DAFTAR ISI

HALAMAN SAMPUL ...ttt I
HALAMAN JUDUL. ..ottt sne s i
HALAMAN PERSETUJUAN ...ttt iii
HALAMAN PENGESAHAN. ...ttt iv
HALAMAN PERNYATAAN KEASLIAN ... \Y
HALAMAN PERSEMBAHAN ..ottt Vi
HALAMAN MOTTO ..ottt sttt sse e vii
KATA PENGANTAR oottt ste e e et snte e e e snaeeenne e viil
DAFTAR ISI....... ... .. ... e .................tgeeennennnne IX
DAFTAIR TABEUEESER. ... \gF................ A ............. ... Xi
BAFTARBGAMBEIEEEN ............ .o b........ ... ... oo Xii
DAFTAR LAMPIRAN ...ttt a e s annn e e e s nnnnaaeennneneanans Xiv
INTISAREE..)... W W . oae b D XV
BESTRAGEE..... W ... Y. ... ... 0. Xvi
BAB | PENDAHULUAN
A. Latar Belakang Masalah .............cccooiiiiiiiiiiice 1
B. RUMUSAN MaSalah .......cccoieiieiiiiiiienin et 7
C. Batasan Masalah ..........cccooeiiiiiiiiiieieee st e 7
D. Tujuan Penelitian ......cccccveiiiiiiiie it 7
E. Manfaat Penelitian ..........cccooiveiiiii e 8
BAB Il TINJAUAN PUSTAKA
N I g o Fo =L =T PSPPSR 9
B. Penelitian Sebelumnya...........cccoooiiiiiii 15
BAB 1l METODE PENELITIAN ...ttt 21
A. Tempat dan Waktu Penelitian..........ccoccoveiiiiiiiininieeee e 21
B. Metode Pengumpulan Data...........ccereeieiiniieiienie e 21
C. Alatdan Bahan Penelitian.........ccccceieiiiiiiiiiisiec e 24
D. Konsep Penelitian .........cccccviieiiiii e 25

BAB IV HASIL DAN PEMBAHASAN



Al EMPANIZE oo 30
B.  DEIING. e 39
C. UBALE ...t 44
[ o (0] (0] 1Y o1 PP TRPPR 56
B TS s 72
BAB V PENUTUP
A, KESIMPUIAN ..o 81
B.  SAIaN ..o 81
DAFTAR PUSTAKA
LAMPIRAN



Tabel 2.
Tabel 3.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.
Tabel 4.

DAFTAR TABEL

1 Penelitian Sebelumnya...........cccooveiiiiiiicc e 18
1 Alat dan Bahan ..o s 24
1 DeSKITPST RISBL ...t 31
2 Research TIMEHINe . .......ccviieiiee e 34
3 Pertanyaan dan Hasil Jawaban AngKet...........cccccevvveieiieiieve i, 37
A TESEPIAN ..ot 73
5 TaSK SCENAMTO ....cvieeeiciieiee it 74
B TaSK SCENANTO L. .oiiieiiiie ettt re e 74
RS QT R R 74
8 Task SCENANIO 3.....0cccecrereviiveiveee dbenennansessating oeveereeneeeess duatessessessenne 75
Bl Tiask SCERERIAY .................ccconnnen....... NONEENEES ... B ............ 75
10 Task SCENANIO 5..........cceceeiieieeierie e esresssesnne e nsnne s eeeneesvnenss 75
11 Hasil TeStiNg Task L........cccooeceieriiiiimie e ieeee e ssnesac et e abesee e e smnenne 75
12 Hasil TeStiNg Task 2.......ccccviiiiieiicieeseesie et sre s s 76
13 Hasil TeStING TaSK 3.....ccveruiieiieiiieiieieieiec et 76
14 Hasil TeStING TASK 4.......ooviiiiiiiiiiiiieiei s 77
15 Hasil Testing Task 5.....ccocciiiiiieieiieie et 77
16 TREEHREED.................coeveriirierenienreneeressese s, ... ... 79
17 Penilaian NPS ReSPONUEN ........coveiiiiiiieieie s e 79

Xi



Gambar 1.
Gambar 3.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

DAFTAR GAMBAR

1 Laporan Pengaduan Berdasarkan Substansi............ccccccviveveiieinennns 3
1 Tahapan Penelitian .........ccccoeiveieiie i 25
1 AFFINIEY MAPPING . ...eeiviiiieiiiieieie e 40
2 GFOUPING «tiitiietete et bbbt 41
SEMPALY MAP .oviieiiiiice 41
A USBE PEISONA.....cciiiiiieiiieiee ettt 42
5 CUStomMEr JOUINEY MaP .....coiviiiieiiiiiiieeie e 43
6 JOUINEY SEAGES. ... v iviiiiieiieie ettt 44
7 Information ArChiteCtUIE..........ooveiiiiiiieiiie s 45
8 UsqiiSiuly ... Nugr............. A ................. 0. ... 46
9 Wireframe Splash SCreen ..o 48
20 ONhGEIRERNE ... ..ot oo o T [ B, B 48
11 HERRNEREREELAT ...........o00 e e L 49
12 Halaman MaSUK..........c.couuieiiiiieiisie e sessne e ennens 50
13 Halaman Beranda atau Halaman Utama .............c.ccocvinininciinenne 51
14 Wireframe Pengajuan SUFAL...........coccerererereeeerieriesienie e siesneaeeas 51
15 Wireframe Lacak PENQAJUAN ......oceierieriiniiieieeienie e 52
16 Wireframe Tukar POiN...........ccooiiiii et 53
17 Wireframe Survey Kepuasan Pelayanan PP............c.ccccoooveiiieinnn, 53
18 Wireframe Berita UmMUM ........cccoieviieiiiieseee e 54
19 Halaman FOrUM .......coovoiiiieiiee e 54
20 Halaman Pengaduan...........ccccecvveiieiie e 55
21 Halaman AKUN..........ooiii e e 56
22 LOQO GUIEIINES ....c.viiiiiciiieeee s 57
23 Typography ENCOUE SANS.........c.coviiiiiiiiriiiineseeeeie s 57
P Ofo] (0] 511 (=] 11 SRS SUP R 58
25 NaVIgation Bar ..o 59
26 CANQ....oiiieieiieiee e s 60
27 TCON ..ottt 60



Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.
Gambar 4.

28 AVALAN ...t 61
29 Splash Screen dan Onboarding Page...........cccceveieieneneninennnn 62
30 Halaman MasSUK...........ccoeiiiiiiiiieee e 62
31 Halaman Daftar ..........ccooeiiiiiinieieee e 63
32 Halaman Verifikasi Data...........cccoerveriiieniieneee e 64
33 Halaman Beranda ...........ccoceiieieiieiieii e seese e 65
34 Halaman Pengajuan SUrat ............cccccveveeiieiieie e 66
35 Halaman Lacak PeNgajuan.............cccccvevveieiieie e 66
36 Halaman TuKar POIN.......cccooiiiiiiieiieicee e 67
37 Halaman Survey Kepuasan PubliK..............cccoovviiiiininiiicen 68
38 Halaman Berita UMUM.........c.ccuoiiiieieieiesiesceeseeiese e 69
39 Halaman FOrUM.........ooiiiiiieiiisieie e e 70
40 Halaman Pengaduan .............ccocueveiiiinenenisi i 71
41 Halaman AKUN.........ooiii s 72
U2 PEIRNTGIBIINE0) ... i 78
83 PalgRCIErNPS. ... B BN BN 79

Xiii


file:///C:/Users/Fitroh/Downloads/Skripsi_Dwi%20Setia%20Ramadhani.DOCX%23_Toc156566913

DAFTAR LAMPIRAN
Lampiran 1. Kartu Bimbingan

Lampiran 2. Riset Angket

Lampiran 3. Hasil In-depth Interview

Xiv



