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PENGEMBANGAN MODEL DAN DASHBOARD UNTUK
ANALISIS DATA PADA IT SERVICE MANAGEMENT DI PT

KALBE FARMA TBK

Evan Loano

ABSTRAK

Permasalahan utama dalam operasional /T Service Management (ITSM) di PT
Kalbe Farma Tbk adalah banyaknya data tidak terstruktur yang menyulitkan
proses analisis dan pengambilan keputusan berbasis data. Program magang
ini bertujuan untuk mendukung transformasi data menjadi informasi yang
bernilai melalui penerapan teknik data analytics. Metode yang digunakan
meliputi penarikan data dari Microsoft Graph API (seperti Teams, Sign-in
logs, dan BitLocker 365), preprocessing data tidak terstruktur, perancangan
dashboard operasional, serta pengembangan model klasifikasi alasan
Waiting Reason menggunakan algoritma Support Vector Machine (SVM)
yang dioptimalkan dengan Sentence-BERT (SBERT). Hasilnya, model
berhasil mencapai akurasi lebih dari 98% dan meningkatkan efisiensi dalam
pengelolaan tiket IT. Selain itu, dashboard interaktif yang dibangun dari
berbagai sumber data seperti Microsoft Teams memberikan visualisasi yang
memperkuat pengambilan keputusan. Pelaksanaan magang ini menjadi solusi
strategis dalam mengintegrasikan ilmu data dengan kebutuhan industri, serta
meningkatkan kompetensi teknis, analitis, dan kolaboratif mahasiswa dalam
lingkungan kerja profesional di Kalbe Farma.

Kata kunci: Dashboard, Data Analytics, Data Visualization, IT Service
Management, Machine Learning.
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DEVELOPMENT OF A MODEL AND DASHBOARD FOR DATA
ANALYSIS IN IT SERVICE MANAGEMENT AT PT KALBE

FARMA TBK

Evan Loano

ABSTRACT (English)

The main problem in IT Service Management (ITSM) operations at PT Kalbe
Farma Tbk is the amount of unstructured data that makes it difficult to
analyse and make data-based decisions. This internship programme aims to
support the transformation of data into valuable information through the
application of data analytics techniques. The methods used include pulling
data from Microsoft Graph API (such as Teams, Sign-in logs, and BitLocker
365), preprocessing unstructured data, designing operational dashboards,
and developing a Waiting Reason classification model using Support Vector
Machine (SVM) algorithm optimised with Sentence-BERT (SBERT). As a
result, the model achieved more than 98% accuracy and improved efficiency
in IT ticket management. In addition, interactive dashboards built from
various data sources such as Microsoft Teams provide visualisations that
strengthen decision-making. This internship is a strategic solution in
integrating data science with industry needs, as well as improving students'
technical, analytical, and collaborative competencies in a professional work
environment at Kalbe Farma.

Keywords: Dashboard, Data Analytics, Data Visualization, Machine
Learning, IT Service Management.
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