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INTISARI 

Sistem DUMAS PPATK yang dikembangkan sejak tahun 2022 telah menyelesaikan tahap 
pengembangan dan pengujian fungsional internal, namun belum tersedia evaluasi kualitas non-fungsional 
yang menyeluruh. Penelitian ini mengukur kualitas produk sistem DUMAS dengan mengadopsi lima 
karakteristik Product Quality Model ISO/IEC 25010, yaitu usability, performance efficiency, reliability, 
security, dan compatibility. Metode yang digunakan meliputi Heuristic Evaluation untuk usability, load 
testing menggunakan Apache JMeter untuk performance efficiency dan reliability, vulnerability 
assessment menggunakan OWASP ZAP untuk security, serta manual cross-browser testing untuk 
compatibility. Hasil penelitian menunjukkan sistem memiliki kinerja teknis sangat baik pada aspek 
performance efficiency (error rate 0%, response time maksimal 1172 ms), reliability (availability 100%), 
security (tidak ada kerentanan High/Medium), dan compatibility (konsisten pada Chrome, Firefox, dan 
Edge). Namun, pada aspek usability ditemukan 27 masalah termasuk 6 masalah prioritas tinggi yang 
berpotensi mengganggu pengalaman pengguna. Direkomendasikan perbaikan prioritas tinggi mencakup 
implementasi responsive design, peningkatan validasi input, dan penyesuaian elemen antarmuka, serta 
strategi implementasi bertahap (soft launch) dengan monitoring intensif untuk mempersiapkan sistem 
memberikan layanan pengaduan masyarakat yang andal, aman, dan optimal. 
 
Kata Kunci: kualitas sistem; ISO/IEC 25010; DUMAS; PPATK; pengaduan masyarakat  
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ABSTRACT 

The DUMAS PPATK system, which has been in development since 2022, has completed the 
internal functional development and testing phase, but a comprehensive non-functional quality 
evaluation is not yet available. This study measures the quality of the DUMAS system product by adopting 
the five characteristics of the ISO/IEC 25010 Product Quality Model, namely usability, performance 
efficiency, reliability, security, and compatibility. The methods used include Heuristic Evaluation for 
usability, load testing using Apache JMeter for performance efficiency and reliability, vulnerability 
assessment using OWASP ZAP for security, and manual cross-browser testing for compatibility. The results 
show that the system has excellent technical performance in terms of performance efficiency (0% error 
rate, maximum response time of 1172 ms), reliability (100% availability), security (no High/Medium 
vulnerabilities), and compatibility (consistent on Chrome, Firefox, and Edge). However, in terms of 
usability, 27 issues were found, including 6 high-priority issues that could potentially interfere with the 
user experience. High-priority improvements recommended include implementing responsive design, 
improving input validation, and adjusting interface elements, as well as a phased implementation strategy 
(soft launch) with intensive monitoring to prepare the system to provide reliable, secure, and optimal 
public complaint services. 

 
Keywords: system quality; ISO/IEC 25010; DUMAS; PPATK; public complaints 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

ix  

DAFTAR ISI 

 

HALAMAN PENGESAHAN .................................................................................................. ii 

LEMBAR PERNYATAAN KEASLIAN PENELITIAN .................................................................. iii 

LEMBAR PERNYATAAN ...................................................................................................... iv 

PRAKATA .............................................................................................................................v 

INTISARI ........................................................................................................................... vii 

ABSTRACT ....................................................................................................................... viii 

DAFTAR ISI ......................................................................................................................... ix 

DAFTAR GAMBAR ............................................................................................................. xii 

DAFTAR TABEL ................................................................................................................. xiii 

DAFTAR LAMPIRAN .......................................................................................................... xv 

BAB I PENDAHULUAN ....................................................................................................... 1 

1.1. Latar Belakang ................................................................................................... 1 

1.2. Rumusan Masalah ............................................................................................. 3 

1.3. Pertanyaan Penelitian ............................................................................................ 3 

1.4. Tujuan Penelitian .................................................................................................... 4 

1.5. Batasan Masalah .................................................................................................... 4 

1.6. Manfaat Penelitian ................................................................................................. 5 

1.7. Bagan Keterkaitan .................................................................................................. 6 

BAB II TINJAUAN PUSTAKA ................................................................................................ 7 

2.1. Studi Sebelumnya ............................................................................................. 7 

2.2. Dasar Teori ...................................................................................................... 14 

2.2.1 Website ................................................................................................... 14 

2.2.2 Sistem Pengaduan Masyarakat Berbasis Web ........................................ 16 

2.2.3 ISO/IEC 25010 ......................................................................................... 17 

BAB III METODOLOGI PENELITIAN .................................................................................. 27 

3.1. Tahapan Penelitian .......................................................................................... 28 

3.1.1. Identifikasi Masalah ................................................................................ 28 

3.1.2. Studi Literatur ......................................................................................... 28 

3.1.3. Penentuan Aspek Evaluasi ...................................................................... 29 

3.2. Metode Penelitian .......................................................................................... 40 

3.2.1 Pendekatan Penelitian ............................................................................ 40 



 

 

x  

3.2.2 Aspek Penelitian ...................................................................................... 41 

3.2.3 Teknik Pengumpulan Data ...................................................................... 42 

3.2.4 Teknik Analisis Data ................................................................................. 52 

BAB IV HASIL DAN PEMBAHASAN ................................................................................... 62 

4.1. Hasil Pengujian Usability ................................................................................. 62 

4.1.1. Evaluasi Masalah............................................................................................ 62 

4.1.2. Rangkuman Masalah ..................................................................................... 70 

4.1.3. Hasil Analisis Rangkuman Masalah ............................................................... 74 

4.1.4. Kesimpulan Aspek Usability ........................................................................... 84 

4.2. Hasil Pengujian Performance Efficiency .......................................................... 84 

4.2.1. Time Behaviour .............................................................................................. 85 

4.2.2. Resource Utilization ....................................................................................... 87 

4.2.3. Capacity ......................................................................................................... 88 

4.2.4. Kesimpulan Kelayakan Performance Efficiency .............................................. 90 

4.3. Hasil Pengujian Reliability ............................................................................... 92 

4.3.1. Maturity ......................................................................................................... 93 

4.3.2. Availability ..................................................................................................... 93 

4.3.3. Fault Tolerance............................................................................................... 94 

4.3.4. Kesimpulan Aspek Reliability ......................................................................... 94 

4.4 Hasil Pengujian Security .................................................................................. 94 

4.4.1 Lingkup dan Metode Pengujian Security ................................................ 95 

4.4.2 Hasil Pengujian Autentikasi dan Session Management .......................... 96 

4.4.3 Hasil Pengujian Logout dan Session Termination .................................... 97 

4.4.4 Hasil Temuan Keamanan Berdasarkan OWASP ZAP ............................... 98 

4.4.5 Analisis Hasil Pengujian Security terhadap ISO/IEC 25010 ................... 100 

4.4.6 Kesimpulan Aspek Security ................................................................... 101 

4.5 Hasil Pengujian Compatibility ....................................................................... 101 

4.6 Kesimpulan Aspek Compatibility .................................................................. 105 

4.7 Rekomendasi Hasil Pengujian ....................................................................... 105 

4.7.1 Usability ................................................................................................ 105 

4.7.2 Performance Efficiency .......................................................................... 108 

4.7.3 Reliability ............................................................................................... 109 

4.7.4 Security .................................................................................................. 109 



 

 

xi  

4.7.5 Compatibility ......................................................................................... 110 

BAB V KESIMPULAN DAN SARAN .................................................................................. 111 

5.1 Kesimpulan .................................................................................................... 111 

5.2 Saran .................................................................................................................... 112 

REFERENSI ..................................................................................................................... 114 

LAMPIRAN ..................................................................................................................... 118 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xii  

 

DAFTAR GAMBAR 

Gambar 1.1 Bagan Keterkaitan ......................................................................................... 6 

 
Gambar 2. 1 Struktur Bagan ISO/IEC 25010:2011 .......................................................... 18 
 
Gambar 3. 1 Tahapan Penelitian ..................................................................................... 27 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xiii  

DAFTAR TABEL 

Tabel 2. 1 Perbandingan Studi Sebelumnya ...................................................................... 9 

Tabel 2. 2Aspek Model Kualitas Produk .......................................................................... 19 

Tabel 2. 3 Penilaian Heuristic Evaluation ........................................................................ 22 

Tabel 2. 4 Perbandingan Metode .................................................................................... 25 

 

Tabel 3. 1 Penentuan Aspek Evaluasi .............................................................................. 29 

Tabel 3. 2 Data Evaluator ................................................................................................ 31 

Tabel 3. 3 Skala Severity Rating ....................................................................................... 37 

Tabel 3. 4 Indikator Reliability ......................................................................................... 39 

Tabel 3. 5 Indikator Compatibility ................................................................................... 40 

Tabel 3. 6 Teknik Pengumpulan Data .............................................................................. 42 

Tabel 3. 7 Konfigurasi Pengujian Performance Efficiency ............................................... 44 

Tabel 3. 8 Konfigurasi Pengujian Reliability .................................................................... 48 

Tabel 3. 9 Standar Acuan Kualitas Performance Efficiency ............................................. 53 

Tabel 3. 10 Kriteria Penilaian Throughput....................................................................... 55 

Tabel 3. 11 Kriteria Penilaian Capacity ............................................................................ 56 

Tabel 3. 12 Metrik Reliability .......................................................................................... 58 

 

Tabel 4.1 1Evaluasi Masalah ........................................................................................... 62 

Tabel 4.1 2 Rangkuman Masalah .................................................................................... 71 

Tabel 4.1 4 Perbaikan Tingkat Tinggi ............................................................................... 74 

Tabel 4.1 5 Perbaikan Tingkat Rendah ............................................................................ 76 

Tabel 4.1 6 Masalah Tidak Penting .................................................................................. 80 

Tabel 4.1 7 Tidak Ada Masalah ....................................................................................... 83 

Tabel 4.1 8 Hasil Pengujian Performance Efficiency ....................................................... 85 

Tabel 4.1 9 Tabel Tingkat Beban Time Behaviour ........................................................... 85 

Tabel 4.1 10 Hasil Resource Utilization ........................................................................... 87 

Tabel 4.1 11 Hasil Capacity ............................................................................................. 89 

Tabel 4.1 12 Ringkasan Penilaian Kelayakan Performance Efficiency ............................. 91 

Tabel 4.1 13 Hasil Pengujian Reliability ........................................................................... 92 



 

 

xiv  

Tabel 4.1 14 Hasil Pengujian Autentikasi dan Session Management .............................. 96 

Tabel 4.1 15 Hasil Pengujian Logout dan Session Termination ....................................... 97 

Tabel 4.1 16 Hasil Temuan Keamanan ............................................................................ 98 

Tabel 4.1 17 Detail Temuan Kerentanan Low Risk .......................................................... 98 

Tabel 4.1 18 Hasil Pengujian Security ........................................................................... 100 

Tabel 4.1 19 Skenario Pengujian Compatibility ............................................................. 102 

Tabel 4.1 20 Kriteria Penilaian Compatibility ................................................................ 102 

Tabel 4.1 21 Hasil Penguijan (Google Chrome, Edge, dan Firefox) ............................... 103 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

xv  

DAFTAR LAMPIRAN 

Lampiran 1 Wawancara dengan evaluator ................................................................... 118 

Lampiran 2 Form Penilaian Evaluator Severity Rating .................................................. 119 

Lampiran 3 Pengujian Performance Efficiency dan Reliability ...................................... 132 

Lampiran 4 Pengujian Security...................................................................................... 135 

Lampiran 5 Pengujian Compatibility ............................................................................. 136 

Lampiran 6 Tabel Revisi ................................................................................................. 138 

 


