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Grievance Redressal System Using Django 

 

 

 

Abstract:  

This project presents the design and 
implementation of a web-based Grievance 
Redressal System developed using the 
Django framework and integrated with the 
Google Translate API for multilingual 
complaint translation. The system allows 
users to file grievances in various languages, 
which are automatically translated to 
English to facilitate processing by the 
concerned departments. 

Introduction 

Grievance redressal is a crucial component 
of any democratic and service-oriented 
system. In public administration, corporate 
organizations, and educational institutions, 
addressing user concerns promptly and 
transparently fosters trust, boosts efficiency, 
and ensures long-term engagement. With the 
digital age transforming traditional systems 
into smart, responsive services, there's an 
increasing need to automate and streamline 
the grievance management process. This 
project aims to design and implement a 
web-based Grievance Redressal System 
using Django, integrated with Google 
Translator for multilingual support and 
MySQL for secure data storage and 
retrieval. 

Traditional grievance handling systems 
often involve manual processes that are 
inefficient, time-consuming, and lack 

transparency. Users may face difficulties in 
tracking their complaints, department 
officials may struggle to prioritize and 
manage large volumes of concerns, and 
administrative authorities might lack 
centralized visibility into the system’s 
health. Moreover, in a diverse country like 
India, language barriers pose a significant 
challenge. Citizens and users often submit 
grievances in their native languages, leading 
to communication gaps between 
departments and complainants. An 
intelligent grievance management system 
that supports automated translation and 
centralized processing can address these 
limitations effectively. 

The proposed solution is a Django-based 
web application that enables users to report 
grievances from any location and track the 
resolution progress in real-time. Django, a 
high-level Python web framework, is known 
for its simplicity, robustness, and rapid 
development capabilities, making it an ideal 
choice for developing scalable applications. 
The system architecture includes multiple 
user roles such as Government Admin, 
Department Heads, and End Users. Each 
user group has access to specific modules 
tailored to their roles—for example, users 
can submit and view their complaints, while 
departments can update grievance statuses 
and generate reports. 
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A grievance redressal system is a 
mechanism designed to handle complaints 
or feedback from stakeholders such as 
customers, citizens, employees, or students. 
It is an essential part of governance and 
service delivery across public and private 
sectors. Numerous studies and systems have 
been proposed and implemented in the past 
to enhance the grievance redressal process, 
focusing on aspects like automation, 
transparency, multilingual support, and 
responsiveness. This literature survey aims 
to understand existing models, technologies, 
and gaps in current systems to better 
position the proposed Django-based solution 
with Google Translator integration and 
MySQL as the database backend. 

1. Traditional Grievance Systems 

Earlier grievance systems were largely 
manual or semi-digital, relying on physical 
forms or basic websites. These systems 
lacked features like tracking, language 
translation, prioritization, or centralized 
reporting. 

Manual Grievance Handling: In most 
government and educational institutions, 
grievances were collected manually through 
written forms or complaints submitted to an 
office desk. This approach was not scalable 
and resulted in lost, delayed, or unaddressed 
grievances. 

Lack of Feedback Loops: Most early 
systems did not allow users to check the 
status of their complaints, leading to 
dissatisfaction and lack of trust in the 
system. 

2. Online Public Grievance Redressal 
Systems in India 

The Centralized Public Grievance 
Redress and Monitoring System 
(CPGRAMS), launched by the Government 
of India, is a web-based platform for lodging 
complaints to public authorities. It allows 
tracking of grievance status and department-
wise classification 

Strengths: 

Integration with multiple ministries and 
departments. 

Basic tracking facility for users. 

Limitations: 

Limited user experience and accessibility. 

No built-in language translation; users must 
submit complaints in English or Hindi. 

References: 

Ministry of Personnel, Public Grievances & 
Pensions, Government of India. CPGRAMS 
Portal. 

Bhattacharya, J. (2020). E-Governance in 
India: Issues and Impacts, Springer 

3. Grievance Redressal in Academic 
Institutions 

Many universities have developed grievance 
redressal portals for students and faculty to 
report issues. These platforms are often built 
using PHP or Java and use MySQL or 
PostgreSQL databases 

Example: AICTE Online 
Grievance Portal allows students to 
file complaints about colleges, 
faculty, and infrastructure. 
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Issues: 

Most academic portals lack automated 
translations. 

They often require separate admin 
dashboards with limited usability for real-
time tracking. 

Reference: 

AICTE Grievance Portal: https://www.aicte-
india.org/ 

4. Use of Django in Web Applications 

Django is a Python-based web framework 
that emphasizes rapid development and 
clean, pragmatic design. It follows the MVT 
(Model-View-Template) architecture and is 
widely used in developing scalable and 
secure applications. 

Advantages: 

Built-in admin panel. 

ORM (Object-Relational Mapper) for 
seamless database interaction. 

Support for middleware, authentication, and 
internationalization. 

Use Cases: 

Educational portals, CRM systems, content 
management systems. 

High-profile Django-powered sites include 
Instagram (initially), Mozilla, and The 
Washington Post. 

Reference: 

Holovaty, A., & Kaplan-Moss, J. (2009). 
The Definitive Guide to Django: Web 
Development Done Right. Apress. 

EXISTING METHOD 

1. Manual Grievance Handling 
Systems 
Traditionally, grievance redressal in 
institutions or organizations has been 
managed manually through physical forms 
or email submissions. These systems often 
require individuals to submit their 
complaints in writing to specific authorities 
or departments. This process is not only 
time-consuming but also lacks transparency, 
tracking capabilities, and timely resolution. 
Moreover, grievances often get lost in 
bureaucratic layers, and there's limited 
accountability, which can lead to frustration 
and dissatisfaction among complainants. 
2. Basic Web-Based Systems Without 
Automation 
With advancements in technology, some 
organizations have adopted basic web-based 
grievance portals. These systems allow users 
to submit their complaints through an online 
form, which is then directed to the 
appropriate department. However, these 
systems typically lack automation and 
workflow logic. The responses and 
complaint handling are still done manually 
by the staff. There's no automated 
assignment of grievances, priority tagging, 
escalation mechanisms, or user notifications, 
which limits the efficiency and scalability of 
these systems. 
3. Lack of User Role Management 
and Analytics 
Most of the existing systems do not 
incorporate proper role-based access 
controls, where students, faculty, staff, and 
administrators have different privileges and 
access levels. Additionally, there is usually 



International Journal of Multidisciplinary Engineering in Current Research - IJMEC 

Volume 10, Issue 5, May-2025, http://ijmec.com/, ISSN: 2456-4265 

  

391 
ISSN: 2456-4265 
IJMEC 2025 

no built-in analytics or dashboard for 
administrators to gain insights into the 
volume, categories, or timelines of 
complaints. This lack of data visibility 
makes it hard to identify recurring issues or 
assess the performance of the grievance 
redressal process over time. 
4. Security and User Authentication 
Challenges 
Existing grievance systems, especially those 
built without modern frameworks, often lack 
strong security features. They may not 
include features like encrypted data storage, 
secure login mechanisms, or session 
management, making them vulnerable to 
unauthorized access or data breaches. 
Additionally, there’s limited scope for multi-
user handling, password recovery systems, 
or status updates, which reduces user 
confidence in using the system effectively. 

PROPOSED METHOD  

Automated Grievance Workflow 
Management 
The proposed system, built using the Django 
web framework, introduces an automated 
workflow for grievance management. It 
allows users (students, staff, etc.) to log 
complaints, which are automatically 
categorized and assigned to appropriate 
departments or administrators based on 
predefined rules. Django's Model-View-
Template (MVT) architecture ensures clean 
separation of logic, interface, and data 
management, enabling efficient complaint 
routing, status updates, and notifications 
through email or dashboard alerts. 

1. Role-Based Access Control 
(RBAC) 
The system implements role-based access 
using Django’s built-in user authentication 
and authorization system. Different users 

such as administrators, department heads, 
and general users have specific access 
privileges. For example, users can only file 
or view the status of their own grievances, 
while department heads can only manage 
grievances within their jurisdiction. This 
prevents unauthorized access and maintains 
accountability throughout the grievance 
lifecycle. Django’s admin interface also 
allows for easy user and permissions 
management. 
2. Integrated Dashboards and Data 
Analytics 
A major improvement in the proposed 
system is the integration of dashboards for 
real-time grievance tracking and reporting. 
Admins can monitor trends such as most 
frequent complaint categories, average 
resolution times, and pending issues through 
charts and graphs. Django's ORM (Object-
Relational Mapping) and integration with 
libraries like Chart.js or Plotly enable the 
visualization of complaint data for decision-
making and performance reviews. These 
insights help in proactive redressal and 
resource allocation. 
3. Enhanced Security and User 
Experience 
The Django-based system provides robust 
security features including hashed password 
storage, CSRF protection, session 
management, and user verification through 
email/SMS OTPs. The system can also 
include two-factor authentication for added 
security. From a user experience 
perspective, the interface is designed to be 
intuitive and responsive, allowing users to 
submit, track, and receive feedback on their 
grievances through both desktop and mobile 
devices. Status notifications, file 
attachments, and comment threads further 
enhance transparency and trust in the 
process. 
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Output Screens 

Conclusion 

The Grievance Redressal System with 
integrated Google Translator functionality 
offers a powerful, scalable, and user-centric 
solution for addressing the diverse 
complaints and concerns raised by users 
from different linguistic backgrounds. The 
implementation of this system using Django 
as the backend framework and MySQL for 
data storage ensures that the platform is both 
robust and flexible, capable of handling 
multiple simultaneous users and a variety of 
grievance types. 

One of the standout features of this system is 
its multilingual support, which eliminates 
language barriers and ensures inclusivity. By 
integrating the Google Translate API, users 
can submit grievances in their native 
languages, and administrators can still 
receive, review, and respond to them 
effectively in a common language of 
preference. This drastically enhances 
communication between complainants and 
the redressal team, thereby improving 
resolution times and satisfaction rates. 

References 

Google Cloud Translation API 
Google Cloud. (2024). Cloud Translation 
API. Retrieved from 
https://cloud.google.com/translate 
This documentation provides insights into 
how the Google Translate API can be 
integrated with applications to offer 
multilingual support, facilitating a broader 
user base. 

Django Documentation 
Django Software Foundation. (2024). 

Django Documentation. Retrieved from 
https://docs.djangoproject.com/en/stable/ 
This reference provides comprehensive 
details on Django's core features, including 
its ORM, views, templates, and security 
measures, essential for the development of 
the Grievance Redressal System. 

MySQL Documentation 
Oracle Corporation. (2024). MySQL 
Reference Manual. Retrieved from 
https://dev.mysql.com/doc/ 
The MySQL documentation offers extensive 
guidelines on how to work with databases, 
structure SQL queries, and handle large 
datasets efficiently for the Grievance 
Redressal System. 

Introduction to Natural Language 
Processing (NLP) 
Bird, S., Klein, E., & Loper, E. (2009). 
Natural Language Processing with Python. 
O'Reilly Media. 
This book offers foundational knowledge on 
NLP techniques, which could be 
implemented in future enhancements of the 
Grievance Redressal System, such as 
automatic categorization and sentiment 
analysis. 

OpenCV Documentation 
OpenCV.org. (2024). OpenCV 
Documentation. Retrieved from 
https://opencv.org/documentation/ 
The OpenCV library could be leveraged for 
integrating image recognition capabilities in 
the Grievance Redressal System, allowing 
multimedia complaints to be processed more 
effectively. 

Building Web Applications with Django 
Wadsworth, S. (2018). Building Web 
Applications with Django. Packt Publishing. 
This book provides an in-depth look at 



International Journal of Multidisciplinary Engineering in Current Research - IJMEC 

Volume 10, Issue 5, May-2025, http://ijmec.com/, ISSN: 2456-4265 

  

393 
ISSN: 2456-4265 
IJMEC 2025 

building scalable web applications using 
Django, which can aid in designing and 
developing the architecture of the Grievance 
Redressal System. 

Role-Based Access Control in Django 
O’Reilly Media. (2021). Django 3 by 
Example. Retrieved from 
https://www.oreilly.com/library/view/django
-3-by/9781839213463/ 
This reference highlights how role-based 
access control (RBAC) can be implemented 
within Django-based applications to secure 
user data and enhance privacy. 

Machine Learning for Sentiment Analysis 
Turney, P. D., & Pang, B. (2002). Thumbs 
up or thumbs down? Semantic orientation 
applied to unsupervised classification of 
reviews. Proceedings of the 40th Annual 
Meeting of the Association for 
Computational Linguistics. 
This paper outlines sentiment analysis 
techniques, which could be used to assess 
the emotional tone of grievances in future 
enhancements of the system. 

Blockchain Technology in Data Integrity 
Nakamoto, S. (2008). Bitcoin: A Peer-to-
Peer Electronic Cash System. Retrieved 
from https://bitcoin.org/bitcoin.pdf 
This foundational paper on blockchain 
technology can provide insights into 
implementing blockchain for secure and 
tamper-proof logging of grievances. 

Building a Scalable Web Application with 
Django and MySQL 
Smith, R. (2020). Mastering Django: Core 
Techniques and Best Practices. Wiley. 
This resource guides developers in building 
scalable, high-performance web applications 
using Django and MySQL, ideal for the 

backend implementation of the Grievance 
Redressal System. 

 

 

 


