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PENGEMBANGAN SISTEM HELPDESK OK-LAF! DI 

DEPARTEMEN LAYANAN ASET UMUM DAN FASILITAS 

BANK INDONESIA 

 (Kayla Abigail Gunawan) 

 

ABSTRAK 

 

Transformasi digital merupakan kebutuhan strategis bagi Bank Indonesia dalam 

meningkatkan tata kelola organisasi dan kualitas layanan internal. Departemen 

Layanan Aset Umum dan Fasilitas (DLAF) menghadapi permasalahan dalam 

pengelolaan layanan aset dan fasilitas yang masih tersebar di berbagai kanal, kurang 

terintegrasi, serta memiliki keterbatasan dalam pemantauan status dan kinerja 

layanan. 

 

Sebagai solusi, Bank Indonesia mengembangkan sistem Helpdesk OK-LAF! 

sebagai Single Point of Contact (SPoC) bagi seluruh layanan DLAF. Program 

magang ini berfokus pada pengembangan dan implementasi sistem OK-LAF! 

melalui analisis kebutuhan layanan, perancangan alur proses dan antarmuka 

pengguna (UI/UX), pengujian sistem, serta penyusunan dokumentasi dan materi 

sosialisasi pendukung. Sistem ini dirancang untuk mendukung pengelolaan tiket 

secara terstruktur, penerapan Service Level Agreement (SLA), eskalasi berjenjang, 

dan penyediaan data analitik. 

 

Hasil pelaksanaan menunjukkan bahwa implementasi Helpdesk OK-LAF! 

meningkatkan keterpaduan layanan, transparansi status penanganan, serta efisiensi 

koordinasi antara pengguna, unit layanan DLAF, dan pihak ketiga. Selain itu, 

sistem ini memperkuat tata kelola layanan melalui dokumentasi terstandar, 

pemantauan kinerja secara real-time, dan dukungan terhadap perbaikan layanan 

berkelanjutan. 

 

Kata kunci: Aplikasi Helpdesk, Bank Indonesia, Digitalisasi Layanan, OK-LAF!, 

Sistem Informasi 
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DEVELOPMENT OF THE OK-LAF! HELPDESK SYSTEM IN 

THE DEPARTMENT OF GENERAL ASSET AND FACILITIES 

SERVICES BANK INDONESIA 

(Kayla Abigail) 

 

ABSTRACT 

 

Digital transformation is a strategic necessity for Bank Indonesia to enhance 

organizational governance and the quality of internal services. The Department of 

General Asset and Facilities Services (DLAF) faces challenges in managing asset 

and facility services that are fragmented across multiple channels, lack centralized 

documentation, and have limited capability for monitoring service status and 

performance. 

 

To address these issues, Bank Indonesia developed the OK-LAF! Helpdesk system 

as a Single Point of Contact (SPoC) for all DLAF services. This internship program 

focused on the development and implementation of the OK-LAF! system through 

service requirement analysis, business process and user interface (UI/UX) design, 

system testing, and the preparation of supporting documentation and socialization 

materials. The system was designed to support structured ticket management, 

Service Level Agreement (SLA) implementation, tiered escalation, and service 

performance analytics. 

 

The results show that the implementation of the OK-LAF! Helpdesk system 

improves service integration, transparency of service status, and coordination 

efficiency among users, DLAF service units, and third parties. In addition, the 

system strengthens service governance through standardized documentation, real-

time performance monitoring, and support for continuous service improvement. 

 

Keywords: Bank Indonesia, Digital Transformation, Helpdesk System, Information 

System, OK-LAF! 
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