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ABSTRAK 

Laporan magang ini bertujuan untuk mengevaluasi dan melakukan penataan ulang 

sistem pelayanan loket serta pelaksanaan coaching-counselling guna meningkatkan 

kualitas layanan karyawan di Departemen IRGA PT Mayora Indah Tbk. Selama 

masa magang, penulis mengamati berbagai permasalahan dalam sistem pelayanan 

yang cenderung tidak efisien, seperti waktu tunggu yang panjang, kurangnya 

kejelasan alur layanan, serta rendahnya partisipasi karyawan dalam program 

coaching. Untuk mengatasi hal tersebut, penulis mengusulkan pengaturan ulang 

alur pelayanan loket serta optimalisasi jadwal dan sistem pelaporan coaching-

counselling berbasis data. Implementasi dari perubahan ini terbukti mampu 

mempercepat waktu pelayanan, meningkatkan kepuasan karyawan terhadap proses 

administrasi, serta meningkatkan efektivitas program pembinaan karyawan. Hasil 

evaluasi menunjukkan adanya penurunan tingkat pelanggaran disiplin karyawan 

serta peningkatan engagement terhadap program pengembangan SDM yang 

dijalankan oleh perusahaan. 

 

Kata kunci: pelayanan karyawan, coaching-counselling, IRGA, manajemen SDM, 

penataan sistem 
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ABSTRACT 

This internship report aims to evaluate and reorganize the counter service system 

and the implementation of coaching-counseling to improve the quality of employee 

services at the IRGA Department of PT Mayora Indah Tbk. During the internship 

period, the author observed various problems in the service system that tended to 

be inefficient, such as long waiting times, lack of clarity in the service flow, and 

low employee participation in the coaching program. To address these issues, the 

author proposed a restructuring of the counter service workflow and the 

optimization of schedules and data-driven coaching-counseling reporting systems. 

The implementation of these changes was found to accelerate service times, 

improve employee satisfaction with administrative processes, and enhance the 

effectiveness of employee development programs. Evaluation results showed a 

decrease in employee disciplinary violations and an increase in engagement with 

the company's human resources development programs. 

 

Keywords: employee service, coaching-counseling, IRGA, human resource 

management, system restructuring 
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