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INTISARI 

 

Proses layanan pengaduan di Kepolisian Daerah Istimewa Yogyakarta 

masih menghadapi beberapa kendala, baik dari sisi petugas maupun masyarakat. 

Petugas sering menerima laporan dengan data yang belum lengkap dan bukti 

pendukung yang kurang memadai, sehingga memperlambat proses verifikasi dan 

penentuan tindak lanjut. Di sisi lain, masyarakat belum memahami alur pengaduan 

secara jelas serta tidak dapat memantau perkembangan laporan tanpa datang 

langsung ke kantor, yang berdampak pada kurangnya efisiensi dan transparansi 

layanan. 

Penelitian ini bertujuan untuk merancang UI/UX dan mengimplementasikan 

front-end sistem pengaduan online berbasis web sebagai solusi atas permasalahan 

tersebut. Metode yang digunakan adalah Design Thinking yang meliputi tahapan 

empathize, define, ideate, dan prototype untuk menghasilkan rancangan yang 

berpusat pada kebutuhan pengguna. Hasil perancangan kemudian 

diimplementasikan ke dalam bentuk front-end. Pengujian sistem dilakukan 

menggunakan metode Single Ease Question (SEQ) dan User Experience 

Questionnaire (UEQ). 

Hasil penelitian berupa rancangan antarmuka dan implementasi front-end 

sistem pengaduan yang mampu menyajikan informasi layanan secara terstruktur, 

menyediakan panduan pengisian aduan, serta menampilkan status laporan secara 

jelas. Sistem ini diharapkan dapat membantu masyarakat dalam memahami dan 

mengakses layanan pengaduan dengan lebih mudah, serta mendukung petugas 

dalam menerima data yang lebih terstruktur sehingga meningkatkan kualitas 

pelayanan. 

 

Kata kunci: UI/UX, Frontend, Sistem Pengaduan, Design Thinking, Website 
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ABSTRACT 

 

The complaint service process at the Special Region of Yogyakarta 

Regional Police still faces several challenges from both officers and the public. 

Officers often receive reports with incomplete data and insufficient supporting 

evidence, which slows down the verification process and the determination of 

follow-up actions. On the other hand, the public lacks a clear understanding of the 

complaint process and cannot monitor the progress of their reports without visiting 

the office directly, resulting in low efficiency and transparency of the service. 

This study aims to design the user interface and user experience (UI/UX) 

and implement the front-end of a web-based online complaint system as a solution 

to these problems. The method used in this study is Design Thinking, which 

consists of the stages of empathize, define, ideate, and prototype to produce a user-

centered design. The design results are then implemented into a front-end system. 

System evaluation is conducted using the Single Ease Question (SEQ) method and 

the User Experience Questionnaire (UEQ).  

The results of this study include a user interface design and front-end 

implementation of a complaint system that presents structured service 

information, provides guidance for submitting complaints, and displays report 

status clearly. This system is expected to help the public understand and access 

complaint services more easily, as well as assist officers in receiving more 

structured data to improve service quality. 
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