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IMPLEMENTASI SISTEM EVALUASI KINERJA LAYANAN TI BERBASIS 

DASHBOARD BUSINESS INTELLIGENCE UNTUK MENDUKUNG 

CONTINUAL IMPROVEMENT PADA PT. eNetwoQ ServIT Indonesia 

DONA ALFIANUS JIKWA 

ABSTRAK 

Penelitian ini bertujuan mengimplementasikan sistem evaluasi kinerja layanan 

teknologi informasi berbasis Dashboard Business Intelligence untuk mendukung 

Continual Improvement pada PT. eNetwoQ ServIT Indonesia. Penelitian 

menggunakan metode deskriptif dengan pendekatan kuantitatif melalui studi kasus. 

Data yang digunakan meliputi Incident Management, Service Request 

Management, dan Change Enablement. Data layanan diolah melalui proses Extract, 

Transform, Load (ETL), kemudian digunakan untuk menghasilkan Key 

Performance Indicator (KPI) dan visualisasi pada dashboard sebagai dasar 

monitoring dan evaluasi kinerja layanan TI. KPI yang digunakan meliputi SLA 

Compliance, Mean Time to Resolve (MTTR), Customer Satisfaction (CSAT), 

Average Fulfillment Time, dan Change Success Rate. Hasil pengukuran 

menunjukkan SLA Compliance sebesar 87,4%, MTTR sebesar 9,87 jam, CSAT 

sebesar 4,16 dari skala 5, Average Fulfillment Time sebesar 5,03 jam, dan Change 

Success Rate sebesar 95,0%. Hasil pengukuran digunakan untuk menggambarkan 

kondisi kinerja layanan tanpa menetapkan kategori baik atau buruk karena target 

internal organisasi belum tersedia sebagai pembanding. Hasil evaluasi selanjutnya 

digunakan untuk mengidentifikasi area perbaikan dan menyusun rekomendasi 

Continual Improvement pada masing-masing layanan. Penyusunan rekomendasi 

pada sistem didukung oleh Artificial Intelligence (AI) berdasarkan KPI dan kondisi 

layanan yang tersedia. Hasil penelitian menunjukkan bahwa Dashboard Business 

Intelligence mampu mengintegrasikan data layanan, menyajikan pengukuran KPI 

secara terstruktur, serta mendukung proses evaluasi, identifikasi area perbaikan, dan 

penyusunan rekomendasi Continual Improvement. 

Kata Kunci: Business Intelligence, Dashboard, Key Performance Indicator, IT 

Service Management, Continual Improvement. 
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IMPLEMENTASI SISTEM EVALUASI KINERJA LAYANAN TI BERBASIS 

DASHBOARD BUSINESS INTELLIGENCE UNTUK MENDUKUNG 

CONTINUAL IMPROVEMENT PADA PT. eNetwoQ ServIT Indonesia 

DONA ALFIANUS JIKWA 

ABSTRACT 

This study aims to implement an information technology service performance 

evaluation system based on a Business Intelligence Dashboard to support Continual 

Improvement at PT. eNetwoQ ServIT Indonesia. This study employs a descriptive 

method with a quantitative approach through a case study. The data used include 

Incident Management, Service Request Management, and Change Enablement. The 

service data are processed through an Extract, Transform, Load (ETL) process and 

subsequently used to generate Key Performance Indicators (KPIs) and dashboard 

visualizations as a basis for monitoring and evaluating IT service performance. The 

KPIs include SLA Compliance, Mean Time to Resolve (MTTR), Customer 

Satisfaction (CSAT), Average Fulfillment Time, and Change Success Rate. The 

measurement results show an SLA Compliance of 87.4%, an MTTR of 9.87 hours, 

a CSAT score of 4.16 out of 5, an Average Fulfillment Time of 5.03 hours, and a 

Change Success Rate of 95.0%. The measurement results are used to describe 

service performance without classifying it as good or poor because internal 

organizational targets are not yet available as benchmarks. The evaluation results 

are subsequently used to identify improvement areas and formulate Continual 

Improvement recommendations for each service area. The recommendation 

formulation process in the system is supported by Artificial Intelligence (AI) based 

on the available KPIs and service conditions. The results indicate that the Business 

Intelligence Dashboard can integrate service data, present KPI measurements in a 

structured manner, and support the evaluation, identification of improvement areas, 

and formulation of Continual Improvement recommendations. 

Keywords: Business Intelligence, Dashboard, Key Performance Indicator, IT 

Service Management, Continual Improvement. 
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