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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?
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Shared Service Objectives

Cost reduction 1%
Quality improvement
Time reduction
Better transparency 35%
Reduce Cost Support Business |Consolidate
Implementing 239 Growth into existing
stronger governance SSC

With a cost advantage

: SSC 12%

Expand | Improve
langu... |[Compliance

B Full realization skills
B Partial realization
I No realization

Source: PwC Shared Service Global Survey 2016 Source: Market Insight
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Business Needs

|TSM IT Asset Management IT Operation Management
Incident Management Problem Management Fulfillment
Management
Account Management Demand Management

Surrounding Collaboration In House
Application Aplication Development

ICT

Resources Security

Operation
Center

Data Center Wide Area Local Area End User
& DRC Network Network Device
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IT Service Manageme
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Solution: SISI Shared Services

Customer

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)
[ = = = | e—
i IT IT Asset Seat
rvi Desk i
Service Des Operation Management Management
Menyediakan fungsi Layanan yang Inventarisasi aset berupa Layanan IT berupa
Single Point of Contact menyediakan resource layanan pengelolan dan hardware dan software
(SPOC) untuk mengelola teknisi IT yang distribusi license yang dibutuhkan untuk
dan mendokumentasikan berpengalaman dalam software, aplikasi dan menjalankan operasional
setiap permintaan layanan mengelola operasional infrastruktur yang bisnis pada perusahaan.

IT Operation aplikasi & infrastruktur. digunakan oleh customer.

© 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).




SIG

ol
\Q

SISI IT Operation
Value Proposition

v’ Better and faster process through
best practice adoption

v' Continuous process and quality
improvement

v' Cost reduction
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SISI Shared Services - IT Operation Year in Review

(Data as of Jun ‘19 to Sep "20)

@
fad

99,85%

Average SLA SSC Team.
Target is 98% per annum.

1.2 Mil.™

Transaction processed on
ERP platform.
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19.000*

Tickets received and completed on
its SLA period (1 Business Day)
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Report of SISI Shared Services - IT Operation

SAP Performance

100% 100% 100% 100.00% 100.00%
-—--- - -—--o- - - o - - Target,
99%
[+)
100 %
Physical Server LAN Data Center Database Application WAN Data
Server Center

mm— Realisasi == e e Target

SLA Achievement
Tarqe98.8% 100,0% 100,0% 100,0% 100,0% 100,0% 100,0% 99,3% 100,0% 99,6%
989% Target
95%
Incident  Fulfilment IT Security [T Operation Preventive  Demand Change Account Problem  Global Ticket
Maintenance Management Management
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Ticket by Category

Account

Problem

Change

Demand

Preventive Maintnenace
IT Operation

IT Security

Fulfilment

Incident

Ticket by Status

64.4%; 1305

0.3%; 6

Closed

I 2
390

| 0.2%

S

22%
i 45

27%
m 27
1

305
0.7%

- 15

26%
- 2g
— O 5%

807
2%
351
24.8%; 502
10.5%; 213
0.0%: - ]
Un Closed Canceled

8 On Schedule ®Overdue

(Sample Only)
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Report of SISI Shared Services - IT Operation (Sample Only)

Status Asset Status Kinerja Change Management Status Kinerja Account Management

Archived, 0

Repair, 72
In Store, 215___ W ‘/‘, Broken, 23
. i

Implementation
11 In Progress

24%

12
3%  Waiting End User
Confirmation
5
Planning Closed 1%
3 273
7% 70% Waltln;Qpproval
3%
Submission Waldnlga?proval
1:’6 10
3%
Aopeoves Canceled
0% 80
~ 20%
“_In Used, 4841
Highlight Totsl Lisensi Software User Satisfaction 862
Jenis Lisensi Masa Aktif Lisensi Terpakai | Sisa Lisensi | Jumlah Lisensi
Kaspersky Total Security for Business 03/26/2020 - 03/31/2021 26 < 30
Kaspersky Endpoint Security for Business | 03/26/2020 - 03/31/2021 1787 913 2700
82
SAP n/a 2001 34 2035 11 0 == 0
Fortinet Security 06/01/2020 - 06/01/2021 14 0 14 Cukup Memuaskan / Kurang Memuaskan / Memuaskan / Good Sangat Memuaskan /  Tidak memuaskan /
Fair Bad Excellent Very bad
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Report of SISI Shared Services - IT Operation (Sample Only)

Perubahan Fitur Aplikasi Utilisasi Network

Bulan IT Consultan Change Manager ™W PN N N PRGN
Juli 70 5 0 O Y AV ',' ‘\‘ N \\ L
Agustus 68 4 2 70% \ R I W A S \ / |
September 118 7 4 oo “\/ \ — F T \ H \
Oktober 156 7 1 o ! (Y ¢ \
November 173 11 0 o ’ ' '
Desember 1589 143 172 20%
Total (Mandays) 2174 177 179 NG A P N T
Proyeksi Tiket R 2Tl = =l =l al wl ol 2] | 2l ol 2l @l a2l 2l ol 2l 2l 2] ol 2l 2l 2l 2l vl 2 ol
Unclosed (Mandays) i 6 0 3333388888888 888888888888888588

26272829301 2 3 45 6 7 8 910111213141516171819202122232425

=== VPN IP Telkom Rx VPN IP Telkom Tx == = = VPN IP Icon Rx
VPN IP lcon Tx Astinet Rx Astinet Tx
— Max Bandwidth == = == |ndosat Rx w— |ndosat Tx
Status Permintaan Layanan ICT Infrastruktur
Telepon M 6
Keyboard/Mouse 1l 7 Penanganan Virus
Infrasructure Il 8
8
OS (Windows) Il 10 1000 1000
=00 80
Server I 19 - -
. L 3 3
Antivirus [ 19 “ # - 8
i 0 : 2 2z |y
Inventarisasi Aset NN 22 } i CoEeReeenie | St ey )
i T E
Support Infrasructure [N 63 3 5 § g i 4 2 .
& : k4 Oibagten
P. § g '{’ 3 i i 1 Natprocessed.
arts/Komponen [N 82 § § g 5 ooy
t : i : § 5 o
Session ID Vicon I 183 “
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In Depth Process Monitoring & Tracking
ServiceDesk Plus/ M (© Requests  Problems [CIERETS

Incident Catalog ~  Service Catalog ~  Quick Actions v

Change ID:3332 (¢) () View~ Edit Add~  Actions ~

Desktop Central

MDM

SAP QM : Perbaikan Nilai Kolom Harga dan Jumlah Pembayaran

Requested by - ARNAZ WIDODO
Scheduled End Time : Nov 27, 2020 11:59 PM

Planning In Progress

V) Y,

Submission Planning Approval Implementation(0/1)

CAB Recommendation

Send For Recommendation Add CAB Member
)
ANON SULIS
© E-mail : ANON.C
Pending
%) ASRI WAHJUSL
E-mail : ASRIL.W
Pending
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ServiceDesk Plus/

Incident Catalog

Advanced Analytics

Service Catalog

' [J All Requests ~ [+

Status

All contents featured in this document is confidential and belong to their respective author(s).

In Progress
In Progress
In Progress
In Progress
In Progress
In Progress
In Progress
In Progress

In Progress

ft O

-

—d

Requests

Quick Actions ~

Created Date

Nov 17,2020 10:0.
Nov 17, 2020 10:0.
Nov 17, 2020 10:0..
Nov 17,2020 10:0_.
Nov 17, 2020 10:0.
Nov 17,2020 10:0.
Nov 17,2020 10:0_.
Nov 17, 2020 10:0.

Nov 17, 2020 10:0.

Problems

Q < f

Changes

Desktop Central

Qe -~

Site

Solusi Bangun Ind...

Solusi Bangun Ind...

Projects

MDM

25~

Solutions

Advanced Analytics

1-250f171173

Priority

PT. Semen Indone...

PT. Semen Indone...

PT. Semen Indone...

PT. Semen Indone...

PT. Semen Indone...

PT. Semen Indone...

PT. Semen Indone...

Bl P2 -High

W P2 - High

PS5 - Low

P5 - Low

P5 - Low

PS5 - Low

P5 - Low

P5 - Low

P5 - Low

CMDB

ADManager Plus

< |'>

Group

ITSCEUS L.
ITSCEUSL. ~
Preventive ...
Preventive ...
Preventive ...
Preventive ..,
Preventive ...
Preventive ...

Preventive ...

Admin

Q

fo

fo

fo

fo

o

0

il O

) All Tasks (7]

Item

Antivirus

Antivirus

Server

Server

User Device

User Device

Server

User Device

un

m« Product Overview

Subcategory
01. Incident Security
01. Incident Security
Preventive Mainte...
Preventive Mainte...
Preventive Mainte...
Preventive Mainte..,
Preventive Mainte...

Preventive Mainte...

Preventive Mainte...




A
SIG > =
SisT
Performance Dashboard
@ Requests Problems Changes Projects Solutions Assets CMDB Admin 1] O

0
Incident Catalog ~  Service Catalog ~  Quick Actions »+  Desktop Central MDM  Advanced Analytics ~ ADManager Plus *** Q A |G @« Product Overview s
Helpdesk  Problem & Change  Assets  Projects  Monitoring Tiket O~ New + =
Pending Projects by Prior... Priority v Pending Projects by Site Site v Due Projects by Owner Due v
A oy I. Semen Indonesia. =124 Syaqirul Alim=9
Tl Not Assigned=5 NANANG SUDRAJAT
JIYANTO, S.Kom. =4 ' CMDB  Admin [ ()
v‘ : -~ . .
= PT. Semen Gresik.= N SULISTYO, ST.=4 =
v Not Assigned=11 PT. Semen Tonasa.: ts  ADManagerPlus *** Q B ®¢« Product Overview uD
P2 - High=22
P3 - Medium=24 Not Assigned=69 Others=30
PT. Semen Padang. + & SupportGroups + O~ New v =
Requests by Technician Technician v Request Summary Last month v
Open On Hold OverDue 130
RONI MAHMUDI, S.Kom. 0 0 0 104 83 3"
ANON SULISTYO, ST. 0 0 1 78 “
DESRA FITRI, Ir. 0 0 0 52 29 3
Lusi Efrenti 0 0 0 26 8 13 t W !‘4
Maulana Jekri 0 0 0 oL — ]
Others 0 1 29 Week1 Week?2 Week3 Weekd Week5
Shuseigosc X L -~ O Overbue (47) <> Inbound (256) <> Completed ( 252)
Total 1 1 30
View All

© 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).




A
SIG -l =1
-
SLA Tracking
Requests Problems Changes Projects Solutions Assets Admin 1] O

Incident Catalog ~  Service Catalog +~  Quick Actions v  Desktop Central MDM  Advanced Analytics  ADManagerPlus  *** Q 4
4= Edit Assign « Actions Reply ~ () Timer < >
~ #209977 Preventive Database
by Syaqirul Alim on Nov 17,2020 10:00 AM | DueBy: Feb 17, 2021 10:00 AM
P N .
Details Resolution Tasks Work Logs Time Analysis History
Request SLA Actual Time Spent
Response Time Resolution Time Group Technician
No SLA Available 2160 hours 10 minutes 10 minutes

Time Elapsed Analysis - Status, Group and Technicians

Status
1=1
In Progress

Group
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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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Enterprls'e Enterpljlse Enterprise Cloud Cabinets; Archive
Google Drive OneDrive Platform (Offline)
Platform Platform

R~ - 2=

AR S R

Identgyl:; C;mf;rm Control Access to Secure Devices Develop with Proof Cinl;plﬁgﬁse i
anc Frotec Data and Networks of Compliance Pl
Regulated Data Training
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Service Desk Function

* Manage Inquiries

* Manual Routing for
Service Request

* Calls Support

* Customer
Satisfaction Survey
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Requester Help desk agent
= @

Requester Create ticket

Requester Self-service

Respond to

Requester
with Solution

Wi
Y

A
Create ticket

(v
o -
-

o —

Verify SLA

Set due by time

Create ticket

. A
Run Business é
Rules

. Assign to : o a
[ ] -
Technician Place in group




Service Portfolio

ICT infrastructure Business Applications (BA) |} End User Devices

E P Jaringan

i Directory 9

i System Data Base

! Security

E

~
~
~
N
\
\

\ / Mission Critical b ; \

~

PC Notebook

Proyektor /
Video Wall

Tablet HP

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

Seat Management
Service Desk Function
Service Provisioning
Incident management

* Operation Management
* Asset Management

* License Management

» Auvailability Management
* Backup management

* Capacity Management
* Security Management

Non-Mission Critical

* Service Desk Function <Problem Management
* Service Provisioning * Change Management
. *Incident Management *New IT Service Request

e e | | = = = = = = = = = = = = = = o e = = o o o o o

N e e e e e e e e e mm - — o

~~~~~~~~
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Our Satisfied Customer
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For further information
please contact

PT SINERGI INFORMATIKA SEMEN INDONESIA
Graha Aktiva, Lantai 11

JI. H.R. Rasuna Said Kav 3, RT.6/RW .4,

Kuningan Timur, Setiabudi, Jakarta Selatan,

DKI Jakarta 12950 - Indonesia

Phone: +62 212941 0371

Email:

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

wWWwWWwW.Ssisi.id
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Embrace
Digital
Transformation
with Us!

#DXwithSISI
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PT SINERGI INFORMATIKA SEMEN INDONESIA
Graha Aktiva, 11" Floor
. H. R. Rasuna Said Kav 3, South Jakarta 12950 — Indonesia
P: +62 212941 0371

ISI)
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