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Abstract: This project is a Student Help Desk Management System designed to help students easily submit 

their complaints or queries to the college departments. The system makes it simple for students to 

communicate with the right department without needing to visit in person. We built this system to reduce 

delays in problem-solving, improve communication between students and staff, and create a more 

organized way to handle complaints. By using a web-based platform with chatbot support, we aim to make 

student support faster and more efficient. 
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I. INTRODUCTION 

In many colleges, students often face problems related to academics, exams, or administration. To report these issues, 

students usually need to visit different departments in person. This process can be time-consuming, unorganized, and 

sometimes confusing, especially when students are not sure whom to contact. 

There is a growing need for a digital solution that allows students to raise their concerns in an easy and systematic way. 

An online help desk system can save time, reduce confusion, and improve communication between students and college 

staff. 

The main motivation behind building this system was to provide a user-friendly platform where students can submit 

complaints, get quick responses, and track the status of their issues. We also wanted to reduce the workload of 

department staff by making the process more efficient with the help of automation and chatbot support. 

 

Objective 

 To build an easy-to-use online system where students can submit their complaints or queries without visiting 

departments physically. This helps save time and effort for both students and staff. 

 To reduce manual work by automating the complaint handling process. This allows faster resolution and better 

tracking of submitted issues. 

 To improve communication between students and college departments through a structured and organized 

platform. It ensures that each complaint reaches the right authority. 

 To provide a chatbot that can answer frequently asked questions from students. This helps solve common 

problems instantly without waiting for human replies. 

 

II. LITERATURE REVIEW 

2018 - "Design and Implementation of Online Helpdesk System for Tertiary Institutions": 

This paper talks about how an online helpdesk system can make it easier for students in colleges and universities to get 

support. The authors focused on designing a system that allows students to submit their complaints online, which are 

then directed to the right department. The main goal was to save time, reduce stress for both students and staff, and 

improve the way problems are solved. The system was built using web technologies and was tested in a college 

environment, where it showed better performance compared to traditional manual methods. 
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2024 - "Perceptions and Usage of AI Chatbots Among Students in Higher Education Across Genders, Academic 

Levels, and Fields of Study" 

This research paper focuses on how students in higher education view and use AI chatbots, with attention to differences 

in gender, academic level, and field of study. The study was conducted across multiple universities and involved 

surveys and interviews with students from various backgrounds. It found that most students had a positive opinion 

about chatbots, especially for solving common queries, getting quick information, and avoiding the need to wait for 

human support. However, the study also showed that chatbot usage and satisfaction levels varied depending on the 

student's field—students from technical backgrounds were more comfortable using AI tools, while others needed more 

guidance. The paper concluded that chatbots can be very helpful in improving student support services, but their design 

should consider the diverse needs of different student groups. It also highlighted the importance of making chatbot 

interactions more human-like and adding useful features like voice input, multilingual support, and personalized replies. 

 

III. METHODOLOGY 

Approach in Developing Student Helpdesk 

The development of the Student Help Desk Management System followed a modular and user-centered approach. We 

first identified the common problems faced by students while submitting complaints manually. Based on that, we 

created a basic structure of how the system should work. The development was divided into different modules such as 

student registration, login, complaint submission, admin dashboard, and chatbot support. Each module was developed 

and tested separately to ensure smooth integration later. Regular feedback was collected from students and faculty 

members to improve the design and features during the development process. 

 

Design Principles 

The design of the Student Help Desk Management System is based on the core principles of simplicity, clarity, and 

accessibility. The user interface is built to be clean and easy to navigate, allowing students to submit complaints or 

access important features without confusion. 

Special attention was given to creating a smooth user experience, where students can quickly find the options they 

need—such as raising complaints, checking FAQs, or contacting support. The layout is fully responsive, ensuring the 

platform works well on all devices including mobile phones, tablets, and desktops. 

Essential features like complaint tracking, profile access, and chatbot interaction are placed prominently, following 

user-centered design practices. Overall, the system focuses on reducing friction, improving usability, and making sure 

that students can interact with the platform efficiently and comfortably. 

 

Features 

The system offers multiple features aimed at improving communication and complaint handling: 

Student Registration and Login: 

Secure login system for students and admin users. 

Submit Complaint Form: 

 Students can raise issues and attach screenshots or documents. 

Admin Dashboard: 

 Admin can view, sort, and respond to complaints. 

Chatbot Support: 

 Predefined chatbot answers at least 20 common student queries automatically. 

Student Dashboard Enhancements: 

Includes FAQs, Exam Department contact info, Student Helpline, Announcements, Downloadable Forms, and Profile 

Management. 

Technologies Employed 

Student Helpdesk leveraged cutting-edge technologies to deliver high-performance and scalable platforms. 
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Web Development: 

HTML5, CSS3, JavaScript, and frameworks such as React.js for front-end development. 

Backend Development: 

Node.js, Express.js for robust server-side logic and database management. 

Cloud Infrastructure: 

Deployment on cloud platforms, such as AWS or Azure, ensures reliability, scalability, and data security. 

Mobile Responsiveness: 

Utilization of responsive design principles to ensure seamless access and functionality across devices. 

 

IV. RESULTS AND FINDINGS 

Key Features of Student Helpdesk: 

The Student Help Desk Management System offers several features that make it a useful and efficient tool for both 

students and administrators. These features are designed to improve the complaint resolution process and provide better 

support to students. 

 

Task Management 

Students can easily submit their issues or queries by filling out a complaint form. Each submission is automatically 

categorized and sent to the correct department. Admin users can view all complaints in an organized list, manage them 

based on priority, and mark them as resolved or pending. 

 

Progress Tracking: 

Students are able to check the current status of their complaints in real-time. This feature builds trust and transparency 

by keeping students informed about whether their issue is being reviewed, resolved, or needs additional input. 

 

Reminders & Notifications 

The system includes automatic notifications that alert students when their complaints are updated or resolved. Admin 

users also receive reminders to follow up on unresolved issues. This reduces delays and keeps the communication flow 

active. 

 

Analytics & Insights 

The admin dashboard provides a basic level of analytics, such as the number of complaints received per department, 

average response time, and most common complaint categories. These insights help the administration identify problem 

areas and improve their services. 

 

Insights from User Testing and Surveys: 

During the testing phase, the system was shared with a group of students and faculty members for feedback. Most 

students appreciated the simple layout and easy complaint submission process. They found the chatbot helpful for quick 

answers to basic questions. Faculty members noted that the system helped them receive and manage student issues 

more systematically. 

Surveys showed that over 80% of users found the platform more effective than manual complaint systems. They also 

suggested improvements such as adding more chatbot questions, better filtering options, and direct message replies — 

which are being considered for future updates. 

Examples of Student Helpdesk’s Impact on Academic Organization 

The Student Help Desk Management System has the potential to bring a positive change in how academic institutions 

manage student support. By shifting from manual complaint handling to a digital platform, the system helps streamline 

communication between students and departments. It ensures that student issues are recorded, tracked, and resolved in a 

timely and organized manner. 
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This not only reduces workload for faculty and staff but also improves the overall student experience. When students 

receive faster support and clear updates, they can focus more on their academic goals without unnecessary stress or 

confusion. The system contributes to a more efficient and responsive college environment. 

 

V. DISCUSSION 

Interpretation of Results and Findings: 

The results of the Student Help Desk Management System show that students find it easier to report their complaints 

digitally rather than going through traditional manual processes. The features such as complaint tracking, automated 

notifications, and chatbot support have made the system more interactive and efficient. Admin users also benefited from 

having all data in one place, allowing them to manage and respond to issues more quickly. The positive feedback from 

user testing and surveys confirms that the platform meets the needs of its users effectively. 

 

Implications for Students 

This system plays an important role in improving the student experience. With a clear process for submitting and 

tracking complaints, students no longer feel confused or ignored when they face issues. The platform gives them 

confidence that their problems are being taken seriously and handled properly. It also reduces the need for unnecessary 

department visits, saving time and effort. Overall, it promotes transparency and builds better communication between 

students and the college administration. 

 

Limitations and Challenges 

While the system is helpful, there are still some challenges. For example, the chatbot currently answers only a fixed 

number of predefined questions. It may not always respond accurately to new or unexpected queries. Also, internet 

access is required to use the platform, which can be a problem for some students in areas with weak connectivity. 

Another limitation is that the current version does not allow for direct messaging or live chat with department staff, 

which could be a useful feature in the future. Handling multilingual support and improving the admin-side analytics are 

also areas that need enhancement. 

 

VI. CONCLUSION 

Key Points and Contributions 

The Student Help Desk Management System was developed to solve a common problem faced by students in many 

colleges — the slow and manual process of submitting and resolving complaints. This project introduced an online 

solution that allows students to submit issues, track their progress, and receive updates without any confusion or delay. 

The system also supports admins by providing a clean interface to manage and respond to complaints 

efficiently.supports data-informed decision making for educators and institutions. 

 

Future Directions and Enhancement 

This system plays an important role in bridging the gap between students and college departments. It creates a 

transparent, quick, and organized method of communication. By using features like chatbot support, complaint tracking, 

and automated notifications, students feel more supported and heard. It reduces the workload on college staff and 

promotes a more student-friendly environment within academic institutions. 

 

Future Directions and Enhancement 

In future updates, the system can be improved by adding live chat features for real-time support, expanding the chatbot 

to handle more complex questions, and including support for multiple languages. Enhanced data analytics for admin 

users can also help colleges make better decisions based on student concerns. Integration with mobile apps and cloud 

storage can further increase accessibility and performance. These upgrades will make the system even more helpful for 

both students and faculty. 
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