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1. Introduction 
ADUAN is a complaint management system, which provides a centralized platform for their 

users to lodge their complaints via system. 

2. General Look & Feel – Public Portal 

2.1 How to Access Public Portal 
In order to access MCMC’s public portal, user can type in the url http://172.16.16.215/Public/ 

 

 Figure 1: Home page 

http://172.16.16.215/Public/
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3. New Complaint  

3.1 How to Lodge a New Complaint? 
  In order to lodge a new complaint, user can follow the steps below: 

Click on New Complaint button - a popup will appear stating “Have you already Lodged 

complaint with Service Provider (SP)? having two options Yes or No. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2: New Complaint - Popup of Already Lodged Complaint 
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3.2 Types of Complaint 
    There are two types of complaints. 

a. Complaint lodged with Service provider already  

b.  New Complaint.  

  

3.2.1 Complaint lodged with SP already. 
If there is an existing complaint lodged with service provider, user click on “Yes” button 

and the following fields will appear.  

- Service Provider 

- Complaint ID 

- IC Number/Passport Number 

- Phone Number  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 3: New Complaint - Popup of Already Lodged Complaint with SP 
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User shall enter values in all mandatory fields and click on Track button. Complaint will be tracked 

and the user will land on Complaints Detail page. 

 

 

 

 

 

 

 

 

Figure 4:  Complaint Details Page.  
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3.2.1.1 What if the Complaint doesn’t match the values entered while 

finding the complaint lodged with SP already. 

           User will get a validation message if the complaint doesn’t match the details  

                           and will be guided to make a new complaint with those details 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

Figure 5:  Validation on finding complaint that doesn’t match with details provided.  
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3.2.2 New Complaint to be lodged 
 

   User can Lodge a New complaint by taking the following steps:  

a. User shall click on “No” button from the popup window. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

b. Complete all mandatory fields present in the form. 

Jenis Aduan / Complaint Type  

Jenis Perkhidmatan / Type of Service  

Kategori / Category  

Subkategori / Subcategory  

 

 

 

Figure 6:  New Complaint  

Figure 7:  New Complaint contd. 
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Figure 8:  New Complaint contd. 

Figure 9:  New Complaint contd. 
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4. Track Complaint  

4.1 How to Track a complaint? 
 

User can track a complaint by any of the following. 

 Clicking New Complaint and add the existing complaint ID along-with Service 

Provider and IC Number/Passport Number  

 Clicking on Track Complaint button followed by the following steps: 

 

a. Click on Track Complaint button available on the landing page. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 10: How to Track Complaint  
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b. Complete the following fields 

   Service Provider 

   Complaint ID 

   IC Number/Passport Number 

   Phone Number 

 

 

 

 

 

 

 

 

 

 

Figure 11: How to Track Complaint –complete fields. 
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c. Click on Track button after entering mandatory fields, Complaint Details page will 

appear. 

    

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 
 

Figure 12: How to Track Complaint –complete fields. 
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4.2  Can we close a complaint? 
Yes. Complaints can be closed using the following steps.  

a. Track the complaint 

b. Click on Close button available on the Complaint Detail view page. 

c. Click yes on the confirmation pop up and the complaint will be closed. 

d. A success message will appear for intimating the user that the complaint has been 

closed. 

4.3  What if my complaint is not resolved? 
The User can Re-open the complaint if he thinks that it’s not resolved but marked as 

resolved. Complaints can be reopened using the following steps.  

a. Track the complaint 

b. Click on Re-open button available on the Complaint Detail view page. 

c. Add the reason for re-opening the complaint.  

d. The comment will be added in the Complaint detail page.  

 
  

5. Comments  

5.1  Can I Add Comments in the complaint? 
The User can add comments in the complaint only if the complaint in NOT in Reject or 

Closed State. 

User can Add Comments by entering comments in the Add Comment section. As soon as the 

user click Add, comment will be added against the complaint. 

 

 

 

 

 


