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Title of the project

Development of a workflow based Complaint Management System (where the complaints are received through emails)

Abstract of the project

An organization’s customers may have complaints about its products. They will be given an email id for each product, where they can send an email when they have a complaint to register. The emails will get converted to complaints and get assigned to the persons handling that product. The complaints can be assigned to different persons and will get tracked to closure. The person handling the complaint will have the facility to communicate with the customer via emails through the system. 

Keywords

Generic Technology keywords

Operating Systems, Databases, Programming, Network and Middleware

Specific Technology keywords

Unix/Linux, Shell Scripting, C, Oracle, VB

Project type keywords

Analysis, Design, Implementation, User Interface

Functional components of the project

1. Every product will have an email id assigned to it. Customers, when they have a complaint about the product, will send an email to the email id provided to them for that product.

2. These Emails should get logged into the database and a complaint number should be generated. The customer should get an acknowledgement back saying that his/her complaint is received.

3. Administrators will be set up for each product and he/she should see all the complaints received for that product. 

4. Groups of complaint handling executives should be set up for each product.

5. The administrator for a product should be able to assign the complaints to specific members of the complaint handling team for that product.

6. The complaint management team member should see the complaints assigned to him/her in his inbox. He should be able to send mail to the customer through the system with any clarification/solution or asking for more information. These subsequent communications should be stored as a part of the same complaint.

7. The complaint should show all the communication that happened between the customer and the organization.

8. A complaint can be closed with some pre defined statuses like: Open, Closed, Abandoned, In-progress,  etc.

9. Reference information should be maintained in the system like complaint management team for different products, mail ids for different products, default mail texts for products, default mail subjects for products, list of users, list of products etc.

Steps to start-off the project

To start this project, following should be helpful:

1. Study UNIX/LINUX, Shell Scripting, C, VB and how incoming/outgoing mails work in UNIX/LINUX systems.

2. Decide on the technology to use.

Requirements

Hardware requirements

	Number
	Description
	Alternatives (If available)

	1
	PC with 2 GB Hard disk and 256 MB RAM
	NA

	
	
	


Software requirements

	Number
	Description
	Alternatives (If available)

	1
	Windows OS
	NA

	2
	UNIX/LINUX
	NA

	3
	Oracle database
	SQL Server


Manpower requirements

3 persons should be able to complete this project in 6 months.

Milestones and Timelines

.

	Number
	Milestone Name
	Milestone Description


	Timeline 


	Remarks



	1
	Requirements Analysis
	Complete specification of the system
	2/3 weeks from start
	A detailed document should be there for each requirement

	2
	High Level Design
	Identify the modules and the different entities and their relationship
	1 Week
	Should have all the modules in place

	3
	Detailed Design
	Database design, program specs etc
	2/3 weeks
	The database design should get complete. Also, the different screens needed should be decided upon

	4
	Build
	Code for the system
	9/10 Weeks
	Database should be created and populated, the mail handling programs should be in place, the front end screens should be completed

	5
	Integration Test
	Test the different modules together
	2 Weeks
	The front end, the database and the mail handling programs should work together

	6
	Final Review
	
	2 Weeks
	All the requirements are fulfilled

	
	
	
	
	


Guidelines and References

Search the internet for Mail Handling in UNIX/LINUX.

Subscribe to http://www.sourcecodesworld.com/newsletter/ for Free projects every week.

