
 

DOKUMEN VALIDASI PENGADAAN JASA MANAGE SERVICE LAYANAN CRM PT MRT 

JAKARTA DENGAN PT VADS INDONESIA 

Periode September – 2022 

A. Availability Perangkat 

1. Infrasturktur penggunaan CRM system OMNI Channels 

 
1.1 Login CRM Omni 

 

1.2 Dashboard Ticketing CRM Omni 

 

1.3 Email Channel Ticketing 



 

 

1.4 Chat Console FB, Instagram 

 

1.5 Comment on Twitter, Instagram, Facebook  

 

1.6 Feature Ticket Escalation 

 

 



 

 

1.7 Feature Email Blast Login 

 

1.8    Feature Email Blast Template 

 

 

 

 

 

 

 



 

2. Infrastructure CRM System Digitals Listening Tools 

 

2.1 Login Application Sonar for Digital Lisenting Tools 

 

 

2.2 Dashboard Stream, Analytics and Insights 

 



 

 

 

2.3 Report Menu for Convert Data to Excel 

 

 

3. Perangkat Kerja seperti PC/Laptop SDM di Layanan Non Voice 

          

 

 

 



 

4. Lokasi Kerja dan Ruangan Kerja termasuk kursi dan meja di Layanan Non Voice 

 

 
 

 

 

5. Menyediakan Wallboard Monitoring 

 

   

 

 

B. CRM System Availability 

1. IT Support Respond Time 

Telah dilakukan respond time pada system kurang dari 15 menit. 

2. IT Support Troubleshoot Time 

Telah dilakukan trouble shoot time pada system kurang dari 120 menit. 



 

 

 

C. Operational Report 

1. Schedule Managing Capacity 24/7 periode September 2022 

 

 

2. Reporting Omni-Channels Platform & Digital Listening Tools 

                

3. Respond Time Contact Center Non Voice 

              

 

 

 

 



 

 

4. Quality of Agent 

 

         

5. Pencapaian Zero Fraud 

No Zero Fraud 

 

6. Lampiran CV Agent dan Support Team 

                      https://drive.google.com/drive/folders/1wrkUQeVE2rqDo-DtoOVa5I0MXQ5C5pzr?usp=sharing 

7. Nama Agent & Support 

No NAME TITLE 

1 Annisa Amalia QA Transportasi 

2 Vika Paula Devita Agent Sosmed Transportasi 

3 Fahrul Roji Agent Sosmed Transportasi 

4 Yudistira Fajar Setiawan Agent Sosmed Transportasi 

5 Indah Ismayanti Agent Sosmed Transportasi 

6 Retno Wulandari Agent Sosmed Transportasi 

7 Enni Yuliani Agent Sosmed Transportasi 

8 Daru Harjito Agent Sosmed Transportasi 

9 Rafly Andreas Agent Sosmed Transportasi 

10 Larasati Ayuningtias Agent Sosmed Transportasi (Back Up Indah) 

11 Arizka Azhari TL Transportasi 

12 Ryan Handani CDA Transportasi (Resign 15 September) 

13 Ruth BR Pasaribu CDA Transportasi 

 


