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INTISARI 

Pengelolaan pengaduan masyarakat di tingkat kelurahan umumnya masih 

dilakukan secara manual melalui laporan lisan maupun catatan tertulis. Kondisi 

ini menimbulkan keterbatasan dalam pencatatan, penugasan, serta pemantauan 

status penyelesaian aduan. Untuk menjawab permasalahan tersebut, 

dikembangkan sistem pengaduan masyarakat berbasis web sebagai bagian dari 

program magang di PT Razen Teknologi Indonesia.​

​ Sistem dibangun menggunakan framework Laravel versi 12 dengan basis 

data MySQL. Fitur utama meliputi autentikasi multi-peran (masyarakat, admin, 

dan petugas), formulir pengaduan dengan validasi data, notifikasi perubahan 

status melalui email, serta ekspor laporan ke format PDF dan Excel. Penugasan 

pengaduan dilakukan secara sistematis berdasarkan kategori aduan.​

​ Pengujian internal menggunakan metode black-box testing menunjukkan 

bahwa seluruh fungsi utama berjalan sesuai rancangan. Namun, implementasi 

pada lingkungan kelurahan belum dilakukan sehingga efektivitas sistem dalam 

kondisi operasional riil masih perlu ditinjau lebih lanjut. Sistem ini diharapkan 

dapat menjadi prototipe layanan pengaduan masyarakat yang lebih terstruktur, dan 

terdigitalisasi. 

Kata kunci : Pengaduan masyarakat, Laravel 12, MySQL, Autentikasi 

multi-peran, Notifikasi, Ekspor laporan, Black-box testing, Implementasi sistem 
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ABSTRACT 
 

Community complaint management at the village level is still 

predominantly handled manually through verbal reports or written records, which 

limits proper documentation, task delegation, and progress monitoring. To 

address these challenges, a web-based complaint management system was 

developed as part of an internship project at PT Razen Teknologi Indonesia.​

​ The system was built using the Laravel 12 framework with a MySQL 

database. Key features include multi-role authentication (citizens, administrators, 

and officers), complaint submission with data validation, email notifications for 

status changes, and report export in PDF and Excel formats. Complaints are 

systematically assigned to officers based on their category.​

​ Internal testing was conducted using a black-box approach with simulated 

data, and all major functionalities operated as designed. However, the system has 

not yet been deployed in an actual village office environment, so its real-world 

effectiveness remains to be evaluated. This system is expected to serve as a 

prototype for a more structured, transparent, and digitized community complaint 

management service. 

Keywords: Community complaint management, Laravel 12, MySQL, Multi-role 

authentication, Notification, Report export, Black-box testing, System 

implementation 
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