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ABSTRACT

aid the framework for an. existing system. which is manual having demerit of inaccuracy and poor

performance- The system was implemented using HTI.1L formatting language, MySQL database
management for data management and PHP programming language for the server-side scripting.
Citizens can lenin and Create cemnlaints ,,;PUt comclain t ·.r1pt~lI(/.>n.r1 tracl .. thp (/l'!ltll~ of their.&.~.. ..,. ._M& • ea.:.. .. , -.a _ "-"""......... ._~. y ._,.......".-,.-_,.".........:aal"'::'~ .~ ... ·_~lL"" ga ..~ . "A:~~" ' •• :a:- ......~ ...~~. ... ,._ .

complaints. It has one Admin module where Admin can login and View all complaint details,

assign the" complaint to. 'specific Official to ,~/ork.on and check th..e status of Assigned Complain,

Admin can Create; Update or Delete Officials details, View reports based on Prebuild Criteria.

of complaint Once Completed, Official can dose the complaint and Citizen can view the

complaint status andOfficlal'scomment as Feedback.
Marchington and Wilkinson(2005) defined method of handling complaint as a product oflabor

the workplace. This had two main effects. Firstly, it created the requirement for clear techniques

so that all .specialists knew and decides that oversee implicit rules and moves that may be made
against them if these guidelines were charged. Besides; it prompted more prominent clarity and

consistency of executive activities to determinate the .protests, Design and implementation of

Citizeil. Complaint Submission. system was to maintain an effective and equitable complaint

This, project defines the policy and steps for handling and. resolving complaints and also to.

appeal for an un-favored situation and ·tot this process to take place there musrbe an automation

of the system that will be handle the complaints process which calls for Citizen Complaint

v



ACKNOWLEGEMENT ~ i

DECLAr~ TION ~" , " ii

.APPROV .AL ~ ~ .;..~..; ~..~..•.•~ ~..;......•.iii
LIST ·OF ACROr~Yl\18 " iv

ABSTRACT ; v

1..1 B2!:¥_g!'ell!ld .; · 9

.1.2 Problem StatcmeJit ~ ~.;~ , ~ ~.., ~ ~ ;.:9

1.3.Qbjecti,res · ·.1.0

1;3.1Main: objective ~ ~ ~ ~ ~..•~ ~~ ~ ~ 10

1 4 S·· . 'fi .. 10.' .. IgOI seance .~ ~ 0'00 ,.. .

.1 5 Seope r ••• '! •• , ••• '! , ~ ~ " e c •••••••• " •••••• ~ 11
1·.6 Limitations " ., ~ ~, ,;..&!•• , ~ ~•• ! _, '!' ,:. •••• ! ••~.•••••••11
roT .... n.,....r.on ~ ... -rrr.r.on 01"I'>Tlnr.o nr.o ...7.Tr.i''I' 1~
'\..>1.'.lRr·-X·'£in "".• .Lo.l.~. J!,~ .I. vnr.. ~ y. ).r.. ..,., a

2.1 Introduction ~..~ ~ ~ 12
_

'.')_·C· nk _..lI Ir~" ti>:r'-" . . . 1')V;l _ ~~ ._J' ...._.".-Ji_ ~ ., & , ••••••••••••••• " ~ •••••• fI -

2:.3 Related Wl)rk$., ~ , , ~ ~ ~.~ ~ 14

2.4.Paper based eem.p.b!nt.sy.s.t~!!1 ·.. , , ~ l4

2.5 Security ~ ~ ~ ~ · 7 " , 15

'J ~ 1 A·~vn1!ftI ..t."o C",ntncn-~"'hv . '·5·-~ ~,;;;..J' )II;W~ lIII- .)11 ..r·,_"'!''!':'t!JI''··-r ..·~· ••• '! • ••••••••............... ., ., '":••• '!' ••••• '"~.~. ~

2.5.2 nata integrity and System integrity ~ " , "..,15

2.-§~1.Aiitliisiifre'iitiuii 16

2~5.4Nen-repudiarien · 16

2.7 .B3~kgr.cu!'!d Research ~ ~..~ 1 , ~ 16

2.7.1 Internet Surfing 16
2.7.2 Iufu .•·mal iiitei'Vie.v ' ~ ~ ~ ~ ~ i••••.;•••••••l 7

.2.7.3 Discussion with my Supervisor ~ " " l7

CHA·!).TER ~•..,.."'·E,·~yo""....··n......1i,. . .. . ] 0.1..1. .I. .:;Til 1'1, .J.' a DV:l.JVU·~ ~.&.'!._ & -. ~ '!~ ~. 0

3.·0Intreduenen &••••••••••• ~ & " ••••• ~ &••••• ~ ••••• ~ ".~ ~ " 13

vi



3.1 Requirements Gathering ; ~ ; 18

3.•1•.1 Inter.v.i..e:~rjng ;~ ~ , ,~ , 1R

3.1.2 ·Questionnaire ; , · ·:18

3. i~3...Existi..ng ..L·iteret!!!"e .""~".,,;,,, , , ~ 19

'3.2·System Analysis · : ; .19

:1.3.System D~sign, , :..r , , , J9

3.3.1 Hardware U$e~ , · ; 19

3 1·~ f;:'",,~<:=-- TT_..:...~ 10.
• ..J ·.o l~"' .:;;:"'3,,0:.· ..• ~, : "','.' , 1"7

3.4.System Implementation ; · 19

3.5: T.est!~;:; ; ; ~ , 20

'3.,5:0 Unit testing _. _. , , 20

3.5.1 .~!1tegr.aoo!!'..tes:t!!1g ; ;......•.. , ;; · , 20

'3.5.2· Syst'em testing ,.., , ·..20

·3 ~ V~Hdat;n" . . .' . . ?O...- . ''''---. ..":'.'b .,.,•• '".~ ~ O' ~ .'1''' "';"''' ~ -~ "" - ·t ••• _

CHAPTER.4·: sYSTEM ANALYSIS AND. DESIGN d , 21

4.3 Intruduetii)ii ,; , ; :.; ; ~ ~ ", ,., ~21

4.1 Sys~e.m ~alysis , , , ~ , 21

4.2 System. Requirements " ,. , , 2J

4..2.1 User requirements '(or the system , ,.· · 21

4') , in'n ..tinn2!Vem ..irc.......n-ts·· . .. '.' . . ? 1._._. _"~_",, . ..,_ '___ ,_.lIII'I" __ 11010... • O' ••• ~ , !"~ :

4~2.2Nori-FuDctio~alll.equirements .~ , , , , 22

~!.2.3.·9·ar:dw,2!'e .Requiremeats ; ' '.';"'.' ~ .22
4..2.4· SOftware R~qw~~mc_llts , ~, , , 22

4.3. Sy.stem .n~..,ig!! : ~ ; ;..~ 22

43.1 The :FIQWCha~ Diagram for Citizen Co~plaint SubmissiQn and feedback. . .

·cetric,.:~I , , 23

-4.3.2 'The SystemBlo~k.Djagram : ~ :24

4.:t3·Tb.e phys!ealdesign. a!the system, :24

4.3..4. Physical design of the database , , 25

CHAl""TER'5! SYSTEl\-{ 1~IPLEMENTATIO'N Ar~{DTES:rlNG. ~ ! 48.
-.c; ~.OIntroduetien, ..~ ~ : ~ ~ ! '! , _; • ·2~g:

vii



CJJAPTER'1: INTRPDUCTION

According to Uganda bureau of statistics report of 2016, Uganda was estimated to have Seven

million four hundred .twenty-five thousand eight hundred sixty-four (7,425,864) of the total

.population for 2014[1], This population .size can.be of various concerns in public environment to

indicators to determine whether a service operates well. Governments, civil. society ~and donors

'ha;ve become incre..asmg!y Intecested in the idea t..llat .citizens can contribute to' .improved .qnality

·of service delivery by holding policy makers and providers of services, accountable [2]. This

propositio» is. particularlj; resonant when it comes to the .human development .(HD). sectors like

health, education, and socialprotection which involve close interactions between providers arid

th~ eitizeaswhe use $.~ services ..
In Uganda, the elected 'or appointed Government officials that is to say Constituency MPs;

ones beyond their management are forwarded to the appropriate destination for resolution,

Since the process is paper based, it. implicitly denies .citizen the possibility to complain from

anywhere hence the need to incur transport dues to. reach their 'Government officials, a loss ora

final destination of citizens' complaint the possibility of not forwarding thecitizens' complaint

become almost inevitably unhappy due to various short comings.

For. an effective service' td take' place 'there are some issues in citizens. that should properly

address to, this.issue hadcreated a.lot of problems fQF an economic growth in the various aspects

used. to manage and resolve citizen complaints for improved service delivery. This calls for a

web-based system that enables ..citizen to l.o:.;in,and Create complain, vieW complain details and

fraek ib.e status.of.their complaints.

1..2 Problem Statenit;Jit

into underdevelopment, Citizen Complaints play an important role in improving the services

/.s .
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