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I. Introduction  
South Aceh Polytechnic (POLTAS) as an institution that provides vocational higher education 

must be consistent in making innovations in improving services to stakeholders. Quality services to 
stakeholders must be maintained so that complaints and suggestions from them can be an important 
factor  in  creating a  conduciveacademic  atmosphere  in  higher  education  institutions,  especially 
POLTAS. Previous input, criticism, and suggestions were only made during monthly meetings or 
inactivity evaluation meetings. Usually, with a long pause, these criticisms and suggestions will 
have an impact on the freedom to express ideas and innovations in the process of improving the 
service  quality.The  formulation  of  the  problem  in  this  study  is  how  to  build  and  simulate 
information system products that can adapt dynamically in assessing the services of the South Aceh 
Polytechnic provided to stakeholders. This research is also part of the POLTAS Internal Quality 
Assurance System (SPMI) which is managed independently to control and improve quality in the 
implementation of higher education by design and sustainability.  

The purpose of this research is to develop the South Aceh Polytechnic Complaints Information 
System (SIAPA), which provides basic information and references in making policies for POLTAS 
leaders. This type of research is applied research with case studies at the South Aceh Polytechnic. 
The   research   procedure   goes   through   several   stages,   namely   planning,   analysis,   design, 
development, testing, implementation, simulation of results, and evaluation. 

ARTICLE INFO  ABSTRACT 

Article history: 
Accepted 

The industrial revolution 4.0 is a hot topic discussed only among 
academics and industry. Of course, this condition is a positive thing 
that shows  that  people  have  started  to   care  about  utilizing 
technology that is developing very rapidly today. South Aceh 
Polytechnic (POLTAS) as a vocational higher education institution, 
of course, must be consistent in making innovations in improving 
services to stakeholders. The quality and quality of service to 
stakeholders must of course be maintained so that input, criticism, 
and suggestions from them are one of the most important factors in 
creating a safe and comfortable academic atmosphere for higher 
education, especially POLTAS. The formulation of the problem in 
this study is how to build and simulate the results of an information 
system  that  can  adapt  dynamically in  carrying  out  the  political 
services of South Aceh provided to stakeholders. The purpose of this 
research is to build a Complaints Information System for the 
Polytechnic of South Aceh (SIAPA). This research is also part of the 
POLTAS Internal Quality Assurance System (SPMI) which is 
managed independently assigns to control and improve quality in the 
implementation of higher education in a planned manner (with 
designed) and sustainable (sustainable). This type of research is 
applied research with case studies at the South Aceh Polytechnic. 
The research procedure is in several stages, namely planning, 
analysis, design, development, testing, implementation, simulation of 
results, and evaluation. 

Copyright © 2021 Politeknik Aceh Selatan.  
All rights reserved.  

Keywords: 
Information System 
Complaint System 
Stakeholder 
SPMI 



ISSN: 2581-1274 Jurnal Inovasi Teknologi dan Rekayasa   67 
 Vol. 6, No. 1, January-June 2021, pp. 67-73 

 M. Arinal Ihsan et.al (Complaints Information System for the Polytechnic of South Aceh) 

II. The Proposed Method 
Research Method 
In the design of the South Aceh Polytechnic Complaints Information System, the stages carried 

out are the observation stage, data collection, the implementation stage, the evaluation stage, and 
the last stage is the implementation result stage. 

The research procedure can be seen in the fishbone below: 

Figure 1. Fishbone Chart of Research 
The research stages in this research are: 
1. Observation 
Observations were made by conducting field studies at the South Aceh Polytechnic to obtain 
current system data, collect information to identify problems in the running system then 
formulate problems, and set research objectives. Furthermore, conducting a literature review by 
looking at previous research to support research carried out. This Stage of Literature Study 
conducts a collection of journals, websites, articles, theses to find out the theory supporting 
research and previous studies that have been conducted. 
2. Data Collecting 
This stage collects data that will be used to support the content of this information system such as 
campus profile data, SPMI data, data for each study program, and other data needed. 
3. Implementation 
At this stage, researchers jointly implement tasks at the preparation stage including system and 
framework issues to be used, designing and coding and testing the system, finding debugging of 
the system both security issues and user interface, and then implement it following the SDLC 
methodology. 
4. Evaluation 
At  this stage,  together with the  members  of the researcher  compile,  create, and  distribute 
questionnaires regarding the information system understudy to see the weaknesses and the 
possibility of adding features for later maintenance. Then make conclusions from the 
questionnaire data on the readiness of the system as a whole. 
5. Research 
At this stage, the writer makes a report from the simulation results of SIAPA 

III. Method 
In this study, researchers approached the System Development Life Cycle (SDLC) development 

model so that the process of building this information system was carried out sequentially and well- 
organized  
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Figure 2.System Development Life Cycle  (SDLC) 

The SDLC conceptual process model includes: 

1. Planning 
In this section, the researcher identifies the problem and determines the scope of the 
research to determine the steps in the process of solving the problem under study, 
including determining resources, financial budgets, and technical work. 
 

2. Needs Analysis 
In this section, the researcher performs a requirements analysis that involves the 
functional requirements of the end-user system. 
 

3. Designing the system 
In this section, researchers design modules, security, architecture, information system 
interfaces and evaluate the software in both functional and operational aspects. 
 

4. Building Software 
In this section, the team worked on building, coding, and improving the overall technical 
and physical configuration required. 
 

5. Software Testing 
This stage tests the system as a whole to answer the expected objectives, this is done to 
ensure the satisfaction of using the system to end-users and finding errors in the system. 
 

6. Software Implementation 
This stage is to release the software ready for use by end-users. 
 

7. Maintenance 
At this stage, end users can contribute to improving the system to improve performance 
and add features. This stage is important to do to evaluate performance and the 
application of new technology to anticipate cyber security. 

In getting maximum results on the SIAPA development case study, the authors focus on using a 
parallel model approach [7]. This methodology is the development of the waterfall methodology, 
where the process of designing and implementing the system is carried out sequentially for the entire 
system and then divided into different sub-activities carried out in parallel. 
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Figure 3.Parallel Model Approach 

 
UML is a set of tools used in abstracting an object-based system or software. Based on research 
[8], the use of UML is very good in improving the quality of the software produced and the ease 
of software maintenance in the future, because using UML can identify 11 types of errors in the 
uses case scenario and 7 errors when modeling the uses case. 

IV. Results and Discussion 
Contains the design of the South Aceh Polytechnic Complaints Information System, there are 

two users, namely admin and user, each user has different access rights according to their respective 
needs. This system is a website based and support or responsive to appear on mobile phones. 

The  following  is  the  procedure  for  the  complaint  information  system  for  the  South  Aceh 
polytechnic: 
1. Students or the public who will report must be registered first. If not registered then you are 

required to register. 
2. Students or people who already have an account can report their complaints by logging in first. 
3. Open and fill in the complaint form in the form of text and photos to support the complaint. 
4. Submit the complaint form. 
5. The  system  will  automatically  receive  the  complaint  report.  Procedure  for  follow-up 

complaints reports, namely: 

a) Admin verifies the report based on the type of complaint received 

b) Admin reports to the implementation team for processing and follows up 

c) Admin receives a report from the implementation team of the description of the corrective 
results of the complaint 

d)  Admin will update the information in the system that the complaint has been 
handled properly. 
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Design 

Figure. 4.Use case Complaints Information System 

From the use case diagram above, it can be seen that in this system the admin has access rights in 
the form of login, viewing all complainant data, and can check complaints and complaints that have 
entered the system. Meanwhile, users only have access rights in the form of logging in, filing 
complaints, and viewing complaint history. 

 

Figure 5. Database Relations Table 
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The picture above is a table of database creation using MySQL because the security system is 
guaranteed and cannot be accessed unless the admin or someone trusted. Collecting data of 
complaints that enter the system, such as the user's  Student ID number (NIM), Email, name, 
complaint, and time of the complaint. 
System Display Interface 

Some of the interfaces of the South Aceh Polytechnic Complaint Information System are as 
follows: 

Figure 6. Display user login menu 

Users are asked to enter a username and password that has previously registered. To make a 
complaint, the user is asked to create an account first. After students get an account from the admin 
to log in, general users make complaints by using active email to enter the complaint menu. 

Figure 7. Display of the Complaints Menu 
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After logging in, the menu above will appear, the user can make a complaint by entering the 
complaint menu and selecting create a complaint. When making a complaint the user is asked to 
choose the type of complaint, fill in a description of the complaint, and a photo caption to support 
it. 

Figure 8. Graph view of the complaint data 
In the graph space, the admin can see the graph of incoming complaints from complaints 

submitted by users or the community, to further improve service to the public. 

V. Conclusion 

With this Complaint Information System, it can make it easier for students and public concerns to 
report on the academic atmosphere at the South Aceh Polytechnic to maintain consistency as an 
institution providing vocational higher education, of course, having to innovate towards improving 
services. For further research, system development can be carried out, based on android or adjusting 
the needs and policies of users of this system. 
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