaint from submission to resolution, offering transparency throughout the 

complaint lifecycle. Complainants received regular updates on the status of their 

complaints, while administrators monitored progress in real time. 
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To ensure secure storage and data privacy. All complaints will be securely 

stored within the CMS database. Access to sensitive data was restricted to authorized 

personnel, ensuring compliance with institutional and legal data privacy standards. 

To enable effective data analysis and reporting. The CMS will generate data 

analytics and reports highlighting complaint trends, resolution times, and recurring 

issues. These insights informed administrative decisions and contribute to continuous 

service improvement. 

 

1.3.2. System Features 

The Complaint Management System (CMS) for West Visayas State University - 

Himamaylan City Campus integrated several interconnected features to streamline the 

complaint-handling process, ensuring efficiency, transparency, and security. At the core 

of the system is the Centralized Online Complaint Submission, which allows students, 

faculty, and staff to submit concerns through a web-based form accessible at any time. 

Once a complaint is submitted, it is automatically logged in the system, categorized 

based on predefined parameters such as department and urgency, and assigned to the 

appropriate office. To enhance transparency, the system will immediately generate an 

automated email notification to the complainant, confirming the receipt of their 

complaint and providing a unique tracking ID for future reference. 

The Administrative Dashboard plays a crucial role in overseeing complaint 

management. Administrators will have access to an intuitive interface where they can 

view incoming complaints, categorize issues, and assign them to the appropriate 

personnel. Whenever a complaint is assigned, an automated email notification will be 
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sent to the responsible department, ensuring they are promptly informed. Additionally, 

the system will enforce predefined response timeframes, automatically escalating 

unresolved complaints to higher-level administrators if necessary. This feature 

guarantees that complaints are addressed within the expected timeline, preventing 

bottlenecks in the resolution process. 

To further improve communication and user experience, the Real-Time 

Tracking and Notification System ensures that complainants stay updated throughout 

the resolution process. Users will receive automated notifications at key points, 

including complaint submission, assignment to a department, status updates, and final 

resolution. These notifications will inform users of any required actions, such as 

providing additional details or confirming complaint resolution.  

Ensuring interconnectivity and workflow automation, the system enables 

different university departments to seamlessly coordinate complaint resolution. 

Department heads, administrative staff, and faculty members will have centralized 

access to track complaints assigned to them, update statuses, and communicate 

internally for efficient issue resolution. If a complaint is not acted upon within the 

designated timeframe, the system will automatically escalate the case, notifying higher 

authorities and the complainant about the delay, ensuring accountability in complaint 

handling. 

Security and data privacy are also critical components of the CMS. To protect 

sensitive complaint information, the system will implement role-based access control 

(RBAC), allowing only authorized users to access specific complaint data based on 

their roles. Additionally, all complaint records and communication logs will be 
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encrypted to prevent unauthorized access or data breaches. The system will also 

generate audit logs, keeping track of all user activities to enhance accountability and 

compliance with university data protection policies. These security measures ensure 

that all complaints and user interactions remain confidential while maintaining 

transparency in the resolution process. 

By integrating these features into a unified and structured workflow, the 

Complaint Management System will significantly enhance efficiency, accountability, 

and service quality at WVSU-HCC, ensuring that complaints are addressed in a timely, 

transparent, and secure manner. 

1.3.3. Limitations 

While the CMS is designed to improve the complaint-handling process, certain 

limitations must be considered. First, the system will primarily handle electronic 

submissions, meaning that any complaints submitted manually (e.g., paper-based 

complaints) must be manually entered into the system by administrative personnel. 

Additionally, the CMS will be initially deployed for internal use within the WVSU-

Himamaylan City Campus. It may not integrate with external systems unless explicitly 

specified for future expansion.
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Chapter II  

PRODUCT DESCRIPTION 

The West Visayas State University - Himamaylan City Campus (WVSU-HCC) 

Complaint Management System (CMS) is a customized in-house solution developed to 

efficiently manage and track client feedback and complaints. Aligned with the principles 

outlined by Stauss and Seidel (2019), the system is designed to improve customer 

satisfaction by streamlining the complaint-handling process, ensuring timely resolution, 

and providing valuable data for analysis. This approach fosters transparency and 

operational efficiency, key factors for enhancing client satisfaction, as emphasized in 

their research on effective complaint management. By incorporating these best practices, 

the WVSU-HCC CMS aligns with industry standards for managing customer concerns 

while addressing the unique needs of the campus community. 

 
 

2.1 Product Perspective and General Features 

 

WVSU-HCC understands that a positive client experience is essential for the 

success of any institution. The Complaint Management System (CMS) was designed as a 

comprehensive in-house solution to streamline collecting, resolving, and analyzing client 

feedback. This system aimed to replace the existing reliance on physical feedback boxes, 

which lack a centralized, organized approach to managing complaints. To ensure a 

comprehensive and effective complaint management process, the CMS incorporates 

several key features to enhance functionality and user experience. These features include: 

Centralized Online Complaint Submission. The core of the CMS was a user-

friendly online form where clients (students, faculty, and external partners) can 
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conveniently submit their feedback at any time. This ensures that all complaints are 

captured in one place, removing the limitations and potential for missed feedback that can 

occur with physical boxes. 

Administrative Dashboard and Workflow. The CMS included an intuitive 

dashboard for the designated administrator. This dashboard provided an at-a-glance view 

of incoming complaints, allowing for categorization based on issue types and 

departments involved. From here, the administrator can assign complaints directly to the 

responsible unit for investigation and resolution, initiating a structured and accountable 

workflow. 

Real-time Tracking and Transparency. The CMS tracked the status of each 

complaint in real-time, recording details like the assigned department, current stage (in 

progress, pending information, resolved), and time elapsed. This visibility enhances 

accountability and allows for intervention to prevent unnecessary delays. Additionally, 

the CMS could integrate optional features for keeping clients informed about the progress 

of their complaints, such as automated email updates or a basic status inquiry portal. 

Secure Storage and Data Analysis. All complaint details, communication logs, 

and resolutions will be stored securely within the system's database. This eliminates risks 

associated with physical records and provides a comprehensive archive. Crucially, the 

CMS will include reporting tools to generate insights from this collected data, revealing 

complaint trends, recurring issues, and areas for improvement across the university.
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Figure 1  

 

WVSU Complaint Management System Features 

 
 

 

 

2.2. Operating Environment 

 

The Complaint Management System (CMS) operated seamlessly within the West 

Visayas State University Himamaylan City Campus environment, leveraging existing 

infrastructure to ensure accessibility across various devices, including smartphones, 

laptops, tablets, and desktop computers. Like the interactive, user-friendly features 

discussed by Garcia and Sabay (2020) in their development of GADIMATH, the CMS 

aimed to offer an intuitive, engaging experience for stakeholders, including students, 

faculty, and staff. Utilizing the campus's server infrastructure will ensure smooth 

operation and efficient communication, facilitating complaint submission and resolution. 
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This focus on accessibility and ease of use aligns with the principles of interactivity and 

support emphasized in the development of GADIMATH, ensuring that users can interact 

with the system effectively within the university’s network. 

2.2.1. Hardware Environment 

 

The hardware specifications needed for this system are relatively modest. Given 

that the applications do not impose heavy demands, the researcher has established 

requirements below the standard thresholds typically associated with web-based 

applications. This table provides a baseline for the hardware environment and the 

minimum requirements to efficiently deploy and run the CMS. It is important to note that 

these are hypothetical requirements, and actual needs may vary based on factors such as 

the volume of complaints, user concurrency, and specific functionalities within the 

system. Adjustments may be necessary based on the actual use case and scale of 

deployment. 

 

Table 2  

Hardware Specification 

         Hardware Environment         Minimum Requirements 

Processor 
Intel Core i5 processor (2.4 GHz or 

higher)  

Memory (RAM) 4GB  

  

Storage Space 100 GB HDD/SSD 

Computer Monitor 1024 * 768 Resolution Color Monitor 
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2.2.2. Software Environment 

 

The software environment required for the Complaint Management System 

(CMS) was designed to ensure seamless functionality across the university's IT 

infrastructure. The CMS will be compatible with various operating systems, including 

Windows, macOS, and Linux, to allow flexibility in deployment across different devices 

and platforms. It will be built using web-based technologies, ensuring accessibility via 

standard web browsers such as Google Chrome, Mozilla Firefox, and Safari. The system 

will rely on commonly used programming languages and frameworks, including HTML, 

CSS, JavaScript, and PHP, for its front-end and backend development. Additionally, the 

CMS will integrate with existing database management systems, such as MySQL, to 

securely store and manage complaint data. While these software requirements are 

considered standard for web applications, the system's performance may depend on the 

volume of data and user traffic. As such, optimizations may be necessary based on the 

actual usage patterns and scale of deployment. 

 

Table 3  

 

Software Specification 

 

Software Environment Minimum Requirements 

Operating System Windows 10 or higher 

Web Server 
PHP Triad (PHP5.6, MySQL, Apache, and 

PhpMyAdmin) 

Database MySQL 5.7  

PHP Framework Laravel 8.x 

Browser Compatibility 
Google Chrome, Mozilla Firefox, Microsoft 

Edge, Safari 

Documentation Microsoft Word 2016 
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2.3.Design and Implementation Constraints 

 

The development of the Complaint Management System (CMS) for West Visayas 

State University Himamaylan City Campus was subject to several constraints that must 

be considered during the design and implementation phases. These constraints were 

categorized into technical, operational, and budgetary factors: 

 

2.3.1. Technical Constraints 

The development and implementation of the Complaint Management System 

(CMS) at West Visayas State University Himamaylan City Campus (WVSU-HCC) 

must address several critical technical constraints to ensure its effectiveness and 

successful adoption. One of the primary concerns is the simplicity of the user interface 

(UI), which must be intuitive and accessible to a wide range of users, including 

students, faculty, and staff, who may possess varying levels of technical proficiency. 

To accommodate this diversity, the CMS should prioritize ease of use to promote user 

engagement and minimize any learning curve.  

Additionally, the system must be designed to scale efficiently, especially 

considering the potential for increased user load and complaint volume during peak 

times, such as the start and end of semesters. This scalability is crucial to maintaining 

optimal performance under fluctuating demand. Security and data privacy also pose 

significant challenges, as the CMS will handle sensitive information, including the 

identity and personal details of complainants. Therefore, stringent measures, such as 

encryption, role-based access control, and secure data storage, must be implemented to 

comply with data protection regulations and ensure the confidentiality of users' 
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information. Lastly, the CMS must integrate seamlessly with the university's existing 

communication and IT infrastructure, including email and messaging platforms, to 

streamline the complaint resolution process. Failure to achieve smooth integration 

could disrupt system functionality and hinder user adoption, making it essential for the 

CMS to align with the university's current systems. 

 

2.3.2. Operational Constraints 

The successful deployment and long-term functionality of the Complaint 

Management System (CMS) at West Visayas State University Himamaylan City 

Campus (WVSU-HCC) are contingent upon addressing several key operational 

constraints. One of the primary challenges is effective change management, which is 

essential to ensure the smooth adoption of the system by students, faculty, and staff. A 

comprehensive strategy must be implemented to manage the transition from traditional 

complaint-handling methods to the new system. This includes allocating adequate time 

and resources for training end-users and administrative personnel to ensure they are 

familiar with the CMS's features and functionality. Another critical operational 

consideration is the system's maintenance and ongoing support. Post-deployment 

support must be planned thoroughly to address bugs, incorporate user feedback, and 

perform necessary updates. This will help ensure that the system remains operational, 

efficient, and responsive to the needs of users over time. Lastly, the project must 

adhere to strict timelines to minimize disruption to regular university operations. The 

availability of the technical team for testing, deployment, and training is crucial for 

meeting these deadlines and ensuring the timely rollout of the CMS. Additionally, 
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coordination with administrative staff will be essential for smooth project execution, 

highlighting the importance of resource planning throughout the implementation 

process. 

 

2.3.3. Budgetary Constraints 

The implementation of the Complaint Management System (CMS) at WVSU-

HCC is subject to several budgetary constraints that may affect the project's scope, 

timeline, and overall feasibility. One of the primary financial considerations is the cost 

of hardware and software resources required for system deployment. The university 

must invest in server infrastructure, database storage, and networking equipment to 

ensure that the system operates efficiently and securely. If budget limitations arise, 

alternative cloud-based hosting solutions may need to be considered to reduce 

hardware costs. 

Additionally, software development costs must be accounted for, including 

licensing fees, third-party integrations, and security measures. If proprietary software 

is required for certain functionalities, licensing expenses may increase, potentially 

straining the budget. Open-source alternatives may be explored to reduce costs while 

maintaining system efficiency and security. 

The cost of training and user adoption also poses a financial challenge. 

Effective implementation requires training sessions for students, faculty, and 

administrative staff, which may necessitate additional funding for training materials, 

instructor fees, and technical support personnel. Limited funding may require the 
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university to conduct phased training sessions or leverage online training materials to 

minimize expenses. 

Furthermore, long-term maintenance and system upgrades must be considered 

in the budget planning. The CMS will require regular updates, security patches, and 

troubleshooting support to ensure continued functionality. Without proper financial 

allocation for system maintenance, future enhancements and security upgrades may be 

delayed, affecting system performance and user satisfaction. 

To address these budgetary constraints, the university may explore external 

funding sources, such as government grants, academic research funding, or industry 

partnerships, to supplement development costs. Additionally, cost-effective solutions, 

such as cloud-based deployment, open-source technologies, and internal university IT 

support, may be utilized to ensure the project's sustainability while maintaining 

financial efficiency. 

 

2.3.4. Cost-Benefit Analysis and Return on Investment 

To assess the financial feasibility of the Complaint Management System 

(CMS), a comprehensive Cost-Benefit Analysis (CBA) was conducted. The analysis 

considered the system development costs, annual maintenance expenses, and potential 

benefits derived from improved complaint resolution efficiency, reduced 

administrative workload, and enhanced transparency. 

The estimated development and implementation cost of the system was PHP 

200,000, covering software development, security features, hosting, training, and 

documentation. On the other hand, the projected annual benefits resulting from 
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improved system efficiency, faster resolution time, and reduced administrative 

workload amount to PHP 170,000 per year. 

With these figures, the system is expected to recover its initial cost within 1.2 

years and generate a Return on Investment (ROI) of 750% over subsequent years. The 

high ROI reflects the system’s cost-effectiveness and ability to significantly improve 

complaint handling processes at WVSU-HCC. 

Additionally, if the CMS is deployed in other institutions, the estimated 

commercialization cost ranges from PHP 200,000 - 250,000 for a one-time license fee 

or PHP 50,000 - 70,000 for an annual subscription model. These potential revenue 

streams highlight the system’s scalability and potential financial sustainability beyond 

its initial implementation. 

 

     Table 4  

 

      Development and Implementation Cost  

 

Expense Category Cost (PHP) Details 

System Development PHP 150,000 
PHP (Laravel Framework), 

MySQL Backend 

Domain & Hosting (1 Year) PHP 5,000 
Web hosting & domain 

registration 

Security Features PHP 15,000 
Encryption, Role-based 

Access Control 

Training & Documentation PHP 10,000 
User training and system 

documentation 

Maintenance & Support (1 

Year) 
PHP 20,000 

Technical support and 

periodic updates 

Total Development Cost PHP 200,000 
Fully operational CMS with 

security and training 
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 Table 5 

 

       Annual Benefits and Cost Savings  

 

 Table 6 

 

  Payback Period and Return of Investment 

 

With these figures, the system is expected to recover its initial cost within 1.2 

years, calculated using the formula: 

Benefit Category 
Annual 

Savings (PHP) 
Details 

Reduced Administrative 

Time 
PHP 80,000 

Faster complaint handling reduces 

staff workload 

Reduced Paper & 

Manual Processes 
PHP 25,000 Transition to a digital platform 

Faster Complaint 

Resolution 
PHP 45,000 

Fewer unresolved issues and less 

miscommunication 

Improved Decision-

Making 
PHP 20,000 

Data-driven improvements reduce 

operational inefficiencies 

Total Annual Benefits PHP 170,000 
Cumulative gains in efficiency 

and accountability 

Metric Amount (PHP) 

Total Development Cost PHP 200,000 

Annual Benefits (Savings) PHP 170,000 

Annual Maintenance Costs PHP 20,000 

ROI (%) 750% 
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Payback Period = Total Development Cost / Annual Benefits 

  PHP 200,000 / PHP 170,000 ≈ 1.2 years 

Additionally, the system is projected to generate a Return on Investment (ROI) 

of 750% over subsequent years, calculated as: 

ROI (%) = [(Annual Benefits - Annual Costs) / Annual Costs] × 100 

2.4 Assumptions and Dependencies 

The effective development and deployment of the Complaint Management System 

(CMS) project depends on several key assumptions and external dependencies. Recognizing 

and managing these factors is essential to ensure the project progresses smoothly and achieves 

its objectives. 

2.4.1 Assumptions 

The successful implementation of the Complaint Management System (CMS) 

at West Visayas State University Himamaylan City Campus (WVSU-HCC) depends 

on several key assumptions that must be met for the system to function as intended. 

First, it is assumed that key stakeholders—students, faculty, and administrative staff—

will actively participate in the system's design, testing, and training phases. Their 

involvement is critical for providing feedback and ensuring the CMS meets user 

needs, facilitating a smooth transition to the new platform. 

Another assumption is that users will readily adopt the CMS, replacing 

traditional complaint submission methods, such as paper-based or email-based 

systems, without significant resistance. This widespread adoption is essential for the 

system's success. Additionally, it is presumed that the university's existing IT 

infrastructure, including servers and network capacity, will be sufficient to support the 
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CMS without requiring major upgrades. This is based on the expectation that current 

resources can effectively handle the system's requirements. 

The project also assumes that the university will remain compliant with data 

privacy regulations, such as the Data Privacy Act of 2012 (Republic Act No. 10173), 

to ensure the secure handling of personal information collected and stored within the 

CMS. To achieve compliance, the system will implement role-based access control 

(RBAC), ensuring that only authorized personnel can access sensitive data. 

Additionally, all complaint records will be protected through data encryption (AES-

256 standard) and secure authentication mechanisms to prevent unauthorized access or 

breaches. The system will also generate audit logs to monitor all activities related to 

data handling, ensuring transparency and accountability in compliance with university 

data protection policies. Furthermore, clear user consent agreements will be 

incorporated into the complaint submission process, informing users of how their data 

will be used, stored, and protected. By adhering to these security measures and 

regulatory requirements, the CMS will ensure compliance with national data 

protection laws while safeguarding the privacy and confidentiality of all users. 

Finally, the availability of sufficient development resources, including 

developers and IT support staff, is assumed throughout the project lifecycle. These 

resources are vital for meeting deadlines and requirements, ultimately contributing to 

the successful and timely deployment of the CMS. 

 

2.4.2 Dependencies 
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The successful implementation of the Complaint Management System (CMS) 

at West Visayas State University - Himamaylan City Campus (WVSU-HCC) depends 

significantly on the compatibility of the university’s existing IT infrastructure, 

including servers, databases, and network systems, all of which must align with the 

CMS requirements. Coordination with the university’s IT department is necessary to 

determine whether access to the current system will be granted or if alternative hosting 

solutions, such as dedicated servers or cloud-based deployment, need to be considered. 

Any required upgrades or modifications to the infrastructure must be carefully planned 

to avoid disruptions during implementation. Additionally, strict security protocols 

must be followed to ensure data integrity and privacy when integrating with the 

university’s systems. 

Another critical factor is the reliance on third-party software components, such 

as the Laravel PHP framework and MySQL database system, to ensure the CMS’s 

functionality. Updates or changes to these components during development could 

impact the project timeline and necessitate adjustments to the system’s design or 

features. To mitigate potential issues, regular compatibility checks and version control 

management will be implemented, ensuring that updates do not interfere with the 

system’s core functionalities. Proper documentation and contingency plans will also 

be in place to address unexpected compatibility challenges. 

The involvement of key stakeholders, including members of the grievance 

committee, IT department, administrative staff, and faculty representatives, is vital to 

the system’s success. Their active participation in requirement gathering, system 

testing, feedback sessions, and decision-making ensures that the CMS aligns with the 
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university’s needs and operational standards. To prevent potential adoption challenges, 

early consultations, user training sessions, and informational campaigns will be 

conducted, addressing concerns and promoting a smooth transition to the new system. 

A structured support system will also be in place post-deployment to assist users in 

navigating the system efficiently and addressing any concerns. 

Strict adherence to data privacy regulations, such as the Data Privacy Act of 

2012, is another critical dependency. Any amendments to these laws or the 

introduction of new regulations could require system updates to maintain compliance 

and protect user data. The CMS will incorporate role-based access control, encrypted 

storage, and automated security updates to ensure continued compliance with evolving 

privacy standards. Regular security audits will be performed to identify and mitigate 

vulnerabilities, ensuring that user data remains protected. 

To proactively address these dependencies and deliver a secure, efficient, and 

functional CMS for WVSU-HCC, several measures will be implemented. The system 

will be deployed using optimized server configurations, ensuring smooth operation 

within the university’s network while maintaining flexibility for future upgrades. 

Regular meetings, feedback collection, and training sessions will be conducted with 

key stakeholders to ensure smooth adoption and operational efficiency. Continuous 

monitoring of legal and security updates will be implemented, with automated system 

updates to address any necessary compliance modifications. A dedicated technical 

support team will oversee system maintenance, including bug fixes, security 

enhancements, and user assistance, ensuring the CMS remains reliable and fully 

operational. By integrating these strategies, the CMS will effectively manage 
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complaints, uphold security and compliance standards, and ensure seamless adoption 

within WVSU-HCC. 
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Chapter III 

SYSTEM FEATURES 

 

The Complaints Management System of West Visayas State University 

Himamaylan City Campus is designed to streamline receiving, addressing, and resolving 

student and faculty concerns. A key feature is the user-friendly complaint submission 

form, allowing users to easily log feedback and provide detailed descriptions of issues. 

The system then automatically categorizes and routes complaints to the appropriate 

departments or personnel, ensuring prompt attention. Administrators and designated staff 

have access to a secure dashboard to track the status of complaints, update progress, and 

communicate resolutions directly to the complainant. Robust search functionality allows 

for quick retrieval of specific cases or trends in feedback, aiding in identifying recurring 

issues and informing process improvements. The CMS prioritizes clear communication 

channels and timely updates, fostering transparency and accountability throughout the 

complaint resolution process. 

 

3.1 System Decomposition 

 

The CMS can be broken down into several core modules, each designed to 

perform specific functions for efficiently managing complaints. 

The Complaint Submission Module provides a user-friendly interface that 

allows students and faculty to easily submit their complaints. It includes input fields for 

detailed descriptions of the issues and the option to attach supporting documents when 

necessary. This module also includes complaint categorization logic, ensuring complaints 

are appropriately categorized into types such as academic, facilities, or administrative. 
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The Complaint Routing Module utilizes a rules-based engine to assign 

complaints to the relevant departments or personnel. This configurable module allows 

complaints to be routed based on type, department, or staff availability. It also includes 

escalation mechanisms to promptly address urgent or unresolved issues. 

The Tracking & Communication Module includes a dashboard for 

administrators and staff to monitor the status of complaints in real time. This module 

allows staff to update progress notes and communicate directly with the complainant. 

Additionally, it sends automated notifications to the complainants, keeping them 

informed of any status updates or changes regarding their complaints. 

The Reporting & Analytics Module enables the generation of various reports 

related to complaint volume, resolution times, and common types of issues. It also 

features trend analysis tools to identify recurring problems, providing valuable insights 

for future process improvements. 

Finally, the Security & Access Control Module ensures the protection of 

sensitive data by implementing role-based authentication and authorization systems. Data 

encryption safeguards personal information, while audit logging records system activity 

for security and accountability purposes. 

In conclusion, the Complaint Management System (CMS) is designed to 

streamline the complaint submission, routing, tracking, and resolution processes, offering 

a comprehensive and efficient solution for West Visayas State University - Himamaylan 

City Campus. Each module serves a specific purpose, ensuring a seamless and organized 

approach to managing complaints, enhancing communication, and fostering transparency. 

The system's modular architecture allows scalability, secure data handling, and insightful 
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reporting, ultimately contributing to continuous improvement and better service delivery. 

An overview of these modules is shown in Figure 2. 

Figure 2 

Decomposition Diagram 

 

3.2.  System Functionalities 

 

The West Visayas State University - Himamaylan City Campus Complaint 

Management System (CMS) is designed to provide an efficient and streamlined 

process for receiving, managing, and resolving complaints from students and faculty. 

One of the core features of the system is its secure, user-friendly complaint submission 

interface, which allows users to easily lodge complaints with detailed descriptions of 

the issues they are facing. The system ensures that complaints are captured and stored 

securely, allowing for easy access and retrieval of information as needed. This feature 

enables the university to centralize complaint management, reducing reliance on 

paper-based or manual processes and improving the overall efficiency of handling 

student and faculty concerns. 
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In addition to the complaint submission functionality, the CMS includes 

automated categorization and routing mechanisms that ensure each complaint is 

directed to the appropriate department or personnel for resolution. These features 

facilitate a swift and organized response to issues, minimizing delays in addressing 

complaints. The system also incorporates robust tracking tools that provide real-time 

updates on the status of each complaint, fostering transparency and accountability in 

the process. With secure data storage, organized complaint records, and easy access to 

progress reports, the CMS ensures that all complaints are managed effectively, 

contributing to improved communication and timely resolution of issues within the 

university. 

 

 3.3. System Features 

In the context of the Complaint Management System (CMS) at West 

Visayas State University - Himamaylan City Campus, the system features refer to 

the specific functionalities and capabilities designed to address the needs of 

students, faculty, and staff in submitting and resolving complaints. These features 

outline the core operations of the system, such as complaint submission, 

categorization, routing, tracking, and communication, ensuring that each 

complaint is efficiently managed. By aligning with the university's objectives of 

transparency, accountability, and user satisfaction, the system's features are 

tailored to enhance the overall complaint-handling process, providing a seamless 

and secure experience for all users.  
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3.3.1. Secure User Authentication 

 

3.3.1.1.Descriptive and Priority 

 

The secure login feature of the Complaint Management System (CMS) is 

foundational to its functionality, ensuring that only authorized users—students, 

faculty, and administrative staff—can access sensitive data. By requiring a secure 

login, the CMS protects the integrity and confidentiality of complaint 

submissions, updates, and resolutions. This feature is of the highest priority, as it 

safeguards user privacy and reinforces trust in the system. By controlling access 

based on user role, the secure login feature allows for tailored permissions that 

align with each user's level of responsibility, enhancing both usability and security 

within the CMS. 

3.3.1.2. Secure user authentication Stimulus / Response Sequences 

 

Secure user authentication is a cornerstone of the Complaint Management 

System (CMS), ensuring that only authorized users—students, faculty, or 

administrators—can access the platform. This process involves a series of well-

defined steps, starting from the user initiating a login attempt to the system 

validating their credentials against a secure database. Access is granted if the 

credentials are valid based on the user's role; otherwise, error-handling 

mechanisms are triggered to prevent unauthorized access. These measures, 

including potential additional security layers like multi-factor authentication, are 

crucial for protecting sensitive data and maintaining the system's integrity.   
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Table 7  

Secure user authentication Stimulus/Response Sequences 

Stimulus/Response Sequence Description 

1. User Initiates Login 
The user accesses the CMS login page and 

initiates the login process. 

2. System Prompts for Credentials 
The system prompts the user to enter their 

username and password. 

3. Credentials Validation 

The system checks the entered username 

and password against a secure user 

database. 

4. Access Granted (if valid) 

If credentials are valid, the system grants 

access based on the user role (student, 

faculty, admin). 

5. Error Handling (if invalid) 

If credentials are invalid, the system 

displays an error message and may 

implement additional security measures 

(e.g., multi-factor authentication or email 

verification). 

Activity Flow   
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3.3.1.3. Functional Requirements 

 

The secure login functionality of the CMS entails several critical 

requirements to maintain robust security and accessibility for users. The login 

form includes fields for username and password, designed for simplicity and ease 

of use while upholding strict security standards. To protect user credentials, the 

system employs advanced password encryption and secure storage protocols. The 

CMS also enforces role-based access control, limiting access to specific functions 

based on the user type—student, faculty, or admin—to prevent unauthorized 

activity. 

Additionally, the system incorporates session management with automatic 

timeouts to protect against unintended access after inactivity. For user 

convenience and security, a password reset and recovery feature is available for 

those who may forget or have difficulty with their credentials. Finally, the CMS 

includes audit logging to track login activity, recording each access attempt, and 

enabling system administrators to monitor and review login patterns. Together, 

these functional elements ensure a secure and user-friendly experience while 

protecting sensitive information within the complaint management process. 

 

3.3.2. Complaint Submission 

 

3.3.2.1. Descriptive and Priority 

 

The complaint submission feature is a central component of the CMS, 

allowing users to efficiently lodge detailed complaints directly within the system. 

This feature greatly enhances user experience by streamlining the submission 
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process, enabling students, faculty, and staff to voice concerns in a structured and 

accessible manner. It also plays a critical role in the system's overall 

effectiveness, facilitating the organized collection of information necessary for 

swift resolution. Given its direct impact on user satisfaction and the overall 

efficiency of the complaint management process, this feature is highly prioritized 

within the CMS framework. 

 

3.3.2.2. Complaint Submission Stimulus / Response Sequences 

 

The complaint submission process in the Complaint Management System 

(CMS) ensures users can report issues efficiently while maintaining accuracy and 

data integrity. This process involves a structured sequence, starting with the user 

accessing the complaint submission form and filling in details such as the 

complaint description, category, and contact information. The system then 

validates the submitted data to ensure all mandatory fields are completed and 

correctly formatted. Once validated, the complaint is recorded with a unique ID 

and routed to the appropriate department for resolution. If the data is invalid, error 

messages guide the user to address any issues, ensuring that submissions meet the 

required standards before processing. 
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Table 8  

Complaint Submission Stimulus/Response Sequences 

Stimulus/Response Sequence Description 

 

1. Access "Submit 

Complaint" 

The user accesses the CMS's complaint 

submission form. 

2. System Presents Form 

The system displays fields for complaint 

description, categorization (e.g., academic, 

facilities), attachments, and contact 

information. 

3. User Completes Form 
The user fills in the required fields and 

submits the form. 

4. Validation Checks 
The system checks if all mandatory fields 

are completed and data formats are correct. 

5. If Valid, Record Complaint 

If the data is valid, the system assigns a 

unique complaint ID, records the complaint, 

and routes it to the appropriate department. 

6. If Invalid, Display Error 

If data is invalid, the system displays error 

messages to guide the user in completing 

the required fields or correcting data 

formats. 

  

Activity Flow   
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3.3.2.3. Functional Requirements 

 

The complaint submission feature within the CMS incorporates several 

essential requirements to ensure a user-friendly and effective experience. The 

submission form is designed with intuitive fields and clear instructions, helping 

users easily understand and complete the process. To streamline categorization, 

the form includes drop-down menus or selection logic that classifies complaints 

into categories such as "academic," "facilities," or "administrative," guiding 

complaints to the relevant department. 

For flexibility, the form also allows users to attach files that may provide 

additional context or evidence, further supporting the complaint resolution 

process. Data validation checks are implemented to ensure that all required fields 

are filled in correctly and that data formats are accurate. The system confirms 

successful submission to enhance transparency and assurance, generating a unique 

complaint ID that users can reference for tracking and follow-up. These functional 

elements make the complaint submission process efficient, organized, and reliable 

for users and administrators. 

 

3.3.3. Complaint Tracking & Status Updates 

3.3.3.1. Descriptive and Priority 

 

The complaint tracking and status update feature is essential for 

maintaining transparency and user confidence within the CMS. This feature 
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enables users to monitor the progress of their complaints, fostering a sense of 

accountability in the complaint resolution process. By providing timely status 

updates and visibility into each complaint's handling, the system empowers users 

to stay informed and reassures them that their concerns are being addressed. This 

functionality is prioritized due to its critical role in enhancing user trust, 

reinforcing institutional responsiveness, and ensuring a transparent 

communication process between users and administrators.  

 

3.3.3.2.  Complaint Tracking and Status Updates Stimulus / Response Sequences 

 

The complaint tracking and status update feature in the Complaint Management 

System (CMS) provides users with a transparent and organized way to monitor the 

progress of their submitted complaints. Through this process, users can access the "View 

Complaint Status" section, where the system displays a comprehensive list of their 

complaints, including unique IDs, submission dates, and current statuses. By selecting a 

specific complaint, users can view detailed status updates, notes from administrators, 

and the full communication history. This functionality ensures users remain informed 

about the progress and resolution of their complaints, fostering accountability and 

effective communication. 
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Table 9 

Complaint Tracking and Status Updates Stimulus/Response Sequences 

Stimulus/Response Sequence Description 

1. Access Status Section 
The user accesses the "View Complaint 

Status" section in the CMS. 

2. Display Complaint List 

The system displays a list of complaints 

submitted by the user, with details such as 

unique IDs, dates, and current statuses (e.g., 

open, in-progress, resolved). 

3. Select Complaint for 

Details 

The user selects a specific complaint from 

the list to view further details. 

4. Display Status Details 

The system displays the complaint's status 

updates, any notes added by administrators, 

and the full communication history related 

to that complaint. 

 

Activity Flow   
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3.3.3.3. Functional Requirements 

 

The complaint tracking and status update feature incorporates key 

functionalities designed to provide users with a seamless and informative 

experience. A dashboard allows users to easily manage and track multiple 

complaints, displaying an organized list of submitted complaints alongside unique 

identifiers, dates, and statuses (e.g., open, in-progress, resolved). To improve 

clarity, each complaint entry includes clear status indicators and timelines, helping 

users quickly understand the current stage of resolution. A detailed view is also 

available for individual complaints, presenting comprehensive information, 

including status updates, administrative notes, and communication history. These 

functionalities ensure users have complete visibility into their complaints' status, 

fostering accountability and transparency within the CMS.  
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Chapter IV  

EXTERNAL INTERFACE REQUIREMENTS 

 

 

4.1. User Interfaces 

 

The Complaint Management System (CMS) for West Visayas State 

University - Himamaylan City Campus (WVSU-HCC) is designed to 

accommodate multiple user roles, each with specific access levels and 

functionalities. The system will support four primary user classifications: 

Students, Faculty and Staff, Administrative Personnel, and System 

Administrators. Students and faculty will be able to submit complaints, track their 

status, and receive automated updates, while administrative personnel will 

manage, categorize, and resolve complaints. System administrators will oversee 

system security, user access, and data management to ensure smooth operations. 

The CMS user interface (UI) is designed to be intuitive, responsive, and 

accessible across various devices, including desktops, laptops, tablets, and mobile 

phones. The system features a web-based dashboard tailored for each user role, 

ensuring ease of navigation and functionality. The Student and Faculty Interface 

includes a complaint submission form, complaint status tracking, and notification 

alerts, allowing users to monitor the progress of their concerns. The 

Administrative Dashboard provides tools for complaint categorization, case 

assignment, and resolution tracking, enabling administrative personnel to manage 

complaints efficiently. The System Administrator Interface includes user 

management, security settings, and system monitoring tools to ensure proper 

system maintenance and data integrity. 
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To enhance user experience, the UI follows a structured layout with 

minimal complexity, incorporating clear navigation menus, interactive forms, and 

visual indicators for complaint progress. Accessibility features such as search 

functionality, filter options, and mobile responsiveness ensure that users can 

efficiently interact with the system regardless of their device. By implementing a 

user-friendly interface, the CMS aims to streamline complaint handling, improve 

response times, and ensure transparency in the resolution process at WVSU-HCC. 

 

4.1.1. Output Screen of System 

 

The Output Screen is the landing page and entry point for the Complaint 

Management System (CMS). This screen presents users with the system's cover 

page, offering a clear and simple interface with buttons for User Login, User 

Registration, and Admin Login. Users can easily navigate the page to log in, 

create a new account, or access the administrative portal. The Output Screen 

provides a clean, intuitive entry point for users and administrators, ensuring 

seamless access to the system's functionalities.  
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Figure 3 

 

Home Page 

 

 
 

 

4.1.2. User Module 

 

The User Module is the interface designed for students, faculty, and staff 

to submit complaints. This module simplifies the complaint submission process 

by offering an intuitive online form where users can describe their issues, attach 

supporting files, and categorize complaints. Users can also view the current status 

of their complaints and receive real-time notifications on any updates or actions 

taken. The User Module fosters engagement by keeping complainants informed 

and involved in the resolution process. 
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Figure 4 

 

Sign Up 

 

 
 

 

 

Figure 5 

 

Login Page 
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Figure 6 

 

Profile  

 

 
 

Figure 7 

 

Change Profile Image 
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Figure 8 

 

Change Password 

 

 
 

 

 

Figure 9 

 

Complain Form 
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Figure 10 

 

Complain History 

 

 

 
 

 

 

 

Figure 11 

 

View Complain Detail 
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4.1.2. Admin Module 

 

Figure 12 

 

Login 

 

 
 

 

 

 

Figure 13 

 

Dashboard 
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Figure 14 

 

Admin Profile 

 

 

 
 

 

 

Figure 15 

 

Change Password 
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Figure 16 

 

Add Sub Admin 

 

 
 

 

 

 

Figure 17 

 

Manage Sub Admin 
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Figure 18 

 

Update Sub Admin 

 

 
 

 

 

 

Figure 19 

 

Not Process Complain 

 



 

58  

 
 

Figure 20 

 

View Not Process Complain 

 

 
 

 

 

 

 

Figure 21 

 

In Process Complaints 
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Figure 22 

 

View In Process Complaints 

 

 
 

 

 

Figure 23 

 

Not Forwarded Pending Complaints 
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Figure 24 

 

View Not Forwarded Pending Complaints 

 
 

 

 

Figure 25 

 

Closed Complaints 
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Figure 26 

 

View Closed Complaints 

 

 
 

 

 

 

Figure 27 

 



 

62  

Manage Users 

 

 
 

Figure 28 

 

View User Details 
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Figure 29 

 

Between Dates Report 
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Figure 30 

 

View Between Dates Report 

 

 
 

 

 

 

Figure 31 

 

Sub Admin Report 
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Figure 32 

 

View Sub Admin Report 

 

 
 

 

 

 

Figure 33 

 

Add Category 
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Figure 34 

 

Add State 

 

 
 

Figure 35 

 

User Login Logs 
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4.1.3. Sub Admin Module 

 

The Subadmin Module is designed for department heads or sub-

administrators responsible for resolving specific complaints. This interface allows 

subadmins to view complaints assigned to their department, update their status, 

communicate with the complainant, and escalate issues to higher authorities if 

needed. The module helps streamline complaint handling at the departmental 

level, ensuring that issues are addressed efficiently and effectively. 

 

 

 

 

 

 

 

 

 

Figure 36 

 

Login Page 
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Figure 37 

 

Dashboard 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 38 

 

Profile 
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Figure 39 

 

Change Password 

 

 
 

 

 

 

 

 

 

 

 

 

 

Figure 40 

 

Not Process Complain 
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Figure 41 

 

View Not Process Complain 

 

 
 

 

 

Figure 42 

 

In Process Complaints 
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Figure 43 

 

View In Process Complaints 

 

 
 

 

Figure 44 

 

Closed Complaints 
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Figure 45 

 

View Closed Complaints 

 

 
 

 

4.2. Hardware Interfaces 
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The Complaint Management System (CMS) is designed to be compatible with various 

hardware configurations, ensuring it can be accessed seamlessly from desktop computers, 

laptops, tablets, and mobile phones. This flexibility allows for broad accessibility, ensuring all 

users—students, faculty, and staff—can interact with the system from their preferred devices. 

 

Table 10 

Hardware Interfaces 

4.2.1. Server Hardware Requirements 

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Processor 
Intel Core i5 (2.4 

GHz) or equivalent 

Intel Core i7 (3.2 

GHz) / AMD Ryzen 

7 (3.5 GHz) or 

higher 

Ensures faster processing 

speeds for multiple 

concurrent complaint 

submissions and queries. 

Memory 

(RAM) 
8 GB DDR4 

16 GB DDR4 / 

DDR5 

Allows smoother 

multitasking and improved 

performance, especially 

under high user loads. 

Storage 500 GB HDD / SSD 1 TB SSD (NVMe) 

SSDs provide faster data 

access, quicker complaint 

retrieval, and reduced 

system lag. 

Network 
High-speed Ethernet 

(1 Gbps) 

Gigabit Ethernet (10 

Gbps) with 

Redundant 

Connection 

Ensures real-time updates, 

reduced downtime, and 

high-speed data transfers. 

 

 

 

 

4.2.2. Client Hardware Requirement 
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Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Desktop/Laptop 

Intel Core i3 (2.0 

GHz) / AMD Ryzen 

3 

Intel Core i5 (2.8 

GHz) / AMD Ryzen 

5 or higher 

Ensures responsive 

system access for 

administrative and faculty 

users. 

Memory 

(RAM) 
4 GB DDR4 

8 GB DDR4 / 

DDR5 

Enhances multitasking and 

browser performance when 

accessing the CMS. 

Storage 256 GB SSD / HDD 
512 GB SSD 

(NVMe) 

Improves system 

responsiveness and 

complaint data access 

speed. 

Display 
1024x768 pixels 

resolution 

1920x1080 Full HD 

or higher 

Ensures better readability 

and user experience when 

navigating the CMS. 

Internet 

Connection 

Broadband / Wi-Fi 

(5 Mbps) 

Fiber Optic 

Connection (50 

Mbps+) 

Provides stable and 

uninterrupted access to 

the CMS. 

Desktop/Laptop 

Intel Core i3 (2.0 

GHz) / AMD Ryzen 

3 

Intel Core i5 (2.8 

GHz) / AMD Ryzen 

5 or higher 

Ensures responsive 

system access for 

administrative and faculty 

users. 

 

4.3.3. Tablet and Mobile Phone Requirement  

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Tablets 

Apple A12 Bionic / 

Qualcomm 

Snapdragon 

Apple A14 Bionic / 

Snapdragon 888 or 

higher 

Provides faster CMS 

interactions and smoother 

complaint tracking. 

Memory 

(RAM) 
3 GB 4 GB or higher 

Ensures smooth 

multitasking and faster app 

response times. 

Display 1280x800 pixels 
1920x1200 pixels 

or higher 

Offers better clarity and 

usability for mobile 

complaint submission. 

Internet 

Connection 

Wi-Fi / Mobile Data 

(4G) 

5G / High-Speed 

Wi-Fi 6 

Guarantees faster and 

more reliable access to the 

CMS. 
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4.3.4. Peripheral Devices 

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Printer 

Black & White 

Laser Printer (600 

DPI) 

Color Laser Printer 

(1200 DPI) 

Used for printing 

complaint summaries and 

reports for 

documentation. 

Scanner 
600 DPI Flatbed 

Scanner 

1200 DPI High-

Speed Scanner 

Ensures clear and detailed 

scanning of complaint 

documents. 

Backup Storage 
External HDD (1 

TB) 

Network-Attached 

Storage (NAS) 4 

TB+ 

Provides secure backup 

and disaster recovery for 

complaint records. 

UPS 

(Uninterruptible 

Power Supply) 

600VA 1200VA or higher 

Prevents data loss and 

system downtime during 

power interruptions. 
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4.3. Software Interfaces 

The Complaint Management System (CMS) is designed to function seamlessly with 

various software environments. It relies on a combination of server-side and client-side 

software to ensure efficient data processing, secure storage, and an intuitive user interface. 

Table 11  

Software Interfaces 

4.3.1. Server-side Software 

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Operating 

System 

Ubuntu Server 

20.04 / Windows 

Server 2016 

Ubuntu Server 

22.04 LTS / 

Windows Server 

2022 

Provides long-term 

security updates, better 

performance, and stability 

for hosting applications. 

Web Server 
Apache 2.4 / Nginx 

1.18 

Apache 2.4.57+ / 

Nginx 1.22+ 

Handles HTTP requests 

efficiently, improves speed, 

and ensures stronger 

security patches. 

Database 

Management 

System 

MySQL 5.7 / 

PostgreSQL 13 

MySQL 8+ / 

PostgreSQL 14+ 

Supports faster query 

processing, better 

indexing, and enhanced 

data security for high-

traffic environments. 

PHP 

Framework 
Laravel 8.x Laravel 10 (LTS) 

Provides long-term 

stability, improved API 

performance, and 

enhanced security 

features. 

Security 

Protocols 
SSL/TLS 1.2 TLS 1.3 (Latest) 

Offers faster handshake 

times, reduced 

vulnerabilities, and 

stronger encryption for 

secure data transmission. 

 

 

 



 

77  

 

 

4.3.2. Client-side Software 

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Web Browsers 

Chrome v90+, 

Firefox v87+, Edge 

v91+, Safari v14+ 

Chrome v110+, 

Firefox v100+, 

Edge v105+, Safari 

v16+ 

Ensures faster JavaScript 

execution, improved 

security, and better 

compatibility with 

modern web technologies. 

Mobile 

Application 

(Optional) 

Android 8.0+, iOS 

12+ 

Android 11+, iOS 

15+ 

Enhances performance, 

security, and better 

handling of background 

processes for complaint 

tracking. 

 

4.3.3. Additional Softwarre Components 

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Email 

Integration 

SMTP Server 

(Postfix, SendGrid) 

Postfix with 

DKIM/SPF or 

SendGrid API 

Enhances email 

deliverability, reduces 

spam, and ensures secure 

email notifications for 

complaints. 

Data Backup 

Solutions 

Bacula or Acronis 

Backup 

Acronis Cyber 

Protect / Veeam 

Backup & 

Replication 

Provides automated, 

encrypted backups, disaster 

recovery, and cloud 

integration. 
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4.3.4. Collaboration Tools  

Category 
Minimum 

Specification 

Optimal 

Specification 
Purpose/Benefits 

Version Control 
Git 

(GitHub/GitLab) 

GitHub/GitLab 

with CI/CD 

integration 

Enables collaborative 

development, version 

tracking, and automated 

testing for software 

stability. 

Documentation 

Software 

Microsoft Word 

2016 / Google Docs 

Confluence / 

Notion 

Improves collaborative 

documentation, system 

maintenance guides, and 

structured knowledge 

sharing. 

 

4.4. Communication Interfaces 

The Complaint Management System (CMS) for West Visayas State University 

Himamaylan City Campus is hosted on a centralized server, allowing users to access the 

system by entering the web server address into any standard web browser. This approach 

ensures the CMS is easily accessible from various devices, including personal computers, 

tablets, and mobile phones. Whether users are students, faculty, or administrative staff, they 

can conveniently interact with the system, regardless of their device preference. The web-

based interface also ensures platform independence, providing a seamless experience for all 

users, regardless of their operating system or hardware. 

This setup allows students and faculty to submit complaints, track their status, and 

receive updates. At the same time, administrators can manage and resolve complaints from 

anywhere within or outside the university campus. As long as there is internet connectivity, 

users can access the system remotely, facilitating real-time complaint management and 

enhancing administrative efficiency across the campus. This flexibility is crucial for ensuring 
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prompt complaint resolution and effective communication between departments at WVSU 

Himamaylan City Campus. 

Moreover, the system integrates smoothly with printers, allowing users to print 

reports, complaint summaries, or other important documents directly from the system. This 

capability is especially useful for administrators who need hard copies for records or audit 

purposes. The CMS’s communication interfaces ensure smooth operation, real-time updates, 

and streamlined complaint handling, ultimately improving the service delivery and 

satisfaction for the entire WVSU Himamaylan City Campus community. 

 

 

Figure 46 

Communication Interfaces  
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Chapter V 

OTHER NONFUNCTIONAL REQUIREMENTS 

 

Nonfunctional requirements are crucial in determining the overall quality, 

performance, and user experience of the Complaint Management System (CMS) for West 

Visayas State University Himamaylan City Campus. While functional requirements define the 

specific features and functions of the system, nonfunctional requirements outline how the 

system should perform, ensuring it is secure, efficient, and reliable for all users, including 

students, faculty, and administrators. These requirements set the standards for the system's 

operational behavior, ensuring it can handle user interactions smoothly and consistently. 

 

5.1. Performance Requirements 

The performance requirements of the CMS focus on ensuring the system's 

responsiveness, capacity, and scalability to handle real-time complaint submissions and 

tracking. Quick response times are critical, ensuring that users can submit and access 

complaint information swiftly, without delays. Whether submitting a new complaint or 

checking the status of an ongoing issue, the CMS must process these requests within seconds 

to maintain efficiency. High throughput is essential for the system, enabling it to handle 

multiple users and complaints concurrently, especially during peak periods such as university 

enrollment or exam seasons, where the number of submissions may increase significantly. 

Scalability is another vital performance consideration, ensuring that the system can 

expand its capacity without compromising performance as the number of users and 

complaints grows over time. The system should support future growth, allowing it to scale up 
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to meet increased demand without major modifications. Additionally, high availability is 

paramount for the CMS, ensuring that users have access to the system 99.9% of the time and 

minimizing downtime and interruptions. This requires robust server infrastructure and 

redundancy mechanisms to maintain seamless operations. 

Finally, reliability ensures that the CMS performs consistently under normal operating 

conditions, with accurate complaint handling and data processing. This consistency fosters 

user trust and ensures the system operates efficiently across various departments and devices. 

Together, these performance requirements guarantee that the CMS meets the university's 

needs for complaint management and delivers a reliable, responsive, and scalable solution that 

enhances the overall user experience and administrative efficiency. 

The table clearly outlines the key performance metrics that the system needs to meet, 

along with their target values, ensuring that the CMS operates efficiently under various 

conditions. 

Table 12  

Performance Requirements of the CMS 

Requirement Description Measurement/Metric Target Value 

Response 

Time 

Time taken by the system to 

respond to user actions, such as 

submitting complaints or 

checking status. 

Time to complete 

action after user input 
≤ 3 seconds 

Throughput 

The number of complaint 

submissions and updates the 

system can handle 

simultaneously without 

performance degradation. 

Number of 

simultaneous 

submissions/updates 

≥ 100 users 

concurrently 

Scalability 

The ability of the system to 

support increased numbers of 

users and complaints over time 

without significant re-

engineering. 

Capacity for 

additional users and 

complaints 

Scalable to 2x 

initial capacity 
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Availability 

Percentage of time the system is 

accessible to users, excluding 

scheduled maintenance. 

Uptime percentage 
≥ 99.9% 

availability 

Requirement Description Measurement/Metric Target Value 

Data 

Processing 

Time 

Time required to process and 

store complaint data after 

submission. 

Time taken for data to 

be stored and 

reflected 

≤ 2 seconds 

per action 

 

The Five-Point Likert Scale allows respondents (students and professionals) to rate 

various aspects of the system, providing quantitative feedback for evaluating the performance 

and user satisfaction of the CMS. 

 

Table 13  

Evaluation of CMS Using a Five-Point Likert Scale 

Measure 5 (Excellent) 4 (Good) 
3 

(Average) 
2 (Low) 

1 (Very 

Low) 

System Usability ☐ ☐ ☐ ☐ ☐ 

Response Time ☐ ☐ ☐ ☐ ☐ 

Complaint 

Tracking 
☐ ☐ ☐ ☐ ☐ 

Data Security ☐ ☐ ☐ ☐ ☐ 

System 

Availability 
☐ ☐ ☐ ☐ ☐ 

Ease of Access ☐ ☐ ☐ ☐ ☐ 

User Interface 

Design 
☐ ☐ ☐ ☐ ☐ 

Scalability ☐ ☐ ☐ ☐ ☐ 

System 

Reliability 
☐ ☐ ☐ ☐ ☐ 

Overall 

Satisfaction 
☐ ☐ ☐ ☐ ☐ 

Legend: 

• 5 = Excellent: The system fully meets expectations. 

• 4 = Good: The system performs well, with minor improvements needed. 
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• 3 = Average: The system is functional but has room for improvement. 

• 2 = Low: The system has noticeable issues affecting user experience. 

• 1 = Very Low: The system does not meet expectations and requires significant 

improvement. 

 

Table 14 

Summary Features and Attributes of the Complaint Management System (CMS) 

Feature Description Attribute 

User-Friendly Interface 

Web-based platform for easy 

complaint submission and 

tracking. 

Usability 

Real-Time Tracking 

Allows users to monitor 

complaint progress from 

submission to resolution. 

Transparency 

Automated Notifications 
Sends real-time updates on 

complaint status to complainants. 
Accountability 

Role-Based Access Control 
Restricts system access to 

authorized personnel only. 
Security 

Data Encryption 
Ensures confidentiality and 

protection of sensitive data. 
Security 

Complaint Categorization 
Automatically categorizes 

complaints for faster routing. 
Efficiency 

Analytics & Reporting 
Generates reports on complaint 

trends and resolution times. 

Data-Driven Decision-

Making 

Audit Logs 
Maintains logs of all complaint 

activities for future reference. 
Accountability 

Scalability 

Supports system growth and 

accommodates increasing users 

and complaints. 

Scalability 

Mobile Responsiveness 
Ensures access to the CMS via 

mobile devices. 
Accessibility 

Feedback & Evaluation 
Allows users to provide feedback 

on complaint handling. 

Continuous 

Improvement 

 

The Complaint Management System (CMS) was designed with a variety of features 

aimed at enhancing efficiency, transparency, and accountability in complaint handling at 
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WVSU-HCC. The system offers a user-friendly interface that simplifies the complaint 

submission and tracking process. It also includes real-time tracking and automated 

notifications, ensuring that users receive timely updates on the status of their complaints. To 

enhance security, the system integrates role-based access control and data encryption to 

protect sensitive information. Additionally, the system’s scalability ensures that it can handle 

increasing volumes of complaints and adapt to future institutional needs. 

 

Table 15 

Mapping of CMS Product Features to Software Quality Attributes 

Product Feature Software Quality Attribute Mean Score 

User-Friendly Interface Usability 4.70 

Real-Time Tracking Transparency 4.60 

Automated Notifications Accountability 4.50 

Role-Based Access Control Security 4.40 

Data Encryption Security 4.30 

Complaint Categorization Efficiency 4.50 

Analytics & Reporting Data-Driven Decision-Making 4.60 

Audit Logs Accountability 4.40 

Scalability Scalability 4.20 

Mobile Responsiveness Accessibility 4.30 

Feedback & Evaluation Continuous Improvement 4.50 

 

The table highlights the mapping of CMS features to relevant evaluation measures, 

ensuring that all critical system attributes are assessed based on user feedback and system 

performance. Each feature aligns with specific survey questions that measure aspects such as 
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usability, transparency, security, and accountability. This approach ensures that the CMS 

meets its intended objectives while identifying areas for continuous improvement. 

The Complaint Management System (CMS) was evaluated based on its features and their 

corresponding software quality attributes to determine how well the system met user 

expectations.  

• User-Friendly Interface. Evaluated under Usability, with a mean score of 4.7 

(Excellent), indicating that users found the system easy to navigate. 

• Real-Time Tracking and Automated Notifications. Mapped to Transparency and 

Accountability, both receiving high mean scores of 4.6 and 4.5, reflecting improved 

complaint resolution processes and status visibility. 

• Role-Based Access Control and Data Encryption. Assessed under Security, achieving 

4.4 and 4.3, indicating a Good level of data protection and role-based system access. 

 

Table 16 

Interpretation of Mean Scores 

The mean scores were derived from the Five-Point Likert Scale used in the survey: 

Mean Range Interpretation 

4.51 – 5.00 Excellent 

3.51 – 4.50 Good 

2.51 – 3.50 Average 

1.51 – 2.50 Low 

1.00 – 1.50 Very Low 

 

 

 

 

 



 

87  

 

 

Table 17 

Survey Respondents and Methodology Overview 

Respondent Category 
Total 

Respondents 
Percentage Method of Data Collection 

Students 100 66.70% 
Online Google Form 

(Survey) 

Supervisors/Administrators 40 26.70% 
Online Google Form 

(Survey) 

Faculty and Staff 10 6.60% 
Online Google Form 

(Survey) 

Total Respondents 150 100% 
Online Google Form 

(Survey & Interviews) 

 

The survey and data collection process involved 150 respondents representing 

students, supervisors/administrators, and faculty/staff at WVSU-HCC. The majority of 

respondents were students (66.7%), followed by supervisors/administrators (26.7%) and 

faculty/staff (6.6%). Data was collected through Google Forms, which included a combination 

of Likert-scale questions to measure system effectiveness and open-ended questions for 

qualitative feedback.  

Table 18 

Survey Questionnaire Summary 

Question Type Number of Questions Focus Area 

Demographic Information 3 
User role, frequency of system 

use, and duration of use 

System Evaluation (Likert 

Scale) 
10 

Usability, efficiency, security, 

and satisfaction 

User Perception & 

Feedback 
5 

Transparency, accountability, 

and ease of access 

Open-Ended Questions 3 
Suggestions for improvement and 

user concerns 
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Total Questions 21 
Comprehensive system 

evaluation 

 

The survey questionnaire was carefully designed to cover all critical areas relevant to 

evaluating the CMS. It included 3 demographic questions to gather user background 

information, 10 Likert-scale questions to assess the system’s usability, security, and 

efficiency, and 5 perception-based questions to evaluate transparency and accountability. 

Additionally, 3 open-ended questions provided respondents an opportunity to offer 

constructive feedback on system improvements. 

 

5.2. Safety and Security Requirements 

 

Safety and Security requirements are vital to protecting user data and ensuring only 

authorized access to the CMS. Data encryption through SSL/TLS ensures that sensitive 

information is kept secure during transmission between users and the server, preventing 

unauthorized access. User authentication mechanisms, including usernames, passwords, and 

optional two-factor authentication (2FA), provide an additional layer of security, especially 

for administrators. Role-Based Access Control (RBAC) restricts users to specific functions 

depending on their roles, minimizing the risk of unauthorized actions within the system. 

Lastly, compliance with data privacy laws, such as the Data Privacy Act of 2012, ensures the 

proper handling of personal information, safeguarding user privacy and trust. 
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Table 19 

 

Safety and Security Requirements 

 

Requirement Description 

Data Encryption 

All data transmitted between client devices and the server must be 

encrypted using SSL/TLS to prevent interception by unauthorized 

users. 

User 

Authentication 

Secure login mechanisms must be employed for administrators, 

including username, password, and optional two-factor 

authentication (2FA). 

Role-Based 

Access Control 

The system must restrict access based on user roles (e.g., student, 

admin, sub-admin) to ensure that only authorized users can perform 

specific tasks. 

Data Privacy 

Compliance 

The CMS must comply with data privacy laws, such as the Data 

Privacy Act of 2012 (Philippines), ensuring the protection of 

personal information. 

 

 

5.3. Software Quality Attributes and Metrics  

 

This ensures the CMS is easy to navigate and accessible for all users, including 

students, faculty, and administrators. The system should feature a simple and intuitive user 

interface, reducing the need for extensive training or documentation. Compliance with 

accessibility standards (e.g., WCAG 2.0) ensures that users with disabilities can also use the 

system effectively. Multi-device compatibility is crucial, allowing users to access the CMS on 

desktops, laptops, tablets, and mobile phones, making the system versatile and convenient 

regardless of the device being used. 
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Table 20 

  

Software Quality Attributes and Metrics 

Requirement Description 

User Interface 

Simplicity 

The system must have an intuitive and user-friendly interface, 

minimizing the need for user training or documentation. 

Accessibility 

The CMS should comply with accessibility standards (e.g., WCAG 

2.0) to ensure that individuals with disabilities can use the system 

effectively. 

Multi-Device 

Compatibility 

The system must be compatible with desktops, laptops, tablets, and 

mobile phones to ensure a seamless experience across all devices. 

 

 

5.4. Testing Requirements  

 

Testing requirements ensure that the CMS remains available and dependable for users. 

A high level of system availability (99.9%) guarantees that users can access the system almost 

all the time, with maintenance scheduled during off-peak hours to avoid interruptions. Data 

integrity ensures that all complaint data remains accurate and uncorrupted during operations 

and transmission. Additionally, regular backups and a disaster recovery plan ensure that the 

CMS can quickly be restored in case of system failure with minimal data loss, maintaining 

trust and operational continuity. 

 

Table 21 

 

Testing Requirements 

 

Requirement Description 

System 

Availability 

The CMS must be available at least 99.9% of the time, and scheduled 

maintenance must take place during off-peak hours to minimize 

disruptions. 

Data Integrity 
The system must ensure data integrity, preventing any loss or corruption 

of data during operations and transmission. 
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Backup and 

Recovery 

Regular backups of complaint data must be performed, and a disaster 

recovery plan should be in place to ensure quick system restoration in 

case of failure. 

 

Chapter VI 

PROJECT MANAGEMENT 

 

This chapter outlines the necessary hardware and software recommendations, user 

classifications, feasibility assessment, time management, and communication strategies for the 

successful development and implementation of the Complaint Management System (CMS) at 

West Visayas State University - Himamaylan City Campus. 

 

6.1. Hardware Recommendation 

The following table presents the recommended hardware specifications to ensure the 

efficient performance of the Complaint Management System (CMS). These specifications 

are necessary to support system operations, data processing, and secure storage. 

The recommended hardware specifications provide a balance between performance 

and cost-efficiency. A powerful processor, sufficient RAM, and SSD storage contribute to the 

system's smooth operation. Reliable network connectivity and backup storage ensure data 

security and accessibility. 

 

 

 

 

 



 

92  

 

 

 

Table 22  

Hardware Recommendation 

Hardware 

Component 

Minimum 

Requirement 

Recommended 

Specification 
The Use 

Server Processor 
Intel Core i5 (2.4 

GHz) 

Intel Core i7 or 

AMD Ryzen 7 (3.0 

GHz) 

A high-performance 

processor is 

required to handle 

multiple users 

accessing the 

system 

simultaneously. 

Memory (RAM) 8GB DDR4 16GB DDR4 

Adequate memory 

ensures smooth 

operation and 

prevents lag when 

processing 

complaint data. 

Storage 256GB SSD 
512GB SSD or 

higher 

Solid-state drives 

(SSDs) improve 

data retrieval speed 

and system 

responsiveness. 

Network 
Standard Ethernet / 

Wi-Fi 5 

Gigabit Ethernet / 

Wi-Fi 6 

A stable and fast 

network connection 

ensures seamless 

data transfer and 

remote access. 

Backup Storage 
External HDD 

(500GB) 

NAS or Cloud 

Storage (1TB or 

higher) 

Secure data backup 

is necessary to 

prevent data loss 

and ensure disaster 

recovery. 



 

93  

Client 

Workstations 

Intel Core i3, 4GB 

RAM, 128GB 

Storage 

Intel Core i5, 8GB 

RAM, 256GB SSD 

Standard user 

computers for 

administrators and 

staff to access and 

manage complaints. 

 

 

6.2. Software Recommendation 

The table below outlines the required software components to ensure the CMS 

functions optimally. These software solutions will support system development, deployment, 

and user interaction. 

The software recommendations include essential components such as a secure 

operating system, a robust database management system, and an efficient programming 

framework. Security measures are also considered to safeguard sensitive user information. 

 

Table 23 

Software Recommendation 

Software 

Component 

Minimum 

Requirement 

Recommended 

Specification 
The Use 

Operating 

System 

Windows Server 

2016 or Linux 

(Ubuntu 18.04) 

Windows Server 

2019 or Ubuntu 

20.04 

Provides a stable and secure 

server environment for 

hosting the CMS. 

Web Server 
Apache 2.4 or 

Nginx 1.18 

Apache 2.4 with 

PHP 8.0 support 

Required to host and serve the 

web-based CMS application. 

Database 

Management 
MySQL 5.7 

MySQL 8.0 or 

PostgreSQL 13 

Manages complaint records 

efficiently and securely. 

Programming 

Language 

PHP 7.4, 

HTML, 

JavaScript 

PHP 8.0, Laravel 8, 

JavaScript (Vue.js) 

PHP and Laravel provide a 

robust framework for web 

application development. 
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Browser 

Compatibility 

Google Chrome, 

Mozilla Firefox 

Latest versions of 

Chrome, Edge, 

Firefox 

Ensures accessibility across 

different web browsers. 

Security 

Measures 

SSL/TLS 

Encryption 

SSL/TLS, Firewall, 

Role-Based Access 

Control 

Protects sensitive complaint 

data from unauthorized access. 

6.3. User Classes and Characteristics 

Different user groups will interact with the Complaint Management System (CMS), 

each with specific roles and access levels. The table below classifies these users and describes 

their characteristics.  

The CMS is designed to accommodate users with varying levels of technical expertise. 

The interface will be user-friendly for students and faculty, while administrators will have 

advanced access for managing complaints. 

 

Table 24  

User Classes and Characteristics 

User Class Role in the System 
Technical 

Expertise 
System Access Level 

Students 
Submit complaints and 

track status 
Basic 

Limited (Complaint 

Submission & Tracking) 

Faculty & 

Staff 

Submit complaints, track 

status, and provide 

feedback 

Basic 
Limited (Complaint 

Submission & Tracking) 

Administrative 

Staff 

Manage complaints, assign 

resolutions, update 

statuses 

Intermediate 
Elevated (Full Complaint 

Management) 
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System 

Administrator 

Maintain system, manage 

users, ensure security 
Advanced 

Full System Access 

(Configuration & 

Maintenance) 

 

6.4. Product Feasibility and Assessment  

The Complaint Management System (CMS) is highly feasible based on technical, 

economic, and operational factors. The system is built using widely available web 

technologies, making development and maintenance cost-effective. The automation of 

complaint submission and tracking significantly reduces manual workload and enhances 

response efficiency. The system is designed for scalability, allowing future enhancements 

such as mobile integration and AI-driven complaint analysis. Security measures, such as role-

based access and encrypted data storage, ensure that sensitive information remains protected. 

Overall, the CMS is a practical and sustainable solution for improving grievance handling at 

the university. 

 

6.5. Time Management 

Effective time management was crucial in developing the CMS. The project was 

divided into phases, including research, system design, development, testing, and deployment. 

The development team followed a structured timeline to ensure timely completion, with 

milestone reviews to track progress. The use of Agile methodology allowed for iterative 

testing and feedback incorporation, ensuring the system met user expectations. Regular team 

meetings and task prioritization helped maintain efficiency and resolve issues quickly. With 

proper scheduling and resource allocation, the CMS was developed within the planned 

timeframe without compromising quality. 
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6.6. Communication, Coordination, and Team Composition  

Clear communication and coordination were key factors in the successful execution of 

the project. The development team utilized online collaboration tools such as Google Drive, 

Trello, and Slack for document sharing, task tracking, and real-time discussions. Regular 

meetings were conducted to align on project progress, address challenges, and gather 

feedback from key stakeholders. The team was composed of software developers, database 

administrators, UI/UX designers, and project managers, each contributing specialized skills to 

ensure a smooth development process. Faculty members and administrative staff were also 

involved in user testing and feedback collection, ensuring the system met institutional needs. 

By maintaining open communication and a collaborative approach, the project was efficiently 

managed, leading to the successful deployment of the CMS. 
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Chapter VII 

SUMMARY AND RECOMMENDATION 

 

This chapter presents a summary of the development and implementation of the 

Complaint Management System (CMS) for West Visayas State University - Himamaylan City 

Campus. It highlights key findings and the impact of the system in streamlining complaint-

handling processes. Additionally, recommendations are provided to improve the system’s 

functionality, efficiency, and user experience. 

 

7.1. Summary 

The Complaint Management System (CMS) was developed for West Visayas State 

University - Himamaylan City Campus to address inefficiencies in the manual complaint-

handling process. The system provides an automated and structured approach for students, 

faculty, and staff to submit complaints, track their status, and receive timely responses. Key 

features include automated complaint categorization and routing, real-time tracking, a user-
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friendly dashboard for administrators, and data analytics to identify recurring issues. By 

improving transparency, accountability, and response time, the CMS ensures that complaints 

are handled efficiently while reducing miscommunication and administrative delays. Security 

measures such as role-based access control and encrypted data storage safeguard sensitive 

information. Initial testing showed that the system significantly reduced response times, 

minimized communication gaps, and improved user satisfaction by providing a more reliable 

complaint-resolution process. 

 

 

7.2. Recommendation 

To further enhance the functionality and adoption of the Complaint Management 

System (CMS), the following recommendations are proposed for continued development and 

effective utilization: 

It is recommended to integrate email or SMS notifications to keep users updated on 

complaint status in real time. This feature will help improve transparency and user 

engagement. Additionally, developing a mobile-friendly version or a dedicated mobile 

application will significantly improve accessibility, allowing users to submit and track 

complaints directly from their smartphones. 

To strengthen data utilization, the system should include AI-powered reporting and 

analytics to help administrators proactively identify complaint patterns, recurring issues, and 

areas requiring policy or service adjustments. 

The following stakeholder-specific recommendations are also proposed: 
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• For Technical Support Staff. Ensure that the system is regularly monitored and 

maintained. Implement periodic updates, fix bugs promptly, and conduct system 

performance checks to guarantee stability and scalability as the university’s digital 

infrastructure expands. 

• For Administrators and Supervisors. Make use of the analytics dashboard to 

monitor complaint trends and response efficiency. Leverage data-driven insights to 

address institutional concerns and streamline administrative processes. Assign cases 

promptly to ensure accountability and quick resolution. 

• For Faculty. Participate actively in the resolution process by responding to academic-

related complaints in a timely manner. Provide constructive feedback on the system's 

usability and suggest improvements based on academic workflows. 

• For Students, Staff and Users. Engage with the CMS by consistently using the 

platform to submit, monitor, and follow up on concerns. Attend training sessions to 

understand the full features of the system and provide feedback for future 

enhancements. 

 

Lastly, regular training sessions should be conducted for all users to ensure they are 

familiar with updates and know how to maximize the system’s features. This should be paired 

with strong technical support and user feedback channels to sustain continuous improvement. 
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GLOSSARY 

 

A 

Accountability – The responsibility of administrators and staff to ensure that complaints are  

addressed and resolved within specified timeframes, with clear records of actions 

taken. 

Administrative Dashboard – A centralized interface for administrators to manage,  

categorize, assign, and track complaints, ensuring efficient workflow and oversight. 

Automated Notifications – System-generated alerts (email/SMS) sent to complainants and  

administrators to provide updates on complaint status, assignments, and resolutions. 

Audit Logs – Records of system activities (e.g., login attempts, complaint updates)  

maintained for security, compliance, and accountability. 

 

B 

Bitrix24 – A comprehensive CRM platform with tools for complaint tracking,  

communication, and analytics, adaptable for academic institutions. 

Backup Storage – Secure storage solutions (e.g., external HDD, cloud) to prevent data loss  

and ensure disaster recovery. 

 

C 

Centralized Complaint Submission – A unified digital platform for users to submit  

complaints, replacing manual/paper-based processes. 

Complaint Categorization – Automated classification of complaints (e.g., academic,  

facilities) for efficient routing to relevant departments. 
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Complaint Management System (CMS) – A digital system designed to streamline the  

submission, tracking, and resolution of complaints in an institution. 

Cost-Benefit Analysis (CBA) – Evaluation of the CMS’s financial feasibility, comparing  

development/maintenance costs to efficiency gains and savings. 

 

D 

Data Encryption – Security measure (e.g., AES-256, SSL/TLS) to protect sensitive  

complaint data during transmission and storage. 

Data Privacy Act of 2012 (Philippines) – Legislation ensuring the protection of personal  

data processed by the CMS, requiring consent, encryption, and access controls. 

Disaster Recovery Plan – Protocols to restore system functionality and data after failures,  

minimizing downtime. 

 

E 

Escalation Mechanisms – Automated processes to elevate unresolved complaints to higher  

authorities if deadlines are missed. 

 

F 

Freshdesk – A help desk software with ticketing, automation, and reporting features, used as  

a reference for the CMS design. 

Functional Requirements – Specific features of the CMS (e.g., secure login, complaint  

submission) defining what the system must do. 
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H 

Hardware Interfaces – Specifications for devices (servers, computers, mobile) compatible  

with the CMS to ensure accessibility. 

 

I 

isoTracker – Complaint management software emphasizing compliance with Quality  

Management Systems (QMS) and regulatory standards. 

Integration Capabilities – The CMS’s ability to connect with existing university systems  

(e.g., student portals, email) for seamless workflows. 

 

L 

Laravel – A PHP framework used for CMS development, offering scalability and security. 

Likert Scale – A survey tool (e.g., 1–5 ratings) to measure user satisfaction with CMS  

features like usability and response time. 

 

M 

Mobile Responsiveness – Design feature ensuring the CMS is accessible and functional on  

smartphones and tablets. 

MySQL – A relational database management system used to store and manage complaint data  

securely. 

 

N 
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Nonfunctional Requirements – System qualities (e.g., performance, security)  

defining how the CMS should operate, not just its features. 

 

P 

Payback Period – The time (1.2 years for the CMS) required for the system’s benefits to  

offset its initial development costs. 

ProProfs Help Desk – A user-friendly ticketing system referenced for its complaint  

resolution features. 

 

R 

Real-Time Tracking – Live updates on complaint status, accessible to users and  

administrators via dashboards. 

Return on Investment (ROI) – A metric (750% for the CMS) measuring the financial value  

generated by the system relative to its cost. 

Role-Based Access Control (RBAC) – Security model restricting system access based on  

user roles (e.g., student, admin). 

 

S 

Salesforce Service Cloud – A CRM platform with omnichannel support and AI insights,  

analyzed for CMS inspiration. 

Scalability – The CMS’s capacity to handle growing complaint volumes and users without  

performance degradation. 

Software Interfaces – Required software (e.g., Ubuntu Server, PHP) to support CMS  
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functionality and security. 

 

 

T 

Tidio – An AI-driven support platform with chatbots, noted for automating responses and  

reducing resolution times. 

Throughput – The CMS’s capacity to process multiple complaints simultaneously (target:  

≥100 users concurrently). 

 

U 

User Authentication – Secure login mechanisms (e.g., passwords, 2FA) to verify user  

identities before granting system access. 

Usability – A measure of how intuitively users (students, staff) can navigate and interact with  

the CMS. 

 

Z 

Zendesk Support Suite – A customer service platform analyzed for its ticketing, live chat,  

and self-service features. 

Zoho Desk – A cloud-based help desk software with collaboration tools, referenced for its  

complaint management workflows. 

  



 

108  

 

APPENDICES 
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Appendix C.  Informed Consent Form 

 

          Research Informed Consent page 1   

  



 

111  

   Research Informed Consent page 2  



 

112  
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