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Strategi Design thinking pada Peningkatan Layanan Biro Administrasi Akademik (Studi
Kasus: Universitas Bakrie)
Metha Erzha Chairani

ABSTRAK

Penelitian ini membahas penerapan strategi design thinking dalam meningkatkan layanan di
Biro Administrasi Akademik Universitas Bakrie. Design thinking, sebagai pendekatan yang
berfokus pada pemahaman mendalam terhadap kebutuhan pengguna, diadaptasi untuk
mengidentifikasi dan mengatasi tantangan yang dihadapi dalam layanan administrasi akademik.
Melalui metode kualitatif yang melibatkan observasi, wawancara, dan analisis dokumentasi,
penelitian ini menemukan bahwa design thinking dapat meningkatkan proses layanan dengan
melakukan sosialisai kepada mahasiswa untuk mengintegrasikan perspektif pengguna, dan
meningkatkan kepuasan mahasiswa. Penelitian ini disimpulkan bahwa design thinking dapat
digunakan untuk meningkatkan layanan Universitas Bakrie dengan melakukan sosialisasi
kepada stake holder tentang layanan agar didapatkan target 90% dari mahasiswa aktif di
Universitas Bakrie memahami layanan yang ada. Hasil dari penerapan strategi ini menunjukkan
peningkatan kualitas layanan, serta memberikan wawasan berharga untuk pengembangan
layanan administrasi akademik di perguruan tinggi.

Kata kunci: Design Thinking, Layanan Administrasi Akademik, Universitas Bakrie,
Peningkatan Kualitas.
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Design thinking Strategy on Improving Academic Administration Bureau Services (Case
Study: Bakrie University)
Metha Erzha Chairani

ABSTRACT

This research discusses the application of design thinking strategies in improving services at
the Academic Administration Bureau of Bakrie University. Design thinking, as an approach that
focuses on a deep understanding of user needs, was adapted to identify and address challenges
faced in academic administration services. Through a qualitative method involving observation,
interviews, and documentation analysis, this study found that design thinking can improve the
service process by socializing with students to integrate user perspectives, and increase student
satisfaction. This research concluded that design thinking can be used to improve Bakrie
University services by socializing to stakeholders about services so that a target of 90% of active
students at Bakrie University understand existing services is obtained. The results of
implementing this strategy show an increase in service quality, as well as providing valuable
insights for the development of academic administration services in higher education.

Keyword: Design Thinking, Academic Administration Services, Bakrie University, Quality
Improvement.
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