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PERANCANGAN ARSITEKTUR DATA DAN PROSES ETL UNTUK
DASHBOARD BUSINESS INTELLIGENCE LAYANAN TI PADA PT.
EnetwoQ ServIT Indonesia

RANGGA JAGAD SYAHADANA

ABSTRAK

Pengelolaan data layanan Teknologi Informasi (TI) yang belum terintegrasi dapat
menghambat proses monitoring, evaluasi, dan pengambilan keputusan. Oleh
karena itu, diperlukan perancangan arsitektur data dan proses Extract, Transform,
Load (ETL) sebagai fondasi dalam pembangunan Dashboard Business
Intelligence yang mampu menghasilkan data terintegrasi dan siap dianalisis. PT.
EnetwoQ ServIT Indonesia memiliki layanan TI yang meliputi Incident
Management, Service Request Management, dan Change Enablement sehingga
memerlukan pengelolaan data yang terstruktur untuk mendukung penyajian
informasi kinerja layanan. Penelitian ini bertujuan merancang artefak berupa
arsitektur data, data warehouse, proses ETL, dan Dashboard Business Intelligence
untuk mendukung pengelolaan data layanan TI. Penelitian menggunakan metode
Design Science Research (DSR) melalui tahapan perancangan, pembangunan,
implementasi, dan evaluasi artefak. Dataset penelitian diperoleh dari dokumentasi
layanan TI perusahaan, dengan sebagian nilai dan identitas dianonimkan atau
disesuaikan untuk menjaga kerahasiaan informasi tanpa mengubah struktur dan
karakteristik utama proses layanan TI. Hasil penelitian menghasilkan artefak
berupa arsitektur data, data warehouse, proses ETL menggunakan Pentaho Data
Integration (PDI), serta Dashboard Business Intelligence berbasis web yang
dikembangkan menggunakan framework Laravel. Dashboard yang dihasilkan
mampu menyajikan informasi kinerja layanan TI melalui indikator seperti jumlah
Incident, Service Level Agreement (SLA) Compliance, Mean Time to Resolve
(MTTR), Fulfillment Time, dan Change Success Rate, sehingga mendukung

proses monitoring, evaluasi, dan pengambilan keputusan.

Kata Kunci: Design Science Research, Arsitektur Data, Data Warehouse, ETL,

Dashboard Business Intelligence, IT Service Management.
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PERANCANGAN ARSITEKTUR DATA DAN PROSES ETL UNTUK
DASHBOARD BUSINESS INTELLIGENCE LAYANAN TI PADA PT.
EnetwoQ ServIT Indonesia

RANGGA JAGAD SYAHADANA

ABSTRACT

The management of unintegrated Information Technology (IT) service data can
hinder monitoring, evaluation, and decision-making processes. Therefore, the
design of a data architecture and an Extract, Transform, Load (ETL) process is
required as a foundation for developing a Business Intelligence Dashboard
capable of producing integrated and analysis-ready data. PT. EnetwoQ ServIT
Indonesia provides IT services that include Incident Management, Service
Request Management, and Change Enablement, which require structured data
management to support the presentation of service performance information. This
study aims to design artifacts in the form of a data architecture, data warehouse,
ETL process, and Business Intelligence Dashboard to support IT service data
management. The study applies the Design Science Research (DSR) method
through the stages of artifact design, development, implementation, and
evaluation. The research dataset was obtained from the company’s IT service
documentation. To maintain information confidentiality, some values and
identities in the dataset were anonymized or adjusted without altering the structure
and key characteristics of the IT service processes. The results of this study are
artifacts consisting of a data architecture, data warehouse, ETL process developed
using Pentaho Data Integration (PDI), and a web-based Business Intelligence
Dashboard developed using the Laravel framework. The resulting dashboard is
capable of presenting IT service performance information through indicators such
as the number of incidents, Service Level Agreement (SLA) Compliance, Mean
Time to Resolve (MTTR), Fulfillment Time, and Change Success Rate, thereby

supporting monitoring, evaluation, and decision-making processes.

Keywords: Design Science Research, Data Architecture, Data Warehouse, ETL,

Business Intelligence Dashboard, IT Service Management.
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