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ABSTRACT
This project is a web-based system that can be accessed everywhere, This work was designed to
aid the framework for an existing system which is manual having .demerit of inacenracy and poor
performarnice. The gystem was implemented using HTMI formatting language, MySQI database
management for data management and PHP programming language for the server-side scri_pting.
Citizens can login, and Create complaints, view complaint details and track the status of their
complaints. It has one Admin module where. Admin can login and View all complaint details,
assign the complaint to specific Official to work on and check the status of Assigned Complain.
Admin can Create, Update or Delete Officials details, View reports based on Prebuild Criteria.
Officials can also check all complaints assigned to him, work on complaint and Update the status

of complaint. Once Completed, Official can close the complaint and Citizeén can view ihe

comnlaint cintuz and Officig’ s comment ac Feed
complaint giatus and L ihicial’, Heed

Marchington and Wilkinson (2005) defined 'm&th’od"of‘handling complaint as a produet of labor

relations environment in the 60s and 70s when there was a more explicit strugple for control in

the workplace. This had two main effects. Firstly, it created the requirement for clear techniques
5o 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 promptéd more prominent clarity and

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

pr esign
Citizen Complaint Submission system was to maintain an effective and equitable complaint
agily accecgible

and offered 1o complainants (Citizens) at no charge,
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This project defines the policy and steps for handling and resolving complaints and also to.

appeal for an un-favored situation and for this process to take place there must be an automation
of the system that will be handle the complaints process which calls for Citizen Complaint
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CHAPTER 1: INTRODUCTION
1 1 Racrkarannd
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According to Uganda bureau of statistics report of 2016, Uganda was estimated to have Seven

milliop four hundred twenty-five thousand eight hundred siety-four {7

Lokt b2 H - : i

495 864) of the total

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

romote social, economic and fimetioning framework, Citizen's complaints are the best

n ™

prou econom g framewor nis.

indicators to determine whether a service operates well. Governments, civil society, and donors
have become increasingly interested in the ides that citizens san contribute to improved quality

R L R

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

proposition ig particularly resonant when it comes to the human development (HI)) sectors like

health, education, and social protection which involve close interactions between providers and

o o E e memmmm e e

I .
ﬁ‘u_: CitiZens wiio use their SErvices..

In Uganda, the elected or appointed Government officials that is to say Constituency MPs,

- .

District RDCs are the ones wheo settle miner disputes or complaints within citizens and the major-

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

Since the procesg 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 of a
single paper from the complaint register due to carelessness of the officials can prove for the
final destination of citizens’ complaint, the possibility of not forwarding the citizens® complaint

to final destination for appropriate resolution may occur. In certain circumstances, citizen

become almost inevitably unhappy due to various short comings.

For an effective service 1o take place there are some issues in citizens: that should properly

- J balial ol
addiess to, this. issue had created a lot of problems for an economic growth in the various aspects

of different sectors. To support this approach, this nroject identifies s range of options that can'be

different sectors. 1ge of
used. to manage and resolve citizen complaints for improved service delivery. This calls for a
web-based system that enables citizen to login, and Create complain, view complain details and

track the gtatue of their complaints.,

1.2 Problem Sta‘teme_nt

Poor method of Citizen r\nmp‘g;rif handlina hag cauged pOgr service elivery thit

ng
L R A Aetwaas ey maad ASal Rl

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

0
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