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ABSTRAK

PDAM Bandarmasih Perseroda sebagai penyedia layanan air bersih di Kota Banjarmasin merupakan
objek dalam penelitian ini. Instansi tersebut masih menghadapi permasalahan pada proses pengaduan gangguan
dan registrasi pasang baru yang sepenuhnya berjalan secara manual. Hal tersebut seringkali memicu lambatnya
penanganan keluhan, proses birokrasi yang panjang, serta minimnya transparansi status layanan bagi pelanggan.

Untuk mengatasi permasalahan tersebut, penelitian ini menawarkan solusi dengan membangun sebuah
Sistem Informasi Pengaduan Gangguan dan Registrasi Pasang Baru Berbasis Web. Sistem tersebut dikembangkan
menggunakan metode Waterfall yang proses desainnya dirancang dengan permodelan UML (Unified Modeling
Language). Sistem yang dibangun juga telah terintegrasi dengan fitur WhatsApp untuk memberikan notifikasi
otomatis, serta telah lolos uji kelayakan menggunakan pengujian Black Box. Melalui implementasi sistem ini,
kendala pada pencatatan manual dapat teratasi, alur kerja internal menjadi lebih efektif, dan tingkat kepuasan
layanan pelanggan di PDAM Bandarmasih meningkat secara signifikan.

Kata Kunci : Sistem Informasi, Pengaduan, Website.
ABSTRACT

PDAM Bandarmasih Perseroda, as the clean water service provider in the city of Banjarmasin, is the
subject of this study. The agency still faces challenges in its complaint handling and new service registration
processes, which are currently conducted entirely manually. This often results in slow complaint resolution,
lengthy bureaucratic procedures, and a lack of transparency regarding service status for customers.

To address these issues, this study proposes a solution by developing a Web-Based System for Service
Disruption Complaints and New Connection Registration. The system was developed using the Waterfall method,
with the design process based on UML (Unified Modeling Language) modeling. The system has also been
integrated with WhatsApp to provide automatic notifications and has passed a feasibility test using black-box
testing. Through the implementation of this system, the challenges associated with manual record-keeping have
been resolved, internal workflows have become more effective, and customer satisfaction levels at PDAM
Bandarmasih have increased significantly.

Keywords: Information Systems, Complaints, Website.
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