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REGA REFIAN EKA PUTRA

ABSTRAK

Penelitian ini dilakukan untuk mengusulkan perbaikan instruksi kerja (IK) pada proses
penanganan klaim kendaraan roda empat di area desk survey PT. AAB. Latar belakang
penelitian berawal dari permasalahan Service Level Agreement (SLA) yang tidak tercapai,
terutama dalam pembuatan Surat Perintah Kerja (SPK) akibat tingginya klaim dengan status
Data Belum Lengkap (DBL). Metode penelitian menggunakan pendekatan Business Process
Improvement (BPI) dengan tahapan identifikasi masalah, analisis aktivitas, klasifikasi waste
menggunakan konsep Value Added (VA), Non-Value Added (NV A), dan Necessary but Non-
Value Added (NNVA), serta perancangan Future State Map. Hasil penelitian menunjukkan
bahwa masih terdapat aktivitas NVA yang menimbulkan waste berupa overprocessing,
waiting, dan delay. Usulan perbaikan mencakup digitalisasi proses klaim, penerapan
dashboard monitoring DBL, notifikasi otomatis, pengalihan tugas follow up dokumen dari
surveyor ke koordinator, serta penyederhanaan tahapan proses. Implementasi perbaikan
terbukti meningkatkan kinerja proses klaim, ditunjukkan dengan peningkatan jumlah klaim
berhasil diproses sebesar 39,7%, penurunan klaim tertunda hingga lebih dari 60%, serta
peningkatan produktivitas surveyor sebesar 16,6%. Dengan demikian, penelitian ini
membuktikan bahwa perbaikan instruksi kerja berbasis BPI mampu meningkatkan efisiensi,

efektivitas, dan pencapaian SLA pada proses klaim kendaraan roda empat di PT. AAB.

Kata kunci: Business Process Improvement, Desk Survey, Instruksi Kerja, Klaim Asuransi,

Waste
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ABSTRACT
This research aims to propose improvements to the work instructions (IK) for handling
four-wheeled vehicle insurance claims in the desk survey area of PT. AAB. The study was
motivated by the failure to meet the Service Level Agreement (SLA), particularly in the
issuance of Work Orders (SPK), due to a high number of claims with Incomplete Data
(DBL) status. The research employed the Business Process Improvement (BPI) approach,
which includes problem identification, activity analysis, waste classification using the
Value Added (VA), Non-Value Added (NVA), and Necessary but Non-Value Added (NNVA)
framework, and the design of a Future State Map. The findings indicate that several NVA
activities generated waste such as overprocessing, waiting, and delay. The proposed
improvements involve claim process digitalization, implementation of a DBL monitoring
dashboard, automatic notifications, reassignment of document follow-up tasks from
surveyors to coordinators, and simplification of process steps. The implementation of these
improvements significantly enhanced claim process performance, as reflected by a 39.7%
increase in successfully processed claims, a reduction of pending claims by more than
60%, and a 16.6% increase in surveyor productivity. Therefore, this study demonstrates
that BPI-based work instruction improvements can effectively enhance efficiency,

effectiveness, and SLA achievement in vehicle insurance claim handling at PT. AAB.

Keywords: Business Process Improvement, Desk Survey, Insurance Claim, Waste, Work

Instruction.
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