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ABSTRAK

Penelitian ini berawal dari permasalahan pengelolaan gangguan jaringan di
Desa Logandu yang masih dilakukan secara manual melalui WhatsApp dan
Microsoft Excel, sehingga informasi sulit dikendalikan secara terpusat, rawan
kehilangan data, kesulitan melacak status penanganan, tidak adanya sistem prioritas
yang jelas, dan kurangnya dokumentasi terstruktur. Kondisi tersebut mendorong
perlunya inovasi berupa sistem informasi ticket tracking yang dapat membantu user
dalam melaporkan gangguan, admin dalam mengelola dan menugaskan tiket, serta
teknisi dalam menangani gangguan secara terintegrasi, transparan, dan
terdokumentasi dengan baik. Tujuan utama penelitian ini adalah merancang dan
membangun Sistem Informasi 7Ticket Tracking Gangguan Jaringan menggunakan
Framework Laravel serta menguji fungsionalitasnya menggunakan metode Black
Box Testing. Metode penelitian yang digunakan adalah Research and Development
(R&D), sedangkan sistem dikembangkan menggunakan model Agile dengan
pendekatan Kanban yang dilakukan secara iteratif melalui empat iterasi
pengembangan menggunakan Framework Laravel versi 12, bahasa pemrograman
PHP, dan database MySQL. Sistem yang dihasilkan memiliki tiga role pengguna
yaitu user, admin, dan teknisi. User dapat melaporkan gangguan, memantau status
tiket, dan berkomunikasi dengan admin maupun teknisi. Admin dapat mengelola
seluruh tiket, menugaskan teknisi, memantau statistik gangguan melalui
dashboard, serta mengelola data akun pengguna. Teknisi dapat menerima
penugasan tiket, mengubah status penanganan, dan memberikan feedback kepada
user. Hasil pengujian Black Box Testing menggunakan teknik Equivalence
Partitions menunjukkan bahwa seluruh fitur sistem berjalan sesuai dengan fungsi
yang telah dirancang dan dinyatakan Valid.

Kata Kunci: Sistem Informasi, Ticket Tracking, Gangguan Jaringan, Framework
Laravel, Agile, Black Box Testing
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ABSTRACT

This research stems from the problem of network disturbance management in
Logandu Village which was still carried out manually through WhatsApp and
Microsoft Excel, making information difficult to control centrally, prone to data
loss, difficulty tracking handling status, lack of a clear priority system, and
insufficient structured documentation. This situation drives the need for innovation
in the form of a ticket tracking information system that can help users report
disturbances, admins manage and assign tickets, and technicians handle
disturbances in an integrated, transparent, and well-documented manner. The main
objective of this research is to design and build a Network Disturbance Ticket
Tracking Information System using the Laravel Framework and to test its
functionality using the Black Box Testing method. The research method used is
Research and Development (R&D), while the system was developed using the Agile
model with the Kanban approach carried out iteratively through four development
iterations using Laravel Framework version 12, PHP programming language, and
MySQL database. The resulting system has three user roles namely user, admin,
and technician. Users can report disturbances, monitor ticket status, and
communicate with admins and technicians. Admins can manage all tickets, assign
technicians, monitor disturbance statistics through a dashboard, and manage user
account data. Technicians can receive ticket assignments, update handling status,
and provide feedback to users. The results of Black Box Testing using the
Equivalence Partitions technique show that all system features run according to the
designed functions and are declared Valid.

Keywords: Information System, Ticket Tracking, Network Disturbance, Laravel
Framework, Agile, Black Box Testing
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