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Abstract: 

Overall smartphone penetration in India is currently around 60%. Almost all users of smartphone will be aware of various applications. 

We are introducing an application for the citizens to lodge complaints to the government bodies such as ESCOM, POLICE, TRAFFIC, 

MUNCIPALITY etc,.. The citizens should install this application to lodge the complaints and they can track the status of their 

complaints. There is no need to visit the government bodies to register the complaints and track the status of complaints. The objective 

of creating this application is to make complaints easier to co-ordinate, monitor and resolve.  
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1. INTRODUCTION  
 

Complaint registrations for government bodies i.e.: MNP, 

KPTCL, POLICE, etc are offline. The seriousness of the problem 

is often not known by offline means. Even after reporting some 

of the unsocial activities to police department they end up with 

the sketch of the accused based on the eye witness. A mechanism 

to accept complaints from citizens 24 × 7 would be the 

expectation from both the citizens and the government bodies. 

With number of people using mobile phones is increasing, it has 

become a need for users to provide on their mobiles, all facilities 

one is been utilizing on the internet. In this application the user 

can take a snap-shot of the particular activity i.e.: water leakage, 

power cable hanging around, tree fall, unsocial activity etc. The 

application will augment the current position where the picture is 

taken. The above augmented picture is sent to the concerned 

authority. Statistical information is maintained such as the no. of 

complaints received category wise & no. of them solved. The 

users use the mobile phone and do not need to access the web 

portal interface directly to file their complaint. The user 

downloads this application onto his mobile phone. The 

motivation behind this paper is to make cities a better place to 

live. In all this process the involved persons would be the citizens 

who themselves have some or the other complaints about it, who 

are the victims of mismanagement. All they would need to do 

would be just take a minute out of their time and lodge a 

complaint about it. Complaints are a valuable source of feedback 

to improve the condition of our country. As most of the 

government processes are rigid, tedious, time consuming and not 

so transparent, our motive is to create this application more 

transparent, easy to use with minimal amount of efforts. 

 

2. RELATED WORK 

 

There is an app which was launched by PRADHAN MANTRI 

GRAM SADAK YOJANA named as "Meri Sadak", which was 

designed to minimize the number of potholes on the roads all 

over India. From the application the complaints about potholes 

had to be made. But this operation was not very successful 

because many of them who have this app also did not register the 

potholes as they might not have found this app very user friendly 

and intuitive. The drawbacks of the system were (A) It was only 

designed for potholes (B) It could not put an impact over all as it 

was not efficiently used. Generally, new system brings new 

technology into an organization.  The proposed system requires 

technology and equipment, which is android mobile. Moreover, 

the maintenance system has a lot of scope being expanded and 

developed to generate even better suggestions of places to user. 

The present technology assures technical guaranty of accuracy, 

reliability and ease of access. In this proposed system the citizen 

need not go to the government bodies for getting his problems 

solved. He can get his problems solved by posting his problem in 

this proposed system and they can suggest a possible solution to 

the problems posted on the system. In this proposed system we 

provide solution to existing system by extending its facilities as 

follows: 

 User can take a snap shot of the activity i.e. water 

leakage, tree fall etc. 

 The application will augment the current position of the 

complaint lodged. 

 Statistical information is maintained such as the number 

of complaints received category wise and number of them solved. 

 Can suggest a solution for solving the problems in a 

better way. 

 User can track the status of the complaint he has lodged 

previously. 

 OTP (One Time Password) is provided to the user each 

time while lodging complaint for security purpose. 

 

3. TECHNOLOGY USED 

 

A. JOOMLA 

 

Joomla! is a free and open source content management system 

(CMS) for publishing content on the World Wide Web and 

intranets. It comprises a model–view–controller (MVC) Web 

application framework that can also be used independently. 

Joomla! is written in PHP, uses object-oriented programming 

(OOP) techniques and software design patterns, stores data in a 

MySQL database, and includes features such as page caching, 

RSS feeds, printable versions of pages, news flashes, blogs, polls, 

search, and support for language internationalization. 

 

B. GPS 

 

The Global Positioning System (GPS) is a space-based global 

navigation satellite system that provides reliable location and 
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time information in all weather and at all times and anywhere on 

or near the Earth where there is an unobstructed line of sight to 

four or more GPS satellites. It is maintained by the United States 

government and is freely accessible by anyone with a GPS 

receiver. The GPS consists of three parts: the space segment, the 

control segment, and the user segment. The U.S. Air Force 

develops, maintains, and operates the space and control 

segments. GPS satellites broadcast signals from space, which 

each GPS receiver uses to calculate its three-dimensional location 

(latitude, longitude, and altitude) plus the current time. The space 

segment is composed of 24 to 32 satellites in medium Earth orbit 

and also includes the boosters required to launch them into orbit. 

The control segment is composed of a master control station, an 

alternate master control station, and a host of dedicated and 

shared ground antennas and monitor stations. The user segment is 

composed of hundreds of thousands of U.S. and allied military 

users of the secure GPS Precise Positioning Service and tens of 

millions of civil, commercial, and scientific users of the Standard 

Positioning Service (see GPS navigation devices). 

 

C. IMAGE PROCESSING 

 

JPEG (Joint Photographic Experts Group) is an international 

compression standard for continuous tone still image, both gray 

scale and colour. This standard is designed to support a wide 

variety of applications for continuous-tone images. Because of 

the distinct requirement for each of the applications, the JPEG 

standard has two basic compression methods. The DCT-based 

method is specified for lossy compression, and the predictive 

method is specified for lossless compression. In this article, we 

will introduce the lossy compression of JPEG standard. Because 

of the explosively increasing information of image and video in 

various storage devices and Internet, the image and video 

compression technique becomes more and more important. The 

basic concept of data compression which is applied to modern 

image and video compression techniques such as JPEG, MPEG, 

MPEG-4 and so on is used in this project. The basic idea of data 

compression is to reduce the data correlation. By applying 

Discrete Cosine Transform (DCT), the data in time (spatial) 

domain can be transformed into frequency domain. Because of 

the less sensitivity of human vision in higher frequency, we can 

compress the image or video data by suppressing its high 

frequency components but do no change to our eye. The 

neighbouring pixels in an image have highly correlation to each 

other. That is why images can be compressed in a high 

compression ratio. The image coding algorithm today consists of 

reducing correlation between pixels, quantization and entropy 

coding. 

 

 
Figure.1. Image Compression 

 

D. OTP (One Time Password) 

 

A one-time password (OTP) is a password that is valid for only 

one login session or transaction, on a computer system or other 

digital device. OTPs avoid a number of shortcomings that        are 

associated with traditional (static) password-based authentication; 

a number of implementations also incorporate two factor 

authentication by ensuring that the one-time password requires 

access to something a person has (such as a small keying fob 

device with the OTP calculator built into it, or a smartcard or 

specific cellphone) as well as something a person knows (such as 

a PIN). The most important advantage that is addressed by OTPs 

is that, in contrast to static passwords, they are not vulnerable 

to replay attacks. This means that a potential intruder who 

manages to record an OTP that was already used to log into a 

service or to conduct a transaction will not be able to abuse it, 

since it will no longer be valid. A second major advantage is that 

a user, who uses the same (or similar) password for multiple 

systems, is not made vulnerable on all of them, if the password 

for one of these is gained by an attacker. A number of OTP 

systems also aim to ensure that a session cannot easily be 

intercepted or impersonated without knowledge of unpredictable 

data created during the previous session, thus reducing the attack 

surface further.  OTP generation algorithms typically make use 

of pseudo randomness or randomness, making prediction of 

successor OTPs by an attacker difficult, and also hash functions, 

which can be used to derive a value but are hard to reverse and 

therefore difficult for an attacker to obtain the data that was used 

for the hash. This is necessary because otherwise it would be easy 

to predict future OTPs by observing previous ones. Concrete 

OTP algorithms vary greatly in their details.  

 

  4. IMPLEMENTATION 

 

A. SYSTEM ARCHITECTURE 

 

The system will be consisting of different things like a database, 

a server, some web services related to that server, a user interface 

through which the user can interact with the app. Different 

modules will be providing different functionalities. Admin: An 

authorized employee of the government who verifies the entire 

system and has entire control in the system. Administrator will 

check validation of user and complaint. He can view all the 

complaint details also and distribute complaint to the related 

department.  

 

User: The user will primarily use the GUI for registering a new 

complaint by providing the necessary data. The user can sign into 

the server and look for all registered complaints and their results. 

Also he can keep track of the complaints registered by him. 

Employee: These are the actual people working for the 

application. When a complaint is registered it will get assigned to 

the employee by the system. Then he will serve the complaint 

and update the status. 

 

 
Figure.2. Architecture Diagram 
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Figure.3. Sequence Diagram 

 

 
Figure.4. E-R Diagram 

 

 
Figure.5. Dataflow Diagram 

 

Software and Hardware Interfaces: 

 

The application can run on mobile devices having operating 

systems Android 4.0 and above. It can smoothly function on the 

devices with RAM capacity of 256MB and above. The app can 

perform on 2G, 3G, 4G or WI-FI network connections. The 

processor of the mobile devices should be of 600MHz and above. 

The mobile device should possess cameras of 2 megapixels and 

above and the GPS of the system must be enabled. 

 

Communication Interfaces: 
 

A Wi-Fi network is used to create our own communication 

protocol. Software will also support BASE64 encryption logic 

while sending data to server. Server will support HTTP protocol 

for web based access. 

 B. PROPOSED APPLICATION 

 

1) Registration of the complaint:  The user will have to capture an 

image of the site of complaint and upload it on the application so 

as to provide an evidence for the complaint. The GPS integrated 

in the application will calculate the exact location of the device 

which is used for uploading of the complaint. Also the user can 

manually provide the detailed address if he/she wants to. The 

date and time will automatically provided by the system. Every 

complaint will be having a date and time attached with it so as to 

check the pending period. User needs to enter the OTP provided 

for authentication purpose. 

 

 
Figure.6. Register Complaint 

 

2) Notification and Processing of the Complaint:  Once the 

complaint has been lodged then according to its category a 

notification to the respective department will be sent. In the 

department the complaints will be ordered based on the time of 

arrival and will be processed accordingly. For the connection 

between the app and server the HTTP protocol will be used. For 

every access of the data the web services will be needed. The 

complaints will be processed by the respective department in the 

background which will not be visible to the user. 

 

 
Figure.7. Complaint Processing 
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The various departments can be categorized as: 

 

(a) Electricity:  This department will process the complaints 

related to electricity like live wires, damaged electric poles, etc. 

 

(b) Traffic:  This department will process the complaints related 

to traffic violation like triple riding, moving in one way, no 

parking, riding bike in footpath, etc. 

 

(c) Police:  This department will process the complaints related 

to criminal activities such as robbery, murder, kidnapping etc. 

 

(d) Municipality:  This department will process the complaints 

related to day today life such as garbage problem, water leakage, 

drainage, etc. 

 

 
Figure.8. Complaint Category 

 

5. ADVANTAGES 

 

 Less paperwork. 

 Saves valuable time of user (No need to visit 

government bodies). 

 Easy to track complaint status. 

 There is no chance of loosing the complaint. 

 Higher accuracy about the location of the complaint. 

 

6. CONCLUSION 

 

In current system, complaint registration for government bodies 

is offline which consumes more time for registering the 

complaints. The proposed system has the following features: It 

doesn't require the citizen to remember any specific information 

to lodge their complaints. The mobile channel makes active 

citizen participation possible because of the higher penetration of 

mobile phones in India. There is no much procedures to be 

followed while registering the complaint and hence saving our 

valuable time too. 
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