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IT Operation

(Digital Service)



© 2022 – Shared Services by PT Sinergi Informatika Semen Indonesia (SISI)
All contents featured in this document is confidential and belong to their respective author(s).

Today Business 
Challenges

• Bagaimana mengalihkan biaya CAPEX menjadi
OPEX?
• Bagaimana operasional IT menjadi lebih efektif & 

efisien?
• Bagaimana simplifikasi layanan IT dengan jumlah

personil yang terbatas?
• Bagaimana meminimalisir risiko?
• Bagaimana departemen IT dapat berpikir ke arah

yang lebih strategis?



© 2022 – Shared Services by PT Sinergi Informatika Semen Indonesia (SISI)
All contents featured in this document is confidential and belong to their respective author(s).

Shared Service Objectives

Source: PwC Shared Service Global Survey 2016 Source: Market Insight
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IT Service Management
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Solution: SISI Shared Services

SISI Shared Service merupakan solusi terpadu untuk
seluruh proses bisnis perusahaan, memberikan single point 
of contact dan unified user experience sehingga
pelanggan dapat lebih fokus kepada hal-hal yang strategis.
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SISI Shared Services: IT Operation 
(Digital Service)

Service Desk IT 
Operation

IT Asset 
Management

Menyediakan fungsi
Single Point of Contact 

(SPOC) untuk mengelola
dan mendokumentasikan
setiap permintaan layanan

IT Operation

Layanan yang 
menyediakan resource

teknisi IT yang 
berpengalaman dalam
mengelola operasional
aplikasi & infrastruktur.

Seat 
Management

Layanan IT berupa
hardware dan software 
yang dibutuhkan untuk

menjalankan operasional
bisnis pada perusahaan.

Inventarisasi aset berupa
layanan pengelolan dan 

distribusi license 
software, aplikasi dan 

infrastruktur yang 
digunakan oleh customer. 
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SISI IT Operation
Value Proposition

ü Better and faster process through 
best practice adoption

ü Continuous process and quality 
improvement

ü Cost reduction
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SISI Shared Services - IT Operation Year in Review
(Data as of Jun ‘19 to Sep ’20)

99,85%
Average SLA SSC Team.
Target is 98% per annum.

19.000++
Tickets received and completed on 
its SLA period (1 Business Day)

1.2 Mil.++
Transaction processed on 
ERP platform.
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Report of SISI Shared Services – IT Operation (Sample Only)

SAP Performance Ticket by Category

SLA Achievement Ticket by Status
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Report of SISI Shared Services – IT Operation (Sample Only)

Status Asset Status Kinerja Change Management
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Report of SISI Shared Services – IT Operation (Sample Only)

Perubahan Fitur Aplikasi Utilisasi Network

Status Permintaan Layanan ICT Infrastruktur

Penanganan Virus
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In Depth Process Monitoring & Tracking
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Performance Dashboard
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SLA Tracking
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Operating Principles

Business Agreements

§ Organization Level Agreements (OLA)
Prosedur yang mengatur tentang hal-hal
yang datang dari client (approval,
supporting documents, dsbnya).

§ Service Level Agreements (SLA)
Prosedur yang mengatur tentang layanan
(end-to-end, duration, execution) kepada
setiap requests yang dikirimkan oleh client.
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Data Management Principles
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Service Desk Function

•Manage Inquiries
•Manual Routing for 
Service Request
•Calls Support
•Customer 
Satisfaction Survey

Requester

Requester

Requester Self-service

Create ticket

Set due by time

Verify SLASDP

Create ticket
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Create ticket

Run Business
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Place in groupTechnician

Respond to
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with Solution



© 2022 – Shared Services by PT Sinergi Informatika Semen Indonesia (SISI)
All contents featured in this document is confidential and belong to their respective author(s).

Service Portfolio

ICT infrastructure

Active 
Directory Jaringan

Server

Data BaseSystem 
Security 

•Service Desk Function
•Service Provisioning
• Incident Management

PC Notebook

Tablet HP

Printer

Proyektor / 
Video Wall

BA BA BA

BA BA BA

Non-Mission Critical

• Operation Management
• Asset Management
• License Management
• Availability Management
• Backup management
• Capacity Management
• Security Management

• Seat Management
• Service Desk Function
• Service Provisioning
• Incident management

BA BA BA

BA BA BA

Mission Critical

•Problem Management
•Change Management
•New IT Service Request

Business Applications (BA) End User Devices
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Our Satisfied Customer
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PT SINERGI INFORMATIKA SEMEN INDONESIA
Graha Aktiva, Lantai 11
Jl. H.R. Rasuna Said Kav 3, RT.6/RW.4,
Kuningan Timur, Setiabudi, Jakarta Selatan,
DKI Jakarta 12950 - Indonesia
Phone: +62 21 2941 0371

Email:
ptsisi@sisi.id (General Inquiry)
pr@sisi.id (Media & External Invitation)
marketing@sisi.id (Business Inquiry)
partner@sisi.id (Partner Inquiry)

www.sisi.id

For further information
please contact
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Embrace
Digital
Transformation
with Us!
#DXwithSISI
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Terima Kasih

PT SINERGI INFORMATIKA SEMEN INDONESIA
Graha Aktiva, 11th Floor

Jl. H. R. Rasuna Said Kav 3, South Jakarta 12950 – Indonesia
P: +62 21 2941 0371

www.sisi.id


