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INTISARI

Pengelolaan pengaduan internal di Ditjen Dukcapil seperti aplikasi SIAK
terpusat, jamkordat, data, layanan, informasi, IKD, regulasi, KTP elektronik sering
menghadapi tantangan seperti kurangnya keteraturan, efisiensi, serta transparansi
dalam proses penanganan. Hal ini menyebabkan kesulitan dalam pelacakan status
pengaduan, distribusi tugas yang tidak merata, dan potensi terjadinya kesalahan
dalam penanganan pengaduan. Untuk mengatasi permasalahan tersebut,
dikembangkan sistem ticketing pengaduan berbasis web yang dirancang
menggunakan arsitektur Model-View-Controller (MVC) dan framework Laravel.
Sistem ini memfasilitasi petugas internal seperti admin, helpdesk, koordinator, staf,
developer, dan pejabat untuk membuat, melacak, dan mengelola tiket pengaduan
secara lebih terstruktur. Melalui sistem ini, proses distribusi tugas menjadi lebih
terorganisir dan kolaborasi antar-staf dapat ditingkatkan. Pengujian terhadap sistem
menunjukkan bahwa fungsionalitas utama berjalan dengan baik, meskipun masih
diperlukan beberapa perbaikan untuk meningkatkan pengalaman pengguna secara
keseluruhan.

Kata Kunci: Laravel, Ticketing System, Pengaduan internal, MVC,
Manajemen Pengaduan, Kolaborasi Staf.
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ABSTRACT

Management of internal complaints at the Directorate General of
Population and Civil Registration, such as centralized SIAK applications,
jamcordat, data, services, information, IKD, regulations, electronic KTPs, often
faces challenges such as a lack of regularity, efficiency and transparency in the
handling process. This causes difficulties in tracking the status of complaints,
uneven distribution of tasks, and the potential for errors in handling complaints. To
overcome this problem, a web-based complaint ticketing system was developed
which was designed using the Model-View-Controller (MVC) architecture and the
Laravel framework. This system facilitates internal officers such as admin,
helpdesk, coordinators, staff, developers and officers to create, track and manage
complaint tickets in a more structured manner. Through this system, the task
distribution process becomes more organized and collaboration between staff can
be improved. Testing of the system shows that the main functionality works well,
although some improvements are still needed to improve the overall user
experience.

Keywords: Laravel, Ticketing System, Internal Complaints, MVC, Complaint
Management, Staff Collaboration.

XV



