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ABSTRAK 

PT Grab Indonesia adalah perusahaan yang bergerak di bidang teknologi 

transportasi, permasalahan yang sering terjadi pada PT Grab Indonesia di GDC 

(Grab Driver Center) Thamrin saat ini dalam pelayanan masih menggunakan 

sistem antrian secara manual. Driver harus mengisi buku tamu yang berisi nama 

serta keperluannya sebagai urutan pemanggilan antrian. Sering terjadi penumpukan 

driver dan terjadi perdebatan antara driver yang ingin lebih dahulu dipanggil karena 

nomor antrian yang tidak terurut. Sedangkan customer service sering terjadi 

kekeliruan dalam pemanggilan antrian karena tidak mempunyai sistem 

pemanggilan antrian, customer service selalu menggunakan suaranya untuk 

pemanggilan antrian dan selama pelayanan berlangsung customer service 

menghitung manual waktu pelayanan dari awal pelayanan hingga pelayanan 

berakhir, sehingga waktu yang di input tidak realtime. Berdasarkan analisis 

kebutuhan pengguna, melakukan wawancara dan observasi, penulis membuat 

sistem antrian dengan menggunakan metode pengembangan sistem waterfall dan  

metode FIFO (First In First Out) mendahulukan yang datang lebih awal. Sistem 

antrian dirancang berbasis website dapat membantu proses antrian agar 

mempercepat proses pelayanan yang maksimal juga dilengkapi dengan survey 

kepuasan pelayanan untuk mengetahui seberapa puasnya pelayanan di PT. Grab 

Indonesia kantor GDC (Grab Driver Center) Thamrin. 

Kata Kunci: Sistem Antrian, Antrian, FIFO (First In First Out), Waterfall. 
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ABSTRACT 

 

PT Grab Indonesia is a company engaged in the field of transportation 

technology, the problems that often occur with PT Grab Indonesia at GDC (Grab 

Driver Center) Thamrin are currently in service still using a manual queuing 

system. Drivers must fill in a guest book containing their names and requirements 

as the sequence of calling the queue. There is often a buildup of drivers and there 

is a debate between the driver who wants to be called first because the queue 

number is not in order. Whereas customer service errors often occur in calling 

queues because they do not have a queue calling system, customer service always 

uses their voice to call queues and during the service the customer service manually 

calculates the service time from the start of the service to the end of the service, so 

the input time is not realtime. Based on the analysis of user needs, conducting 

interviews and observations, the authors created a queuing system using the 

waterfall system development method and the FIFO (First In First Out) method 

prioritizing those who arrive earlier. A website-based queuing system can help the 

queuing process in order to speed up the maximum service process, also equipped 

with a service satisfaction survey to find out how satisfied the service at PT. Grab 

Indonesia Thamrin GDC (Grab Driver Center) office. 

 

 

Keyword: Queue System, Queue, FIFO (First In First Out), Waterfall. 

  




