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PENGEMBANGAN DASHBOARD BUSINESS INTELLIGENCE UNTUK 

PEMANTAUAN KPI LAYANAN TI BERBASIS ITIL  

PADA PT ENETWOQ SERVIT INDONESIA  

FAIZ IRSYAD FAHREZI 

 

ABSTRAK 

 

Perkembangan layanan Teknologi Informasi (TI) mendorong organisasi 

untuk memiliki media pemantauan yang mampu menyajikan informasi kinerja 

layanan secara cepat, akurat, dan mudah dipahami. PT EnetwoQ ServIT Indonesia 

mengelola berbagai proses layanan TI, seperti Incident Management, Service 

Request Management, dan Change Enablement, yang menghasilkan data 

operasional dalam jumlah besar. Namun, data tersebut belum disajikan dalam 

bentuk visualisasi yang terintegrasi sehingga proses pemantauan Key Performance 

Indicator (KPI) belum dapat dilakukan secara optimal. Penelitian ini bertujuan 

mengembangkan prototipe Dashboard Business Intelligence menggunakan 

Microsoft Power BI sebagai media pemantauan KPI layanan TI berdasarkan 

praktik ITIL v4. 

Metode penelitian yang digunakan adalah Applied Research dengan 

pendekatan deskriptif kuantitatif. Data penelitian menggunakan struktur data 

layanan TI yang mengacu pada data operasional perusahaan, sedangkan nilai data 

telah dianonimkan dan digunakan sebagai data sintetis untuk menjaga kerahasiaan 

perusahaan. Tahapan penelitian meliputi persiapan data, proses Extract, 

Transform, Load (ETL) menggunakan Power Query, Data Modeling, perhitungan 

KPI menggunakan Data Analysis Expressions (DAX), serta pengembangan 

dashboard pada Microsoft Power BI. 

Hasil penelitian menunjukkan bahwa prototipe Dashboard Business 

Intelligence berhasil dikembangkan dengan menghasilkan empat halaman 

dashboard, yaitu Executive Dashboard, Incident Dashboard, Service Request 

Dashboard, dan Change Enablement Dashboard. Dashboard mampu menyajikan 

indikator KPI layanan TI, seperti Total Incident, SLA Compliance, Mean Time to 

Resolution (MTTR), Total Service Request, Average Fulfillment Hours, Total 

Change, dan Change Success Rate, serta menyajikan visualisasi data secara 
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interaktif untuk mendukung proses monitoring dan evaluasi layanan TI. 

Berdasarkan hasil penelitian, prototipe Dashboard Business Intelligence 

mampu mengintegrasikan data layanan TI ke dalam satu tampilan yang terstruktur 

dan interaktif sehingga memudahkan proses pemantauan KPI layanan TI sesuai 

praktik ITIL v4. Hasil penelitian ini diharapkan dapat menjadi dasar 

pengembangan dashboard pada implementasi operasional di masa mendatang. 

 

Kata Kunci: Business Intelligence, Dashboard, Microsoft Power BI, ITIL 

v4, KPI, Incident Management, Service Request Management, Change 

Enablement. 
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ABSTRACT 

 

The increasing complexity of Information Technology (IT) services requires 

organizations to have a monitoring tool capable of presenting service performance 

information quickly, accurately, and effectively. PT EnetwoQ ServIT Indonesia 

manages several IT service processes, including Incident Management, Service 

Request Management, and Change Enablement, which generate large volumes of 

operational data. However, these data have not been integrated into a unified 

visualization platform, making Key Performance Indicator (KPI) monitoring less 

effective. This study aims to develop a Business Intelligence Dashboard prototype 

using Microsoft Power BI to monitor IT service KPIs based on ITIL v4 practices. 

This research employed an Applied Research method with a quantitative 

descriptive approach. The study utilized an IT service data structure derived from 

the company's operational data, while all data values were anonymized and 

represented as synthetic data to maintain the confidentiality of company 

information. The research stages included data preparation, Extract, Transform, 

Load (ETL) using Power Query, Data Modeling, KPI calculation using Data 

Analysis Expressions (DAX), and dashboard development using Microsoft Power 

BI. 

The results indicate that the Business Intelligence Dashboard prototype was 

successfully developed, consisting of four dashboard pages: Executive Dashboard, 

Incident Dashboard, Service Request Dashboard, and Change Enablement 

Dashboard. The dashboard is capable of presenting IT service KPIs, including 

Total Incident, SLA Compliance, Mean Time to Resolution (MTTR), Total 

Service Request, Average Fulfillment Hours, Total Change, and Change Success 
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Rate, while providing interactive visualizations to support IT service monitoring 

and evaluation. 

Based on the findings, the developed Business Intelligence Dashboard 

prototype successfully integrates IT service data into a structured and interactive 

interface, making KPI monitoring more effective in accordance with ITIL v4 

practices. The results of this study are expected to serve as a foundation for future 

operational implementation and further dashboard development. 

 

Keywords: Business Intelligence, Dashboard, Microsoft Power BI, ITIL v4, 

KPI, Incident Management, Service Request Management, Change Enablement. 
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