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ABSTRAK 

Persaingan yang semakin ketat di industri asuransi kerugian mengakibatkan adanya 

tuntutan untuk terus-menerus melakukan perbaikan dan peningkatan kinerja di 

seluruh kegiatan operasional perusahaan. Kegiatan operasional perusahaan asuransi 

kerugian meliputi produksi polis, penanganan klaim, penagihan dan pembayaran 

premi, dan lain-lain. Penelitian ini dilaksanakan di PT Asuransi Adira Dinamika 

dengan mengambil topik permasalahan pertumbuhan nilai suspend account. 

Pengertian suspend account adalah rekening penampungan sementara dana premi 

yang belum dilakukan peng-update-an terhadap piutangnya dan belum berhasil 

diidentifikasi nomor polis atau nomor sertifikatnya. Penanganan suspend account 

adalah salah satu bagian dari fungsi penanganan premi. 

Permasalahan pertumbuhan nilai suspend account memiliki dampak negatif terhadap 

operasional bisnis dan kinerja proses layanan perusahaan. Penelitian ini bertujuan 

untuk menurunkan nilai suspend account melalui metode perbaikan proses bisnis 

(BPI). Penelitian ini juga menggunakan berbagai teknik analisis yaitu analisis proses 

bisnis (BPA), analisis kesenjangan, dan analisis akar penyebab masalah. Hasil akhir 

dalam penelitian ini adalah sebuah rancangan rancangan sistem yang diajukan 

sebagai upaya perbaikan dan peningkatan kinerja proses. 

 

Kata kunci: Asuransi kerugian, pembayaran dan penagihan premi, suspend account, 

perbaikan proses bisnis, BPI, analisis proses bisnis, BPA, analisis kesenjangan.  
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ABSTRACT 

The increasing competition among general insurance companies results in a pressure 

for them to continuously improve their performance across operational functions. 

The operational functions of a general insurance company include policy production, 

claim handling, premium billing and collection, et cetera. This study was conducted 

at PT Asuransi Adira Dinamika by taking a topic on the growing amounts of suspend 

account. A suspend account is defined as a temporarily pool account for premium 

fund that yet to be updated as its account receivable and yet cannot be identified its 

policy number or certificate number. Handling suspend account is one of the 

handling premium function. 

The problem of growing amounts of suspend account has negative impacts for 

business operation and service process of the company. This study was intended to 

lower the amount of suspend account by using Business Process Improvement (BPI) 

method. This study also used various techniques which are business process analysis 

(BPA), gap analysis, and root-causes analysis. The end result of this study was a 

proposed system design aimed to improve its process performance. 

 

Key words: General insurance company, premiums billing and collection, suspend 

account, business process improvement, BPI, business process analysis, BPA, gap 

analysis. 
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