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Public service reporting systems play an important role in supporting
smart governance, transparency, and citizen participation in urban
areas. However, the absence of integrated reporting platforms,
limited transparency in government budget information, and unclear
follow up mechanisms often reduce public trust and participation.
This study aims to design D-Lapor, a public complaint and budget
transparency application for the City of Depok using a User Centered
Design (UCD) approach. The research employed qualitative
descriptive methods through semi structured interviews with citizens,
students, and public officers to identify user needs and usability
problems. The collected data were analyzed using user persona
development, user journey mapping, task analysis, and information
architecture design. The findings indicate that users require a
reporting platform that is simple, transparent, responsive, and
capable of tracking complaint progress in real time. In addition, users
emphasized the importance of anonymous reporting, automatic GPS
integration, visualized budget dashboards, and responsive
notification systems. Based on these findings, the study developed
wireframe and prototype designs that address both citizen and
administrator requirements. The proposed system contributes to
improving user experience, enhancing civic engagement, and
supporting transparent digital governance. Furthermore, the
integration of complaint management and budget transparency
features demonstrates the potential of D-Lapor as a smart city
solution that encourages participatory public services and strengthens
public trust in local government institutions.

© 2026. This is an open access article under the CC-BY 4.0 license.

eNelel

INTRODUCTION

The rapid development of information technology has encouraged governments to adopt
digital transformation in public services as part of smart city initiatives (Alkhalifah, 2025;
Wei, 2023). Digital governance systems are increasingly utilized to improve public
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participation, efficiency, transparency, and accountability in government administration
across different regions (Randma Liiv et al., 2026). One important aspect of smart
governance is the availability of digital platforms that allow citizens to report public
infrastructure problems and monitor government responses transparently (Hossain et al.,
2026).

In urban areas such as Depok City, public facilities remain unevenly distributed and
frequently experience maintenance issues. Problems such as damaged sidewalks,
malfunctioning streetlights, inadequate pedestrian bridges, and poor transportation
infrastructure are commonly encountered by citizens. However, many citizens do not report
these issues due to the absence of clear reporting mechanisms and integrated complaint
systems. Based on the interview findings, several participants stated that they had never
submitted reports because they did not know where or how to report public facility
problems. This condition demonstrates the need for a digital reporting platform that is
accessible, transparent, and user friendly (Atnan & Imran, 2024; Firtin et al., 2026).

In addition to infrastructure reporting, transparency in government budget management
has become an important concern in public administration. Transparency is closely related
to public trust and civic participation in governance processes (Almugqrin et al., 2022).
Citizens increasingly expect governments to provide open access to information regarding
budget allocation and expenditure. Nevertheless, existing systems often fail to present
financial information in a manner that is understandable and accessible to the public (Ansari
et al., 2022; Mesquita et al., 2026). Consequently, there is a growing need for integrated
platforms that combine public complaint systems with transparent budget dashboards.

Previous studies have highlighted the importance of User Centered Design (UCD) in
developing digital public services (Junior & Silva, 2025; Hashim et al., 2022). UCD
emphasizes the involvement of end users throughout the design process to ensure that
systems meet user needs, preferences, and expectations, thereby reducing the digital divide
and accommodating marginalized voices (Schneller et al., 2026; Khan, 2023). Furthermore,
user experience methods such as user journey mapping, task analysis, and information
architecture are widely used to identify usability issues and improve interaction quality
(Bachmaier & O'Donohoe, 2022; Ghamri et al., 2026). Several smart city applications have
implemented complaint management systems; however, most platforms focus solely on
complaint submission without integrating budget transparency and progress tracking
features (Lubis et al., 2025).

Therefore, this study aims to design D-Lapor, a public complaint and government budget
transparency application using a User Centered Design approach. Specifically, the research
seeks to: (1) identify user needs and usability problems in public reporting systems, (2)
develop user personas and user journey maps, (3) design the information architecture and
interaction flow of the application, and (4) develop wireframe and prototype designs that
support transparent and participatory public services.

METHOD

This study employed a qualitative descriptive approach using the User Centered Design
(UCD) methodology, which has proven effective in evaluating government digital portals
(Pilongo et al., 2025; Sellung & Kiss, 2024). UCD was selected because it prioritizes user
needs, behaviors, and experiences throughout the design process, enabling the development

of systems that are more usable and effective for public procurement and civic services
(Mior Ibrahim et al., 2023).

Research Stages
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The research consisted of several stages, including user requirement analysis, persona
development, user journey mapping, information architecture design, and prototype
development.

User Requirement Analysis

Data collection was conducted through semi structured interviews involving five
participants consisting of university students, citizens of Depok, and public officers. The
interviews aimed to identify user experiences, challenges, expectations, and perceptions
regarding public facility reporting systems and budget transparency platforms. The
interview questions focused on several aspects, including:

1. User experience in utilizing public facilities;
User behavior in reporting damaged facilities;
Expectations regarding public complaint applications;
Transparency of government budget information;
User preferences for application usability and interface design.

il

User Persona Development

Based on the interview results, two user personas were developed to represent the
primary users of the system:

1. Citizen/User Persona (Arif);

2. Public Service Officer/Admin Persona (Rizky).

The personas were created to represent user characteristics, goals, frustrations, and
behavioral patterns in interacting with the application.

User Journey Mapping and Task Analysis
User journey mapping and task analysis were conducted to identify user interaction
flows, emotional responses, pain points, and opportunities for improvement. The analysis
covered several major activities:
Creating public reports;
Checking complaint progress;
Viewing government budget information;
Processing citizen complaints;
Publishing budget information.

Nk W=

Information Architecture Design

Information architecture was designed to organize application content and navigation
structures systematically. This stage aimed to improve usability and help users easily access
features and information within the application.

Prototype Development
The prototype was developed using Figma. The design process included low fidelity
wireframes and high fidelity prototypes for both user and administrator interfaces.

Data Analysis

The collected qualitative data were analyzed using thematic analysis techniques. The
findings were categorized into user needs, usability problems, emotional responses, and
potential design solutions.
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RESULTS AND DISCUSSION
User Interview Results

The interview results revealed several important findings regarding public facility
reporting and budget transparency systems. Most participants considered public facilities
in Depok to be unevenly distributed and inadequately maintained, especially outside the
Margonda area. Participants also stated that they rarely reported infrastructure problems
because they lacked information regarding reporting mechanisms. Furthermore,
participants emphasized the importance of having an integrated reporting application that
is simple, transparent, and easy to use. Features such as anonymous reporting, GPS based
location input, photo uploads, complaint tracking, and progress notifications were
considered essential. In addition, respondents highlighted the importance of transparent
budget dashboards that provide accessible and understandable financial information. These
findings indicate that usability, transparency, and responsiveness are critical factors
influencing citizen participation in digital public services.

User Persona Analysis

Two primary personas were identified during the study. The first persona, Arif,
represents citizens who actively use public facilities and require a convenient reporting
platform to report infrastructure issues efficiently. Arif expects a system that is intuitive,
responsive, and capable of providing progress updates. The second persona, Rizky,
represents public service officers responsible for handling citizen complaints. Rizky
requires an integrated system capable of organizing reports systematically, simplifying
complaint verification, and improving coordination between government agencies. The
development of personas helped the researchers understand user behaviors, emotional
responses, and interaction expectations more comprehensively.

User Journey Mapping and Task Analysis

The user journey mapping process identified several usability issues experienced by
users during interaction with reporting and budget transparency features. In the complaint
submission process, users experienced difficulties in locating reporting menus, completing
forms, and navigating the application flow. Emotional responses such as confusion,
frustration, and anxiety were frequently identified, matching findings in recent mobile Ul
evaluation studies (Choma & Zaina, 2024; Sugiana et al., 2024). To address these issues,
several design opportunities were proposed, including simplified forms, clear navigation
structures, automatic camera integration, and visible submission buttons.

In the complaint progress tracking feature, users expressed dissatisfaction when reports
were not followed up promptly. Consequently, features such as progress notifications,
complaint status tracking, and public upvote systems were proposed to improve civic
engagement and accountability. For budget transparency features, users experienced
difficulties understanding dense financial information and navigating long lists of budget
data. Therefore, filtering systems, searchable dashboards, visual categorization, and
simplified budget previews were designed to improve readability and accessibility. This
visual UI approach aligns with contemporary standards for Open Government Data
visualization (Sari et al., 2025; Zuo et al., 2023).

Meanwhile, administrators experienced challenges in verifying reports, categorizing
complaints, and managing repetitive workflows. To overcome these issues, the system
incorporated filtering mechanisms, built in media previews, automated status updates, and
structured response templates.
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Information Architecture Design

The information architecture of D-Lapor was designed to improve navigation clarity and
feature accessibility. The user interface consisted of several primary modules, including
Profile, Report, Budget, and Dashboard sections. The Report module included features such
as complaint feeds, complaint creation forms, personal reports, report details, and progress
tracking. Meanwhile, the Budget module displayed budget lists and detailed project
information. For administrators, the architecture included complaint management systems,
progress update modules, budget publication features, and budget management dashboards.
The hierarchical structure was designed to minimize user confusion and support efficient
workflow management, similar to SOA based governance platforms (Habibie et al., 2022).

Prototype Development

The prototype development process produced wireframe and high fidelity interface
designs for both citizens and administrators. The reporting interface included simplified
forms, map integration, image uploads, and tracking systems. The dashboard utilized card
based layouts, filtering systems, and categorized information displays to improve user
experience. The prototype design demonstrated that integrating complaint reporting
systems with budget transparency features could support participatory governance and
improve digital public service accessibility.

Discussion

The findings demonstrate that User Centered Design is effective in identifying user
needs and usability problems in civic technology systems. By involving users throughout
the design process, the resulting system became more aligned with real world expectations
and interaction patterns, supporting transparent civic engagement (Martinez Gil et al., 2025;
Rahmat et al., 2026). The integration of public complaint systems and budget transparency
dashboards represents an important contribution to smart governance practices. Transparent
digital platforms can increase civic participation, strengthen accountability, and improve
public trust in government institutions by providing interactive maps and clear data
representations (Sano et al., 2023; Zaklova et al., 2024).

Furthermore, the incorporation of user journey mapping and task analysis enabled the
identification of emotional responses and pain points that are often overlooked in
conventional system development approaches. Mobile governance platforms that provide
transparent feedback loops have been shown to drastically improve citizen satisfaction and
scaling civic dialogues (Anastasiou et al., 2026; Vijayaraj et al., 2025). As artificial
intelligence continues to augment civic engagement, setting a solid UI baseline is a
necessary first step (Sarafis et al., 2025; Noor et al., 2026).

CONCLUSION

This study successfully designed D-Lapor, a public complaint and budget transparency
application using the User Centered Design approach. The research identified several
important user needs, including transparent complaint tracking, anonymous reporting,
simplified reporting mechanisms, and accessible budget information. The implementation
of user personas, user journey mapping, task analysis, and information architecture
contributed significantly to the development of a user friendly and responsive system
design. The resulting prototype demonstrates the potential of D-Lapor to improve civic
engagement, enhance transparency, and support participatory digital governance.
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Future developments may include artificial intelligence integration for complaint
classification, usability evaluation using standardized instruments, and full scale
implementation in local government environments.

RECOMMENDATION
Future studies are recommended to:
1. Conduct usability testing using instruments such as SUS or UEQ);
2. Integrate artificial intelligence for automated complaint categorization;
3. Develop cross-platform mobile applications;
4. Evaluate the effectiveness of D-Lapor in real government environments.
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