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Jl. Lotus 11 Blok D3 No.29, Permata Mutiara Maja, Kecamatan Maja, Kabupaten Lebak, Banten 42382. 

Experienced as an IT Helpdesk Product Support Specialist with expertise in application technical support and 

troubleshooting software and hardware issues. Skilled in data analysis, data visualization, and system 

installation. Proficient in using tools such as SQL, Metabase, and Kibana to analyze data and generate 

reports that support business decision making. Highly enthusiastic about advancing in the field of data 

analysis and committed to continuous learning and self-improvement. Focused on enhancing skills to stay 

ahead in cutting edge technologies and keeping up with the latest industry trends. 

 

Work Experiences 

PT. Sicepat Ekspres - Jakarta Selatan, 8Indonesia        Mar 2020 - Nov 

2024 

Senior Staff IT Helpdesk Product Support 

 Received product issues complaints from internal user through sociomile and whatsapp. 

 Used sociomile to resolve issues for 1.917 branches, with 73 problem category tags. 

 Utilized Elastic Search, Kibana, Sqlpad, and Metabase to extract delivery data, revenue, LPB, and LPH for 10.000 customers. 

 Managed onboarding data for over 1000 new employee using excel and google sheet. 

 Created insert,update, and delete queries and submitted ticket via jira to the DBE for execution based on internal user request. 

 Managed various data update and insert from 23 postman endpoints. 

 Implemented a new IT Ticketing System, improving response time and streamlining support process for the entire company. 

 Provided technical support to over 100 clients daily through sociomile, achieving a customer satisfaction rating above 95% 

 Handled and analyzed issues in 5 critical application systems(TMS,POD,ODOO,HRIS, and PETTYCASH) used by1.917 branches 

across Indonesia. 

 Used Freshdesk to escalate over 50 IT Support ticket. 

 Used Jira and Slack to report incidents related to the web and application to the engineering team and product manager. 

 collaborated with cross functional teams to resolve recurring issues, leading to a 20% decrease in overall support ticket volume. 

 

PT. Sicepat Ekspres - Jakarta Selatan, Indonesia       Aug 2018 - Feb 2020 

Senior Staff Control Tower First Mile 

 Controlled and educated all branches across indonesia regarding the package pick-up process. 

 Resolving issues that arise during the package pick-up process, such as delays, lost items, or damages. 

 Handled cases and issues related to the pick-up process for e-commerce platforms such a blibli.com, Akulaku, and Lazada. 

 Ensuring that the package pick-up process are made on schedule and comply with the SLA(Service Level Agreement). 

 Monitoring and tracking the package pick-up status in real time to ensure smooth operations. 

 Utilizing technology and monitoring systems to obtain up-to-date information on the package pick-up process 

 Issued service production orders (SPK) according to the pick-up area through an API. 

 Followed up on pick-up issues that did not meet the schedule across all branch. 

 Preparing reports on package pick-up status and performance analysis to support decision making. 

 Analyzing data and evaluating the package pick-up process to identify areas for improvement. 

 

 

PT. Sicepat Ekspres - Jakarta Selatan, Indonesia       Jan 2018 - Aug 2018 

Call Center 

 Answered incoming calls 

 Resolved customer issues and complaints. 

 Provided information. 

 Studied Product Knowledge. 

 Maintained good relationships with customers. 

 
 

PT. Rosarum Cindo Putra - Jakarta Timur, Indonesia       Jan 2017 - Dec 2017 

General Affair Staff 

mailto:fadhilahary27@gmail.com
http://www.linkedin.com/in/ary-fadhilah/


 Maintain and ensure office facilities (such as building and equipment) are in good condition. 

 Manage cleanliness and comfort in the work environment. 

 Handle the procurement of operational needs, such as office supplies,furniture, and other equipment. 

 Coordinate with vendor for the procurement of goods and services. 

 Handle licencing documents, such as building permits or business licenses. 

 Prepare and store administrative documents related to facilities and operations. 

 
 

PT. Bank Central Asia(BAKTI BCA) - Jakarta Barat, Indonesia      May 2016 - Des 2016 

Customer Service Front liner 

 Provided customer service. 

 Overed advice on bank products and services. 

 Opened, Closed, and Blocked customer accounts. 

 Delivered information required by customers. 

 Maintained good relationships with customers. 

 
 

Grand Tjokro Hotel - Jakarta Barat, Indonesia        Apr 2015 – May 2016 

Cook Helper 

 Prepared raw ingredients for cooking. 

 Assisted the chef in the food preparation. 

 Prepared cooking equipment to be used. 

 Maintained the kitchen and food hygiene. 

 

 

MTS AL-MUSYARROFAH - Jakarta Selatan, Indonesia       Feb 2014 - Mar 2015 

Staff Tata Usaha 

 Managed administration for teachers and students. 

 Assisted the principal with official matters, both internal and external 

 Managed school inventory, including equipment, books and other supplies. 

 Provided administrative services for students, teachers and parents. 

 Coordinated the implementation of K3/6K 

 
 

Education 

STMIK JAKARTA STI&K – Jakarta Selatan, Indonesia       Aug 2013 - Sep 2018 

Bachelor Degree in Information System 

 

 
Training Experiences 

HC LEARNING SICEPAT EKSPRES – Communication Skill      August 2023 

HC LEARNING SICEPAT EKSPRES – Time Management       Actober 2023 

HC LEARNING SICEPAT EKSPRES – Corporate Value       December 2023 

HC LEARNING SICEPAT EKSPRES – Etika Kerja        January 2024 

Udemy – Katalon Studio 2020 For Web + API Test Automation      November 2024 

 

 

Skills 

Soft Skills : Problem Solving, Critical Thinking, Computational Thinking, Teamwork, Time Management, Communication, Analytical, Fast 

learner, Customer service, Logistics Support. 

Hard Skills : SQL,Katalon Studio,Microsoft Office. 

Software Skils : Jira, Slack, Confluence, Microsoft Office, Kibana, Elastic Search, SqlPad, Metabase, Power BI, Postman, Antivirus, 

Microsoft Teams. 
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