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ABSTRAK

Website Dinas Kearsipan dan Perpustakaan Provinsi Jawa Tengah belum secara optimal
menyediakan layanan informasi tentang kearsipan secara terpusat dan terkini, sehingga
sering memunculkan pertanyaan berulang dari pengunjung yang disampaikan melalui
WhatsApp admin layanan. Penelitian ini bertujuan untuk mengembangkan fitur Frequently
Asked Questions (FAQ) berbasis Google Site guna meningkatkan efisiensi dan kualitas
penyampaian informasi layanan kearsipan kepada masyarakat. Metode yang digunakan
adalah Research and Development (R&D) dengan pendekatan model ADDIE (Analyze,
Design, Develop, Implement, Evaluate). Pengumpulan data dilakukan melalui wawancara,
studi dokumen, dan penyebaran kuesioner kepada pengguna layanan. Fitur FAQ dirancang
dengan mengintegrasikan Google Site, Google Form, dan Google Sheets agar dapat
diperbarui secara berkala dan diakses secara mandiri oleh pengunjung. Hasil implementasi
menunjukkan bahwa informasi yang paling banyak dibutuhkan mencakup prosedur
kunjungan, akses arsip, layanan kearsipan, dan alur pengajuan magang. Dalam periode satu
bulan, fitur FAQ mencatat 90 pengunjung dengan 1.200 klik dan bounce rate sebesar
37,2%, yang menunjukkan tingkat keterlibatan pengguna yang baik. Penambahan fitur ini
dinilai efektif dalam mendukung transparansi, efisiensi, dan responsivitas layanan publik
sesuai dengan prinsip good governance dan ketentuan perundang-undangan.

Kata Kunci: Layanan Kearsipan, Frequently Asked Questions (FAQ), Google Site, Model
ADDIE, Layanan Publik, Bounce rate
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ABSTRACT

The Central Java Province Archives and Libraries Office website does not provide
centralized, up-to-date Archival service information, resulting in repeated questions from
visitors submitted via the WhatsApp service admin. This study aims to create a Google
Sites-based FAQ feature to improve the efficiency and quality of providing archival service
information to the public. The Research and Development (R&D) method was used with
the ADDIE (Analyze, Design, Develop, Implement, Evaluate) model approach. Data was
collected through interviews, document studies, and questionnaires distributed to service
users. The FAQ feature was designed by integrating Google Sites, Google Forms, and
Google Sheets to allow for regular updates and independent access by visitors.
Implementation results show that visitors most frequently inquire about visit procedures,
archive access, archival services, and the internship application process. Within one month,
the FAQ feature received 90 visitors, recorded 1,200 clicks, and had a 37.2% bounce rate,
indicating a high level of user engagement. Adding this feature is considered an effective
way to support the transparency, efficiency, and responsiveness of public services, in
accordance with the principles of good governance and statutory provisions.

Keywords: Archival Service, Frequently Asked Questions (FAQs), Google Sites, ADDIE
Model, public services, good governance
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