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ABSTRACT 

In the current era of globalization, people are proactive in conveying complaints as well as input 

and criticism to the government. For society in general, good and correct government service to the 

community is a must. Complaints about damaged roads have not been fully published, so it is 

difficult for the public to complain. This research aims to determine and analyze public complaints 

regarding road damage and the factors that influence the handling of complaints. Complaint 

management does not yet have clear procedures for handling complaints. There is no support 

procedure for handling complaints in the sub-district with facilities and infrastructure for 

complaints. Therefore, it is necessary to design a mobile application for public complaints based on 

web and Android with the aim of overcoming these problems and making it easier for the public to 

submit complaints just by using a smartphone. The operating system for designing this public 

complaint application uses web and Android, the database application software uses a SQLite type 

database. The method used in designing this public complaint application is the waterfall model. It 

is hoped that the existence of a public complaints application can make it easier for the public to 

submit complaints caused by road damage. 
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