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■Perjalanan Penataan Organisasi & Budaya Telkom 



Sekilas Telkom Indonesia

Badan Usaha Milik Negara (BUMN) yang bergerak
di bidang layanan jasa dan jaringan telekomunikasi
terintegrasi di Indonesia yang beroperasi di dalam
dan di luar negeri (11 footprint)

PT Telekomunikasi Indonesia (Persero) Tbk
• 173,9 juta pelanggan selular

(60 juta pelanggan mobile broadband)

• 4,3 juta pelanggan fixed broadband    
(1,62 juta pelanggan indihome)

4

• 16,4 juta homes-passed
• 362.200 access point Wifi
• 129.033 BTS

• 106.00 km fiber optic 
backbone

• 3 satelit

• 95.000 m2 data center

Nationwide 
Broadband Backbone

True Broadband 
Access

Indonesia Digital 
Convergence

23.876 karyawan Telkom Group
• 14.933 karyawan Telkom
• 8.943 karyawan entitas anak

Des 2016



Sekilas Telkom Indonesia

65% 100% 100% 100% 100% 100% 100% 99,99% 100% 100%
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OD’s Role

Strategy

Capabilities

What is the formula for success?

How do we differentiate ourselves from our 
competitors?

• How are we 
organized?

• What skills are needed?

translate

TOP Leader/ 
CEO

Sistematis

OD’s Role

6Source: Jay R Galbraith, “Star Model”, Designing Your Organization

StructurePeople

ProcessesRewards

organized?
• What are the key 

roles?
• How is the work 

managed?
• Who has power 

and authority?

• How are decisions made?
• How does work flow between 

roles?
• What are the mechanisms for 

collaboration?

• How is behavior shaped by the 
goals?

• How do we assess progress?

• What skills are needed?
• How do we best develop our 

talent?

Culture



Lingkungan bisnis
dinamis

Telkom OD’s Role

System Devt

Organization Change

CTG 
Mengelola pengorganisasian

bisnis

Mengelola transformasi 
Korporasi 

Dit HCGA 

Restrukturisasi 
Customer Centric

Effectiveness 
& System

Organization 
Design

Culture

OD

Culture

Effectiveness

Organization 
Design

Dit HCM

HCOE

HCSM

HCD

Restrukturisasi
CFU/FU
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Unit Organisasi & 
Tata Laksana (ORTAL) 

Direktorat SDM

Unit Pengembangan
Organisasi

Direktorat SDM

Proyek
Restrukturisasi

1995

Unit Change Mgt 
Direktorat Operasi &

Pemasaran

Unit Pengembangan
Organisasi

Direktorat SDM

Proyek
Restrukturisasi

2002

Lingkungan bisnis
stabil

Organization
Design

Change
Mgt 

Pengelolaan
organisasi
normatif

Mengawal pemurnian
Divisional dan kejelasan

peran antar unit

Restrukturisasi 
Fungsional - Divisional 

Mengawal transformasi
menuju World Class Operator

Restrukturisasi 
Divisional -- group bisnis 

Konsultan

Konsultan



Pola Desain Organisasi

Corporate Strategy

Desain Struktur

• Identifikasi Structure Implication

BenchmarkReferensi

Peraturan
Organisasi:

• Peran & Tanggung
Jawab

Entry 
Organization 

Structure 
Modul

HC System

Staffing

Update 
Policy & 

Governance 
Function
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Business/Functional

Strategy/Masterplan

• Mapping function constellation & 
interrelation model

• Desain Organisasi Struktur

• Hitung Cost Impact

Jawab
• Pusat
Pertanggungjawaban

• Job Prefiks, Nama 
Posisi, Band Posisi
dan Formasi

• Bispro High Level

Function

Update 
Bispro

Komunikasi & 
Implementasi

Evaluasi

Create/

Update DJM



Pola Desain Organisasi – Framework Reference

STRIKER ( CONSUMER, ENTERPRISE, WHOLESALE) 

MIDFIELDER (NITS)

9

MIDFIELDER (NITS)

MIDFIELDER 
(DSP)

DEFENDER (KEU, HCM)

DEFENDER (KEU, HCM)



Pola Desain Organisasi - DJM
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Perjalanan Penataan Organisasi Telkom 2002

Masuk bisnis INFOKOM (multibisnis), 
pemisahan bisnis jaringan dan bisnis 
jasa, masih product based & tahap 
pertama customer centric

Efektifitas operasiCapabilities

Strategy
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Group bisnis

Implementasi ISO• Pengenalan SKU-SKI
• Pola Insentif berbasis 

performansi

• Pembinaan & 
pengembangan 
INFOKOM

• Perbaikan komposisi 
background 
pendidikan

People 
practice

Structure

ProcessMetric/ reward



Perjalanan Penataan Organisasi Telkom 2002

DIRUT

PROBIS2
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DIR
JAR

DIR 
JASA

DIR 
KEU

DIR 
SDM

• DIVRE
• DMM
• ESC

• DLD
• CISC

• TTC
• CDSC
• CC
• ISC
• RDC
• MSC



Budaya Telkom 2002

The Telkom Way 135
Basic Belief  1 tekad yaitu Committed 2 U

Corporate Value  3 pikiran, yaitu:
• Customer value
• Service Excellence
• Competent People
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• Competent People

Key Behaviors  5 Langkah, yaitu:
• Strecth the goals
• Simplify
• Involve Everyone
• Quality is my job
• Rewards the winners



Perjalanan Penataan Organisasi Telkom 2007

Pertumbuhan adjacent, customer centric, 
implementasi shared service, penajaman 
aspek kepastian IT & supply, pengelolaan 
risk, legal & compliance

• Efektifitas network & support 
management

• Peningkatan kuantitas pembangunan

• Pembentukan • CBHRM

Capabilities

Strategy
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• Pembentukan 
center shared 
service

• Standarisasi 
DIVRE

• Pembentukan 
SICP

• Pembentukan 
Dit ITS

• Pembentukan 
Dit CRM

• eTOM reference
• Implementasi SOX & internal control
• Integrated HRIS

• Improve PMS (aligment NKU-NKI dan 
berbasis perf & kompetensi)

• Pola insentif berbasis P & K

• CBHRM
• Profesional 

contract

People 
practice

Structure

ProcessMetric/ reward



Perjalanan Penataan Organisasi Telkom 2007

COO

Head of CA

Head of CC

Head of IA

DIRUT

EVP SICP
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Head of CC

DIR
NWS

DIR 
ITSS

DIR 
KONS

DIR 
EWS

DIR 
CRM

DIR 
KEU

DIR 
HCGA

• Divisi
INFRATEL

• DMM
• RDC
• MSC

• ISC
• Supply 

Center

• DIVRE
• DTF

• DIVES
• DCIS

• HRC
• LEC
• MCC
• CDC
• HRAS

• Finance 
Center

EVP SICP



Budaya Telkom 2007

The Telkom Way 5C
Basic Belief  Committed 2 U

Corporate Value  5 C
• Commitment to long term
• Customer first
• Caring-meritocracy
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• Caring-meritocracy
• Co-creation of win-win partnership
• Collaborative innovation

Key Behaviors  15 Key Behaviors ( 3 dari setiap C)      

C4
1. Proaktif menangkap peluang kemitraan
2. Kreatif bernegosiasi
3. Aktif mencari feedback dan mengelola

kinerja mitra

C2
1. Membangun hubungan baik
2. Proaktif memenuhi kebutuhan pelanggan
3. Pelayanan lebih baik dari ekspektasi

C5
1. Membagi sumber daya
2. Mencari sumber daya dari pihak lain
3. Mempengaruhi lingkungan eksternal

C3
1. Mencari feedback individual 
2. Mengembangkan orang lain 
3. Rewards/consequences sesuai kinerja

C1
1. Target yang stretch
2. Hasil yang berkelanjutan
3. Terus bertransformasi



Perjalanan Penataan Organisasi Telkom 2013

Menuju TIMES dan portfolio 
management TELKOM Group

Efisiensi operasi, inovasi dan 
sinergi Telkom Group

• Refocusing Corp 
Office

• Penunjukkan 4 

• Budaya Telkom 
Group

• Pengelolaan 

Capabilities

Strategy
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• Penunjukkan 4 
DIRUT Subs 
sebagai anggota 
BoE

• Pembentukan 
DBS, War Room 
dan Divisi 
Wilayah

• DIVRE menjadi 
DCS & DAC

• Implementasi IFRS
• Penyelarasan product development

• Appraisal berbasis dimensi perf & 
behaviour

• Implementasi insentif treshold

• Pengelolaan 
employee Telkom 
Group melalui 
KBTG

• Penataan 
outsourcing

People 
practice

Structure

ProcessMetric/ reward



Perjalanan Penataan Organisasi Telkom 2013

DIRUT

Head of CCA

Head of 
RMGA

Head of IA

DIRUT
TSEL

DIRUT 
METRA

DIRUT 
TELIN

DIRUT 
MITRATEL

Board of Executive Telkom Group
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Head of IA

DIR
NITS

DIR 
ISP

DIR 
KONS

DIR 
EBS

DIR 
WIS

DIR 
KEU

DIR 
HCM

• Divisi
NETBRO

• DBB
• DWB
• ISC

• CSC
• IDeC

• DCS
• DTT/DTB

• DES
• DBS

• DWS • FBCC • HCC
• TCU Center
• HRAS



Perjalanan Penataan Organisasi Telkom 2013

Direktur Utama Group
(Group CEO )

Direktur Direktur DirekturDirektur Direktur
Direktur

Direktur

Group Chief of Internal Audit

• VP/GH Marketing & Service Audit
• VP/ GH Infrastructure & Supply Management Audit
• VP/ GH Enterprise Management Audit

Group Chief of Corporate Communication & Affair

• VP/ GH Corporate Office Support
• VP/ GH Regulatory Management
• OVP/ GH Public Relation
• OVP/ GH War Room DIRUT 

PT Telkomsel
DIRUT 

PT Metra
DIRUT 

PT Mitratel
DIRUT 

PT Telin

Member of Executive Boards Telkom Group
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Direktur
CRM

Direktur
HCGA

Direktur
Keuangan 

• VP/ GH Wholesale & Int’l 
Business Strategy

• VP/ GH Wholesale & Int’l Voice 
Service

• VP/. GH Wholesale & Int’l 
Network Service

• OVP/ GH Risk Mgt
• VP/ GH Legal & Compliance
• VP/ GH Business 

Effectiveness

• VP/ GH HC Policy
• VP/ GH Industrial 
Relation

• VP/ GH Organization 
Development

• VP/ GH Business 
Performance Evaluation

• VP/ GH Supply Planning 
& Control

• VP/ GH Management 
Accounting

• VP/ GH Financial & Logistic 
Policy

• VP/ GH Financial Accounting 
• VP/ GH Treasury 
Management

• VP/ GH Investor Relation
• VP/ GH Asset Management

Direktur
ITSS

Direktur
Consumer

Direktur
Enterprise & 
Wholesale

• VP/ GH Corp. 
Strategic Planning

• VP/ GH Strategic 
Business Dev’t 

• VP/ GH Innovation 
Strategy & Synergy

• VP/ GH Consumer 
Product Solution

• VP/ GH Consumer 
Planning & 
Customer Mgt

• OVP/ GH 
Consumer 
Marketing & Sales

• VP/ GH Enterprise 
Business Strategy

• VP/ GH Enterprise 
Marketing

• OVP/ GH 
Enterprise Services

Direktur
Network & Solution

• VP/ GH 
Infrastructure 
Strategy & 
Governance

• VP/ GH IT Strategy 
& Governance 

• VP/ GH Solution

• SGM Human Capital 
Center

• SGM Telkom Corporate 
University Center

• Kapus MCC
• GM HRAS
• SGM CDC
• SGM SUC

• SGM Finance, Billing & 
Collection Center

• EGM Divisi Cons. 
Services

• EGM Divisi 
Enterprise Services

• EGM Divisi 
Business Services

• EGM Divisi Solution 
Convergence 

• SGM IDe Center 
d/h RDC

• EGM Divisi Wholesale Services• EGM Divisi Infratel
• EGM Divisi Access
• SGM Maintenance 
Service Center

• SGM ISC 
• EGM Divisi 
Broadband

• EGM Wireless 
Broadband

• EGM Divisi Telkom 
Barat

• EGM Divisi Telkom 
Timur



Budaya Telkom 2013 sd Sekarang
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Penataan Organisasi Telkom 2016

Menuju Digital Telco

Synergy Telkom Group 
menggunakan CFU & FU 
model

• Penataan secara
group 
berdasarkan
CFU dan FU

• Pengelolaan Talent 
Management 

Capabilities

Strategy
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CFU dan FU
• Penguatan unit 

Strategic 
Investment

• Inisiasi Shared 
Service 
Operation

• Implementasi
Network Based 
Organization

• Pengalihan pengelolaan produk ke
CFU

• Penataan proses Merger & Acquisition

• Clean wage 

Management 
Telkom Group

• Digital HR
• Dual career

People 
practice

Structure

ProcessMetric/ reward



Penataan Organisasi Telkom 2016
Telkom Strategy

VISI : Be the King of Digital in the Region

Misi : Lead Indonesian Digital Innovation

Disruptive Competitive growth
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Misi : Lead Indonesian Digital Innovation
and Globalization Customer value through digital 

TIMES portfolio

Strategic Control



Penataan Organisasi Telkom 2016
Telkom Disruptive Spirit

Digitise every part of Telkom’s business    
Take out unnecessary work;

Focus on value adding acivities 

• Digital business portfolio and digital culture
• Innovation & Digital Technology driven disruption
• Expand beyond existing market – shifting from 

industry to arena competiton
• The best-in-class smart enabler platform in the 

region

LEANDIGITAL

• Review existing value chains, biz model, biz process, etc 
to be more efficient and effective

• Faster product development, service provisioning, and 
time-to-market 

• Extremely lean organization and streamed line 
organization

• Optimized management model by each business sector
• Digitize business process to be more efficient and

effective
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Put the customer at the heart of 
everything we do

• Customer centric

• CFU based organization

• Close Customer Service transaction in digital touch
point

CUSTOMER 
EXPERIENCE



Penataan Organisasi Telkom 2016
Tim Transformasi

KEPALA PROYEK
CFU TRANSFORMATION

Koordinator
Transformation 
Project Control 

Koordinator
Organizational 
Design & HR 

Koordinator
Financial 

Management 

CFU Transformation Steering Committee

Ketua: Direktur DSP
Wakil Ketua I : Direktur KEU
Wakil Ketua II: Direktur HCM

CFU Transformation Steering Committee

Ketua: Direktur DSP
Wakil Ketua I : Direktur KEU
Wakil Ketua II: Direktur HCM

Sekretaris
SATGAS

Sekretaris
SATGAS

Risk & Legal Advisory
• VP Risk & Process Mgt
• VP Legal & Compliance

Risk & Legal Advisory
• VP Risk & Process Mgt
• VP Legal & Compliance

Ketua SATGAS 
KAPRO CFU Transformation

Ketua SATGAS 
KAPRO CFU Transformation
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Project Control 
& CFU/FU 
Support

Design & HR 
Process 

Transformation 
Support

Management 
Transformation 

Support

Bertanggung jawab atas efektivitas penyelenggaraan
proses transformasi parenting system Telkom Group
hingga terimplementasikannya konsepsi parenting
system Telkom secara group yang berbasis customer
facing unit (CFU) dan functional unit (FU).

Bidang
Finance

Bidang
Organisasi

Bidang
Strategi, 

Operasi & KPI
CFU Team

Bertanggung jawab atas efektivitas penyelenggaraan proses
transformasi parenting system Telkom Group hingga
terimplementasikannya konsepsi parenting system Telkom secara
group yang berbasis customer facing unit (CFU) dan functional
unit (FU).



Penataan Organisasi Telkom 2016

President Director

Corporate 
Secretary 

Department

Internal Audit 
Department

Program 
Management 

Office Department

CEO’s Office

COO
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Consumer 
Service Director 

(CRO)

Enterprise & 
Business Service 
Director (COO)

Wholesale & 
International 

Service Director

Digital & 
Strategic 

Portfolio Director

Network & IT 
Solution 
Director

Finance Director
Human Capital 
Management  

Director

TELKOM 
Region I
Division

TELKOM 
Region II
Division

TELKOM 
Region III
Division

TELKOM 
Region IV 
Division

TELKOM 
Region V 
Division

TELKOM 
Region VI
Division

TELKOM 
Region VII

Division

CRO



Penataan Organisasi Telkom 2016
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