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ABSTRAK

Gina Amadhea (11180093), Analisa UI/UX Web Pick Up Online Teknisi Pada
PT.Telekomunikasi Indonesia Menggunakan Metode Design Thinking

Pada PT. Telekomunikasi Indonesia sistem pembagian order pada teknisi yang dilakukan
help desk area dan team leader masih menggunakan cara manual, yaitu dengan teknisi
melakukan absensi pada buku yang telah disediakan. Sistem absensi yang dilakukan
teknisi pun menggunakan metode FiFo (First in, First out), teknisi yang melakukan
absensi urutan pertama maka mendapatkan order paling pertama. Hal ini menyebabkan
banyak teknisi yang melakukan absensi lebih awal agar mendapatkan order, kemudian
setelah mendapatkan order teknisi tidak segera menindak lanjuti order tersebut.
Dampaknya banyak pelanggan yang mengajukan complaint akibat hal tersebut. Web pick
up online memudahkan help desk area dan team leader untuk membagikan order, karerna
tidak lagi menggunakan cara manual. Teknisi melakukan absensi terlebih dahulu pada
web absensi, kemudian teknisi melakukan pick up order atau pengambilan order secara
mandiri. Teknisi yang sudah melakukan pick order dapat terpantau oleh help desk dan
team leader area melalui web pick up online teknisi, karena teknisi harus melakukan
update setelah  melakukan pick up, apakah order tersebut terkendala reschedule
pelanggan, tidak jadi pasang, pelanggan tidak dapat dihubungi, teknisi menuju lokasi
dengan eviden maps tersambung pada hand phone teknisi, kendala di lokasi tidak ada
jaringan. Sehingga tidak ada lagi isu setelah order diterima teknisi tidak segera ditindak
lanjuti, jika teknisi tidak melakukan update selama lebih dari 2 jam maka teknisi akan
terkena sanksi terminate tidak dapat melakukan pick up order selama satu hari tersebut

dan order yang sudah di pick up akan hangus.

Kata kunci: Web pick up order, teknisi, help desk, team leader



ABSTRACT

Gina Amadhea (11180093), UI/UX Analysis Web Pick Up Online Technician at
PT.Telekomunikasi Indonesia Using Design Thinking Method

At PT. Telekomunikasi Indonesia, the order distribution system for technicians is carried
out by the help desk area and the team leader still uses the manual method, namely with
technicians taking attendance on the books that have been provided. The attendance
system carried out by technicians also uses the FiFo (First in, First out) method. This
causes many technicians to attend early to get an order, then after getting an order the
technician does not immediately follow up on the order. As a result, many customers filed
complaints as a result of this. The online web pick up makes it easier for the help desk
area and team leader to distribute orders, because they no longer use manual methods.
The technician performs attendance first on the attendance web, then the technician picks
up orders or takes orders independently. Technicians who have picked up orders can be
monitored by the help desk and team leader area through the technician's online pick-up
web, because technicians must update after picking up, whether the order is hampered by
customer rescheduling, does not install, the customer cannot be contacted, the technician
goes to the location with evidence maps is connected to the technician's mobile phone, the
problem is that there is no network at the location. So that there are.no more issues after
the order is received, the technician will not immediately follow up, if the technician does
not update for more than 2 hours, the technician will be subject to a termination sanction,
cannot pick up the order for one day and the order that has been picked up will be

forfeited.

Keywords: Web pick up order, technician, help desk, team leader
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