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Abstract

This research is motivated by the suboptimal quality of public services and the management of public complaints, which are still
conventional (manual recording, verbal, or text messages) in many villages in Indonesia, including the Purwodadi Village Hall. Based on
observations, the Purwodadi Village Hall does not yet have an integrated system to accommodate, manage, and monitor complaints in a
structured manner. This results in complaint data often not being optimally documented and difficult to use as evaluation material. Starting
from these problems, this study aims to design and implement a Web-Based Public Complaint Service System at the Purwodadi Village
Hall. The development of this system uses the Waterfall Method, which is part of the Software Development Life Cycle (SDLC), including
the stages of needs analysis, system design, coding, testing, and maintenance.
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1. Introduction.

Information Technology is a field of technology that is used to manage data through various activities, such as processing, obtaining,
organizing, storing, and manipulating data with various methods.[1] One of the prominent innovations is the implementation of a public
complaint platform, which allows citizens to convey complaints, aspirations, and suggestions in an easier, faster, and more efficient way.
Therefore, information technology is a means of exchanging information that is still used and continues to develop, one form of technology
is the existence of a website.[2]

A website is a collection of pages on a domain on the internet created for a specific purpose and interconnected and widely accessible
through the front page using a website URL. The method applied in developing this website is the waterfall method, which is part of the
Software Development Life Cycle (SDLC). This method includes several stages, including needs analysis, system design, coding, testing,
and maintenance.|[3]

The public service system is part of the bureaucratic reform agenda aimed at improving public services. However, to date, the quality of
services provided has not been optimal.[4]

Public complaints can be understood as a form of conveying complaints about dissatisfaction or discrepancies experienced by residents in
the environment where they live. In practice, the public often experiences confusion regarding the authorized party to receive these
reports..[5]

In practice, public complaints management in many villages in Indonesia is still carried out conventionally, such as through manual
recording, verbal submissions, or the use of text messages. The Purwodadi Village Hall is one agency facing similar challenges in managing
public complaints. Based on observations and interviews with village officials, it was discovered that there is currently no integrated system
capable of collecting, managing, and monitoring public complaints in a structured manner. As a result, complaint data is often not optimally
documented, not distributed to the authorities, and difficult to use as evaluation material for improving the quality of public services.
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Based on these issues, this study aims to design and implement a web-based public complaints service system at the Purwodadi Village
Hall using the Waterfall software development method. The system is expected to facilitate the public in submitting complaints online,
while also supporting the village in managing, monitoring, and following up on reports more systematically. Therefore, this research is
expected to make a real contribution to improving the quality of public services at the village level and serve as a reference for the
development of similar systems in other region.

2. Theoritical Bacis

2.1. System
A system is defined as a collection of interrelated elements designed to achieve a goal. These elements include people, machines,

procedures, documents, data, or other components arranged in an organized manner. Through this system, the public can gain easy and
timely access to information available on the internet.[6]

2.2. Public Complaint.
Public complaints can be understood as expressions of public dissatisfaction with the quality of services received. In many cases, these
complaints develop into public demands. This phenomenon is often perceived negatively because it is considered to disrupt the stability

and image of an organization, including within the bureaucracy.[7]

2.3. Website
A website can be understood as a collection of pages that present information in various forms, such as text, static or moving images,

animation, audio, video, or a combination of these media. The information presented can be static or dynamic, arranged in an integrated
manner and connected to each other through a network of links (hyperlinks), and accessed using special software known as a browser.[8]

2.4. MySQL

MySQL is a highly popular relational database management system (RDBMS). This software is one of the most widely used open-source
databases globally. MySQL is developed, distributed, and officially supported by MySQL AB, which is currently under the auspices of
Oracle Corporation.[9]

2.5. Service

Service is any action or activity that can be offered by one party to another party which is basically intangible and does not result in any
ownership.[10]

2.6. Village Hall

The village hall is a village-owned building where village residents gather to hold deliberations [11]

3. Research Methodes.

3.1. Data Collection Methods

Implementing skills in the field of information technology, for software design, especially focused on designing a web-based public
complaint system, which is adapted to the needs of the Purwodadi Village Hall.

Documentation|

\ 4

Observation Interview

Fig. 1 : Research proces flowchart
1. Observation

Observation is a data collection method carried out through direct observation of research subjects and the situation or environment
related to the phenomenon being studied.[12]
2. Interview

An interview is a face-to-face communication technique used between researchers and respondents to gather information relevant to
the research focus. It can be structured, semi-structured, or unstructured, depending on the level of pre-planned questions. Through
this method, researchers have the opportunity to explore in depth the respondents' views, experiences, and perspectives on the issues
being studied.[13]
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3. Documentation

Documentation is a series of activities carried out to collect and provide various documents based on valid evidence, obtained through
a recording process from various sources. Furthermore, documentation can also be understood as a systematic effort to record and
group information into written form, photographs or images, and videos.[14]

4. Literature Study
According to Creswell, John W. (2014:40), a literature study is a form of written summary that includes various library sources, such
as journal articles, books, and other relevant documents. This study aims to explain certain concepts or theories while also presenting
information about past and present conditions, which are then systematically arranged based on the topics and types of documents
needed.[15]

3.2. System Development Method

Waterfall is a model that takes a systematic approach to software development. The Waterfall method has five stages. Requirements
Analysis, Design, Implementation and Unit Testing, Integration and System Testing, Operational and Maintenance.

Fig. 2 : Waterfall Methodes

a. Requirement Analysis

Needs analysis is carried out to identify the various requirements required in the system design and implementation process. After the
analysis process is complete, the data obtained is then collected systematically.[16]

b. Design
The second stage is Design, which is the process of designing the system's appearance and workflow. At this stage, various main
components are developed, such as the user login and registration page, the complaints page, user data management, and features for
responding to complaints.[17]

¢. Implementation

At the implementation stage, the processes carried out include developing and building systems by utilizing programming languages.
Dart programming combined with the Flutter framework.[18]

d. Testing

The testing phase is carried out to evaluate all features contained in the system using black box testing and usability testing methods.
Black box testing aims to assess the software's function based on how it works, specifically in ensuring that the process of receiving
input data and output results has run as expected.[19]

e. Maintenance

The final stage in the Waterfall method is system maintenance. This maintenance is the final stage where maintenance is carried out
on the system that has been built to prevent problems in the future. [20]

4. Result and discussion
4.1. Usecase System Design
Use Case Diagrams serve to represent various system usage scenarios based on user needs and requirements. These diagrams illustrate

how users interact with the system under certain conditions or situations. Furthermore, Use Case Diagrams help developers understand
user needs more clearly and serve as a tool for verifying the system's suitability to established requirements.[21]
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Fig. 3 : Usecaase System image

4.2. Implementation Of The Public Complaints Website

a. Page Dashboard

This page is the main page that will appear when people visit website.

Peta K ecamiatan Tonjong
oce

Pengaduan Terbaru Social Feed
Fig. 4 : Page dashboard

b. Report Page

Fig. 5 : Report Page
¢. View Complaint Page

This page is a page that the public uses when they have made a complaint to see the response given by the village hall by entering
the complaint number that was previously obtained when making the complaint.

Lihat Pengaduan

vomor Pwgacian @

Fig. 6 : View Complaint Page
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d. Complaint Page

This page contains steps on how to report for people who are still confused about making complaints.website This.

Cara Melapor

Fig. 7 : Complaint Page

e. Services Profile Page

This page consists of the service profile, vision and mission, organizational/management structure, and service motto/information.

Profil Dinas

RUMAH DESA SEHAT

Fig. 8 : Services Profile Page
f. FAQ Page (questions and answers about the application)
This page contains questions and answers about the existence ofwebsitethis public complaint.

L]

Frequently Asked Question (FAQ):

a F1g9 FAQ Pc;ge
g. Help Page
This page is a guide for people who are still confused about making complaints to the Purwodadi Village Hal.
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Fig. 10 :Help Page
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h. Contact Page

This page contains contacts or numbers that can be contacted if there are things you want to ask.

Fig. 11 : Contact Page
i. Admin Page Login

Before entering websit epublic complaints, the admin will dologinfirst like entering username And password.

Halaman Admin Pengaduan
Masyarakat Purwodadi

Fig. 12 :. Admin Page Login
j. Admin Page Dashboard

After doing login admin will enter the pagedashboard. This page displays the number of incoming reports, including how many
have been responded to and how many have not been responded to.
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Fig. 13: Admin Page Dashboard
k. Report Management Admin Page

This page contains the management of incoming reports by responding to the matter, being able to view the report details, and
being able to delete the report.

Nams mal Telpon Wiwonn  Tanggd St Al
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Fig. 14 : Report Management Admin Page
1. Admin Page Print Complaint

The following page is the page for printing the report. You can choose the options provided, whether the report will be printed
directly.print or download it in PDF version orexcel.
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4.3. Testing.

Balai Desa Purwodadi

il Telpon At Tojusn Laporan

Fig. 15 : Admint Page Print Complaint

Black box testing is an important method in the software testing process that aims to ensure that all system functions are running
as they should. This method is included in the dynamic testing category because it is carried out by running the system directly. In

its application, the tester is not required to have an understanding of programming or the internal structure of the software. Black

box testing is carried out without access to the source code or system architecture, so the tester only interacts through the interface
by providing input and evaluating the resulting output, without knowing the internal processes that convert the input into

output.[22].

Table 1. Testing table

No | User Role Menu Features The one Test steps Output expected Status (V/x)
tested
1. Admin Dashboard page Enter to page Successfully logged in N
dashboard page
2. Admin Report page Enter the report page Successfully  done  regarding N
Which reported
3. Admin View complaint page Enter the view page complaint Succeed enter number \/
complaint
4. Admin Complaints page Enter the method page Successfully done complaint N
complaint
5. Admin official profile page Enter profile page Successfully entered \
Service official profile
6. Admin FAQ Page Go to the FAQ page Successfully done Q&A about N
application
7. Admin Help page Enter to page Help Success make complaint \
8. Admin Contact page Enter to page Contact Succeed contactccontact \/
9. Admin admin login page Enter the admin page login Login successfully y
10.  Admin Page admin dashboard Enter the admin page Successful login dashboard v
dashboard
11.  Admin Page admin report Enter the admin page report Successfully sent report v
management management
12.  Admin Print admin page complaint Enter the admin page print Succeed print report V

complaint

5. Conclusion

Based on the analysis of the research conducted, it can be concluded that the Purwodadi Village Hall was chosen as a research subject
to realize the Tri Dharma of Higher Education. The knowledge gained on campus serves as the basis for formulating concepts to be
implemented in the community, particularly in Purwodadi Village. This research aims to introduce the public to technological advances
to support the smooth functioning of officers at the Purwodadi Village Hall and the community as a whole.

Suggestion

Based on the analysis of the software that has been developed, the recommendation that can be taken from the testing process
of the Web-Based Public Service System at Purwodadi Village Hall is that this system continues to be improved and utilized
optimally to meet user needs.
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