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Abstrak

Unit Corporate Customer merupakan delivery channel produk
layanan PT.TELKOM. Berdasarkan visi dan misinya, UCC V
PT.TELKOM akan selalu memberikan kualitas pelayanan terbaik
kepada corporate customer. Namun pada kenyataannya masih terdapat
klaim gangguan yang belum mendapatkan reaksi yang cepat. Hal ini
terbukti dari rendahnya Performansi Bulanan Call Center UCC V dan
lamanya penyelesaian gangguan produk layanan. Hal ini menimbulkan
konsekuensi ketidakpuasan corporate customer dan penurunan Revenue
UCC V akibat terjadinya SLG Violation.

Penelitian ini dilakukan dengan pendekatan Lean Six Sigma
yang diawali dengan identifikasi waste yang terjadi pada proses
pelayanan gangguan produk layanan pada UCC V PT.TELKOM untuk
produk layanan Astinet karena memiliki nilai E-Quality tertinggi.
Berdasarkan identifikasi tersebut, diperoleh bahwa waste yang sering
terjadi pada proses pelayanan gangguan produk layanan adalah
waiting dengan bobot 5.86 dan defect dengan bobot 5.43.

Improvement yang dilakukan untuk mereduksi waste adalah
dengan membuat Model Antrian dan Simulasi Proses Pelayanan
Gangguan pada UCC V PT.TELKOM. Berdasarkan usulan perbaikan
tersebut diperoleh penurunan Mean Time to Response menjadi4.464
menit, Mean Time to Repair menjadi 8,488 jam, Mean Time to Recovery
menjadi 9,481 jam, dan peningkatan revenue UCC V untuk produk
layanan Astinet sebesar Rp 30.000.000. Sedangkan improvement untuk
mereduksi waste defect adalah dengan pemasangan firewall dan ACL
pada router Hub customer serta melakukan aktivitas maintenance, cek
kualitas trunk dengan MML (Man Machine Languange), dan omzetting.

Kata kunci : Kualitas Pelayanan, Klaim, Waste, Lean Six Sigma
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Abstract

Unit of Corporate Customer V roles as the delivery channel of
PT.TELKOM. According to vision and mission, Unit of Corporate
Customer V will always give the excellent service quality to corporate
customer. In the reality, these a lot of claims due to the fast reaction.
Based on the Call Center Performance Report per month, nationally
Unit Corporate Customer V always has the lowest performance, long
durtaion for Mean Time To Response, Mean Time To Repair, Mean
Time to Recovery. This problem generate the consequence of customer
satisfaction and reduction of Revenue UCC V for Astinet because of
SLG Violation.

Lean Six Sigma approach conducted to increase service quality
of claim UCC V. This research research will identify waste that
happened at service process of fault handling for Astinet Product.
Because Astinet has the biggest value of E-Quality. From gathering and
processing data, can be identify that waste which happened are waiting
with weight 5.86 and waiting with weight 5.43. Improvement Quality
can be done to reduce waste waiting and defect.

Queue model and Simulation Process of fault handling can be
used to reduction of waiting waste. Based on Ouput of Simulation, Lean
Six Sigma approach can be used to reduction Mean Time To Response
become 4.464 minute, Mean Time To Repair become 8,488 hours, Mean
Time to Recovery become 9,481 hours, and increasing revenue UCC V
for Astinet equal to Rp 30.000.000. Besides that, installation of ACL and
firewall at Router, also maintenance activity, Quality Control of trunk
with MML (Man Machine Languange) and Omzetting can be used to
reduction of defect waste.

Key word : Service Quality, Claim, Waste, Lean Six Sigma
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