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ABSTRAK

Perkembangan teknologi informasi mendorong pemerintah untuk meningkatkan
kualitas pelayanan publik melalui layanan digital. Di Kabupaten Sragen, informasi
layanan digital Organisasi Perangkat Daerah (OPD) masih tersebar pada berbagai
website dan subdomain, sedangkan pengelolaan pengaduan masyarakat belum
terpusat. Penelitian ini bertujuan untuk merancang dan membangun Portal Smart
Service Sragen Digital sebagai portal yang menyediakan informasi layanan digital
OPD seckaligus mendukung pengelolaan pengaduan masyarakat. Metode
pengembangan sistem yang digunakan adalah Metode Waterfall yang meliputi
analisis kebutuhan, desain sistem, pengembangan, pengujian, implementasi, dan
pemeliharaan. Sistem dibangun menggunakan PHP Native, MySQL, HTML, CSS,
dan JavaScript dengan fitur registrasi, login, pengelolaan portal layanan OPD,
pengajuan pengaduan, verifikasi, penugasan petugas, pembaruan timeline, dan
rekapitulasi laporan. Pengujian dilakukan menggunakan metode Black Box Testing
terhadap empat jenis pengguna, yaitu Masyarakat, Admin PPID, Admin
Dinas/OPD, dan Admin Petugas, dengan total 30 skenario pengujian. Hasil
pengujian menunjukkan seluruh skenario berhasil dijalankan sesuai dengan
kebutuhan fungsional dengan tingkat keberhasilan 100%. Dengan demikian, Portal
Smart Service Sragen Digital berhasil dibangun sebagai sistem yang menyediakan
pengelompokan informasi layanan digital OPD dan pengelolaan pengaduan
masyarakat dalam satu portal serta telah berfungsi sesuai dengan tujuan
pengembangannya.

Kata kunci: Portal Smart Service, layanan digital OPD, pengaduan masyarakat,
Waterfall, Black Box Testing.

Xviii



ABSTRACT

Advancements in information technology are driving the government to enhance
the quality of public services through digital platforms. In Sragen Regency,
information regarding the digital services of Regional Apparatus Organizations
(OPD) remains scattered across various websites and subdomains, while the
management of public complaints lacks centralization. This research aims to design
and develop the Smart Service Sragen Digital portal, a unified platform that
provides information on OPD digital services while facilitating the management of
public complaints. The system development employed the Waterfall method,
encompassing requirements analysis, system design, development, testing,
implementation, and maintenance. The system was built using native PHP,
MySQL, HTML, CSS, and JavaScript, featuring capabilities such as user
registration and login, OPD service portal management, complaint submission,
verification, staff assignment, timeline updates, and report recapitulation. Black
Box Testing was conducted involving four user categories: the public, PPID
administrators, Agency/OPD administrators, and staff administrators across a total
of 30 test scenarios. The results demonstrated that all scenarios were successfully
executed in accordance with functional requirements, achieving a 100% success
rate. Consequently, the Smart Service Sragen Digital portal was successfully
developed as a unified system that categorizes OPD digital service information and
manages public complaints, functioning effectively in line with its development
objectives.

Keywords: Smart Service Portal, OPD Digital Services, Public Complaints,
Waterfall, Black Box Testing
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