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ABSTRAK

SYAHRUL MUBARAKH. Perancangan Aplikasi Help Desk Universitas
Muhammadiyah Parepare dengan Pendekatan Gamification (dibimbing oleh
A. Irmayani Pawelloi dan Wahyuddin )

Helpdesk memegang peranan penting dalam menjamin kualitas layanan teknologi
informasi (T1) di sebuah institusi, termasuk Universitas Muhammadiyah Parepare.
Namun, hasil observasi dan kuesioner menunjukkan bahwa meskipun tingkat
pengetahuan mahasiswa terhadap layanan Helpdesk cukup tinggi, minat dan
keaktifannya masih rendah akibat prosedur yang rumit dan fitur yang kurang
menarik. Penelitian ini bertujuan merancang aplikasi Helpdesk berbasis
gamification untuk meningkatkan partisipasi mahasiswa dalam pelaporan
permasalahan TI. Penelitian dilakukan secara kualitatif dengan metode observasi
dan penyebaran kuesioner, serta pendekatan perancangan sistem informasi.
Hasilnya, aplikasi yang dirancang mengintegrasikan elemen gamification seperti
poin, badge, dan leaderboard yang terbukti meningkatkan minat serta keterlibatan
pengguna. Sistem ini diharapkan menjadi solusi efektif dalam pengelolaan layanan
Helpdesk yang lebih interaktif dan efisien di lingkungan universitas. Penelitian ini
memberikan kontribusi terhadap penerapan teknologi berbasis gamifikasi pada
layanan TI perguruan tinggi. Saran pengembangan ke depan adalah menambahkan
fitur reward nyata dan notifikasi otomatis untuk meningkatkan retensi pengguna.

Kata kunci: Helpdesk, Gamification, Sistem Informasi, Universitas
Muhammadiyah Parepare, Layanan Tl
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ABSTRACT

SYAHRUL MUBARAKH. Design of a Help Desk Application at Universitas
Muhammadiyah Parepare Using a Gamification Approach (supervised by A.
Irmayani Pawelloi and Wahyuddin )

The help desk plays a vital role in ensuring the quality of information technology
(IT) services within an institution, including Universitas Muhammadiyah Parepare.
However, observations and questionnaire results show that although students’
knowledge of the help desk services is relatively high, their interest and engagement
remain low due to complex procedures and limited features. This study aims to
design a help desk application incorporating gamification elements to increase
student participation in reporting IT issues. The research uses a qualitative
approach through observation and online questionnaires, supported by a system
design methodology. The resulting application integrates gamification elements
such as points, badges, and leaderboards, which have been shown to enhance user
engagement and motivation. This system is expected to serve as an effective and
interactive solution for help desk service management within the university
Environment. This study contributes to the application of gamified technology in
higher education IT services. Future development suggestions include adding real-
world rewards and automated notifications to further improve user retention.

Keywords: Help Desk, Gamification, Information System, Universitas
Muhammadiyah Parepare, IT Services
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