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ABSTRAK

MUHAMMAD FATIH BAGASKARA. Sistem Informasi Re-Actions pada
Fitur Sentimen Data Aduan Publik dan Reporting. Dibimbing oleh MEDHANITA
DEWI RENANTI.

Sistem pengelolaan aduan publik yang efektif menjadi kunci dalam
meningkatkan transparansi dan responsivitas pemerintahan. Penelitian ini bertujuan
untuk mengembangkan sistem informasi berbasis web bernama Re-Actions yang
dilengkapi fitur analisis sentimen dan pelaporan otomatis terhadap data aduan
masyarakat. Metode pengembangan yang digunakan adalah Scrum, sedangkan
pembuatan model analisis sentimen dilakukan dengan pendekatan machine
learning menggunakan algoritma Support Vector Machine. Hasil pengujian
menunjukkan bahwa model mencapai akurasi sebesar 79% yang mengindikasikan
performa klasifikasi yang cukup baik. Sistem juga diuji melalui Black-box Testing
dan User Acceptance Testing (UAT), di mana seluruh fungsi utama berjalan sesuai
harapan dan memperoleh tingkat kepuasan pengguna sebesar 92%. Temuan ini
membuktikan bahwa integrasi machine learning dalam sistem informasi aduan
publik dapat meningkatkan efektivitas proses pengambilan keputusan dan
pelayanan masyarakat di Kota Tangerang.

Kata kunci: aduan publik, analisis sentimen, machine learning, sistem informasi,
support vector machine

ABSTRACT

MUHAMMAD FATIH BAGASKARA. Re-Actions Information System on
Sentiment Features of Public Complaint Data and Reporting. Supervised by
MEDHANITA DEWI RENANTI.

An effective public complaint management system is key to enhancing
governmental transparency and responsiveness. This study aims to develop a web-
based information system called Re-Actions, equipped with sentiment analysis and
automated reporting features for public complaint data. The development method
used is Scrum, while the sentiment analysis model was built using a machine
learning approach with the Support Vector Machine algorithm. The evaluation
results show that the model achieved an accuracy of 79%, indicating a fairly good
classification performance. The system was also tested through Black-box Testing
and User Acceptance Testing (UAT), where all main functions operated as expected
and received a user satisfaction level of 92%. These findings demonstrate that the
integration of machine learning into public complaint information systems can
enhance the effectiveness of decision-making processes and public service delivery
in Tangerang City.

Keywords: information system, machine learning, public complaint, sentiment
analysis, support vector machine
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