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MESSAGE FROM THE CONFERENCE CHAIR 

On behalf of the conference committee, we would like to welcome all delegates to the 3rd International 

Conference on Business and Management of Technology (IConBMT) 2021. This conference is organized by the 

Department of Business and Management Institut Teknologi Sepuluh Nopember (ITS) Surabaya, and in 

partnership with Politeknik Negeri Tanah Laut. The conference is also supported by Swiss German University.  

The theme of this year's conference is “Back on Track Post COVID-19 Pandemic: How Agile is Your 

Business?”. Since March 2020, we face unprecedented events due to pandemic COVID19. It is not easy for 

business, both on the supply and demand sides. However, we believe that through intellectual gathering, such as 

today, we may find ways to recover, and provide a meaningful path to back on track. Innovation in various 

aspects is essential to overcome this challenge. This conference will bring together ideas, knowledge, problems, 

research findings, and expert experiences on post covid-19 pandemic. We are so pleased to see many respected 

colleagues and reputable practitioners in this conference event. The total of 97 papers were registered, 

representing a wide range of topics from various fields in the Business and Management of Technology. Thank 

you very much for your participation. We wish to make a meaningful impact on a better aspect of business and 

management of technology through our discussion today.  

We have recorded that five Countries participate in the submission papers such as Indonesia, Australia, 

Malaysia, Phillipines, and USA. We are also delighted to have three respected keynote speakers. Mr. Tantowi 

Yahya from Indonesian Ambassador to New Zealand, Samoa, and Tonga. Assoc. Prof. Dr. Yingyot Chiaravutthi 

from Mahidol University International College, Thailand, and Prof. James Stanworth from National Cheng 

Kung University, Taiwan. The respected keynotes are well known in practical and great scientists at their area. 

Finally, this conference runs smoothly because of the contribution of all parties. We sincerely thank the 

participants, reviewers, keynote speakers, committees, and audiences of this conference who have made this 

conference possible. 

 

 

Wishing you all a productive and enjoyable conference.  

 

 

 

 

IConBMT 2021 Conference Chair,  

Dr. Ir. Janti Gunawan, M.Eng.Sc., M.Com.IB 
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KEYNOTE SPEAKERS 

 

 
Mr. Tantowi Yahya 

Indonesian Ambassador  

New Zealand, Samoa, and 

Tonga 

How New Zealand SMEs thrive through the COVID-19 Pandemic 

 

SMEs and tourism are a significant part of New Zealand Economy. 97% of 

industries in New Zealand are SEMs, whereas tourism contributes 20,4% of 

New Zealand’s total export value and NZD 3,8 billion in the form of tax 

income. The Covid 19 Pandemic severely impacted New Zealand’s SMEs and 

tourism industry. The government had taken some extraordinary measures to 

mitigate the spread of the virus. Those measures have brought consequences 

both on the daily life of its people and the economy. The Jacinda Arden’s 

administration manage to contain the spreading of the Covid 19 virus across 

New Zealand while maintaining the wellbeing of the SMEs and the tourism 

industry which are important parts of the New Zealand’s economy foundation 

through policies that supports the sustainability of SMEs and tourism industry. 

  

 
Assoc. Prof. Dr. Yingyot 

Chiaravutthi 

Chair of South East Asia 

Chapter – Academy of 

International Business 

Mahidol University 

International College, 

Thailand 

 

AIB and How the Universities in Thailand Dealing with Covid 

 

The business world has been catching up with the disruption trend, even prior 

to the COVID-19.  The pandemic simply makes it inevitable. The academic 

world is no exception.  The purpose of the presentation is to share the 

experiences under the roles of the Chair of the Executive Committee of 

Academy of International Business (AIB): Asia Pacific Chapter and the 

Associate Dean of Finance and Human Resources at Mahidol University 

International College, Thailand.  In 2019, AIB: Asia Pacific Chapter’s 

Executive Committees met and agreed to hold the annual conference at 

Phanom Penh, Cambodia.  Eventually, the online approach was employed, 

amidst several challenges and uncertainties.  Higher education institutions in 

advanced economies that rely on international students face a similar challenge 

when travel is prohibited.  The situation in Thailand has not been as severe as 

in other advanced economies until mid-2021.  Students’ demand and behavior 

have changed due to this new health and security concern; and although higher 

education could overcome several challenges in the short run, it is difficult to 

predict the long-term consequences. 

  

 
Prof. James Stanworth 

National Cheng Kung 

University, Taiwan 

Professor in Service 

Management 

 

The Chinese User - Technology Adoption Prospects Post Covid-19 

 

Service is central to the way firms co-create value with their customers.  

Technology increasingly mediates these interactions - whether it be in self-

service technologies or online education, which we can see as a service.  

Covid-19 amplifies the attention on the role played by technology in service.  

Prior to Covid-19, there was already a marked difference in the adoption of 

self-service technologies and online learning between users in the West and 

Far-East. This relates to fundamental differences in cognitive patterns between 

Western and Far-Eastern peoples and varying assumptions over the role of 

interpersonal connections versus institutionalized norms.  With these 

understood we are in a position to consider how users may react to technology 

in service post Covid-19. 
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GENERAL PROGRAM  

Online, July 31st, 2021 
 

Time (GMT+7) Agenda 

08.30 - 09.30 Prelude 

09.30 - 09.35 Opening MC 

09.35 - 09.40 Opening Performance 

09.40 - 09.45 Opening Remark 

09.45 - 09.55 Welcoming Speech by Rektor of ITS  

09.55 - 10.00 Intoduction of Co-Host of IconBMT  

10.00 - 10.45 Keynote Speaker 1: Mr. Tantowi Yahya   Indonesian Embassy to New 

Zealand, Samoa and Tonga 

10.45 - 11.30 Keynote Speaker 2: Assoc. Prof. Dr. Yingyot Chiaravutthi Mahidol 

University International College, Thailand 

11.30 - 12.15 Keynote Speaker 3: Prof. James Stanworth National Cheng Kung 

University, Taiwan 

12.15 – 13.00 Break 

13.00 – 15.00 Parallel Session 

15.00 – 15.05 Closing Ceremony 

15.05 - 15.10 Announcement of Best Presenter and Best Paper 

15.10 - 15.15 Compilation Videos of IconBMT 2021 
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ABSTRACT 

The amount of product support determines the availability and readiness of heavy equipment. Product support as 

after-sales service is essential for customers to ensure that the heavy equipment purchased is always ready to use 

and generates optimal output. Leadtime and mechanic speed in resolving equipment problems and the so-called 

On Time in Full Solution (OTIF Solution) impact the usability and productivity of the equipment. Product 

Support Performance is affected by the OTIF Solution, which in turn influences customer satisfaction. The 

development of mechanic competencies through competency-based training and problems in the field regarding 

the Special Work Competency Standards is a technique to strengthen mechanics' ability and speed to solve 

machine problems to achieve good OTIF Solution performance. The purpose of this study is to determine the 

impact of improving competence. Mechanic via product performance support training with competency-based 

curriculum Teaching machines carried out this study with poor OTIF Solution performance using the blended 

learning method and training modules. The findings revealed that once mechanics were trained, the OTIF 

Solution increased from the previous two years. Specifically, 89 and 88% fell short of the planned range of 90 to 

93%. 

Keywords: Product Support, Competency Based Curriculum, Specific Work Competency Standards, 

Training Need Analysis, Blended Learning. 

1. INTRODUCTION 

Heavy equipment is a large size machine and can do 

serious work such as earthmoving, coal moving. 

Common types of rich prayers are bulldozers, 

excavators, wheel loaders, motor graders and heavy 

dump trucks. 

The heavy equipment population is spread across 

four sectors, namely Forestry, Mining, Construction and 

Agro. According to data released by one of the Komatsu 

heavy equipment distributors in Indonesia, Komatsu 

heavy equipment sales volume from 2014 to 2019 

reached 19,411 units of heavy equipment [1]. 

Competition in heavy equipment sales to dominate 

the market is very tight. Each distributor will maintain 

and even increase market share with a pricing strategy 

and a product support strategy. 

Customers as owners of heavy equipment certainly 

expect their heavy equipment to always be in a good 

performance and highly efficient so that their heavy 

equipment can produce optimal production. 

 

Figure 1 Mechanics handling an Excavator that was 

damaged while operating in the field 

For distributors who are leaders in the market, 

increasing product support is an essential strategy. 

Leadtime and mechanic speed in solving problems that 

occur in equipment and the so-called On Time in Full 

Solution (OTIF solution) affect the equipment's 

usability and productivity. Performance OTIF solution 
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affects Product Support Performance, and this affects 

the level of customer satisfaction. Figure 1 shows 

several Mechanics handling heavy equipment that was 

damaged while operating in the field. 

The achievement of the OTIF solution is shown in 

Figure 2, the target so that the customer is not satisfied 

with the mechanic's ability to identify the problem and 

service result quality [1]. 

 

Figure 2 OTIF solution achievement 

The readiness of mechanics who have reliable 

technical skills and knowledge is part of improving 

product support performance. For this reason, mechanic 

training is needed following operational needs and 

training programs that can enhance mechanic 

competence [2-3]. 

Training is an essential component in the 

development of human resources (HR) in an institution 

to improve the knowledge, skills and positive attitude of 

human resources to improve the performance of 

institutions in the face of change and external 

competition [4]. 

Training programs can be interpreted as learning 

experiences that focus on individual efforts to obtain 

specific skills that can be immediately used. 

A training program that is carried out effectively and 

efficiently will positively contribute to the development 

and progress of the company. Therefore, the training 

carried out must be following training need analysis [5-

6]. 

An effective and efficient training program will 

positively contribute to the development and progress of 

the company. Therefore, the training must follow the 

training needs analysis and a competency-based 

curriculum [7-8]. 

The first step in creating a competency-based 

curriculum is to identify these problems in handling 

machine problems taken from trouble machine data to 

be analysed so what competencies the mechanic needs 

to get the job done. The next step is to use the 

competency requirements to make a training needs 

analysis and create a competency-based curriculum. 

 

2. METHODOLOGY 

2.1. Training Need Analysis and Competency 

Requirement 

Mechanic competency development activities begin 

with a Training Need Analysis following the operational 

needs of mechanic abilities. The gap between current 

mechanic abilities and required mechanic abilities may 

indicate a problem that can translate into training needs. 

The condition for mechanic competence is reflected in 

the achievement of the OTIF solution. 

Figure 3 show the machine problem data, and the 

OTIF solution per machine, both the problem and the 

OTIF solution for Excavator machines are the biggest 

problems with 1371 problem. The OTIF solution 

machine excavator has only been achieved 88% [1]. 

 

Figure 3 Machine OTIF solution achievement 

The machine Problem and OTIF solution data are 

focused on Machine Excavator for the mechanic's 

development pilot project. There are nine components 

and systems used as a reference for measuring the OTIF 

solution machine in the excavator machine. Each 

element and method is also measured how much the 

OTIF solution has achieved. There are three main 

components and systems for excavators, namely Engine, 

Hydraulic and Electric is shown in Figure 4 [9-10]. 

 

Figure 4 Component and system excavator 

From the data on machine system problems and 

OTIF Solution components on the excavator for OTIF 

Solution performance in Figure 5, the three parts and 

systems, namely Engine, Hydraulic and Electrical, are 

in bad condition. Henceforth, the three competencies 

will be detailed in specific work competencies. So that 
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for the development of competency mechanics on 

machine excavators that will become a pilot project, 

namely: 

1. Troubleshooting engine control system 

excavator. 

2. Troubleshooting hydraulic control system 

excavator. 

3. Troubleshooting electrical control system 

excavator. 

 

Figure 5 OTIF solution component excavator 

2.2. Training Program and Development 

2.2.1. Specific Work Competency Standards 

Specific work competency standards are competency 

standards developed and used by organizations to meet 

their internal organizational goals and meet the needs of 

other organizations that have a cooperative relationship 

with the organization concerned. The development of 

particular work competency standards is based on the 

need to fulfil the mechanic's competency development 

activities for the operational needs of the mechanic's 

abilities as outlined in the training needs analysis. 

Specific work competency standards may consist of one 

or several competency units.  

Table 1. Matrix of specific work competency standards 

for trouble shooting engine control system excavator 

 

One example of a specific work competency 

standard is seen in Table 1, where there are four 

competency elements, namely making troubleshooting 

job preparation, prepare equipment and tools for 

troubleshooting work, making trouble shooting and 

create work reports. Each competency element in the 

specific work competency standard will be detailed in 

performance criteria and user positions that match those 

competencies [1]. 

2.2.2. Curriculum and Syllabus 

The Curriculum is structured based on competency 

elements and performance criteria that have been made 

in specific work competency standards by providing 

more detailed indicators of the success of each 

performance criterion and the time needed to study, 

which in turn can determine the training modules 

required is shown in Table 2 [8]. 

Table 2. Training curriculum structure matrix 
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The syllabus is a learning plan for a particular group 

of training subjects, including competency standards, 

descriptions of training subjects, essential competencies, 

performance criteria, performance indicators, training 

materials, assessments, methods, time allocation and 

information sources are shown in Table 3. 

Table 3. Training syllabus preparation of equipment 

and troubleshooting work tools 

 

2.2.3. Blended Learning 

For mechanic development programs using Blended 

Learning, a method is shown in Figure 6. To implement 

the blended learning program supported by the United 

Tractors Learning Management System (UT LMS) 

infrastructure with the name “TOP UP”. United Tractors 

Learning Management System (UT LMS) is a software 

application for activities in the network, electronic 

learning programs (e-learning programs), distributing 

training materials and enabling collaboration between 

mechanics and instructors. UT LMS can manage every 

aspect of the training, from registering participants to 

storing test results. 

 

Figure 6 Structure of blended learning 

According to the schedule, administrators will 

register Participants and Course Instructors in the UT 

Learning Management System called "Top Up" 

according to the program. 

 

3. RESULTS AND DISCUSSIONS 

To determine the mechanics and branches that will 

be given training, it is determined based on the 

performance of the OTIF solution where the branch 

with the Bad category of OTIF solution performance 

becomes a priority for technical development. 

Table 4 shows the 11 (eleven) branches that have 

OTIF solution performance in the "Bad" category, 

namely Pakanbaru, Surabaya, Padang, Makassar, 

Sampit, Tarakan, Pontianak, Manado, Jambi, Bandar 

Lampung and Palu with a total mechanic of 130 people. 

Table 4. OTIF solution machine excavator per branch 

vs number of mechanic and machine 

 

The training is carried out using the blended learning 

method, where the mechanic will train online. Then 

after the online training, it is continued with tutorials 

and on-machine practice. Tutorials are conducted online 

and shown in class with a discussion method facilitated 

by an instructor [11]. This tutorial event is also a place 

for sharing mechanics experiences to increase 

knowledge and skills knowledge among mechanics. 

After deepening the material through tutorials, with the 

guidance of an instructor, the training is continued with 

hands-on practice at the machine excavator to ensure 

troubleshooting is carried out with the correct 

procedures, both regarding the procedures for using 

tools and techniques for solving problems. In this 

practical training, the mechanic will also try to solve a 

troubleshooting case study based on the trouble that 

often occurs in operation and also the trouble simulated 

by the instructor, which can be detected from the error 

code on the monitor panel. 

3.1. Training Achievement 

All mechanics have carried out online training and 

tutorials in eleven branches for three training modules, 

namely the engine control system, hydraulic control 

system and electric control system, to achieve training 

coverage of 100%. 

Table 5 shows the engine control System module all 

100% of mechanics passed with the passed training 

category, the hydraulic control system passed with the 

given training category of 99.2% or 129 mechanics from 
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130 mechanics and the electric control system passed 

with 95.4% passed training categories or 124 mechanics 

from 130 mechanics. 

Table 5. Mechanic training coverage 

 

Figure 7 shows the theory test results provide an 

overview of all mechanics as training participants who 

have conducted online theory tests. Mechanics that are 

declared passed training are mechanics that get a score 

above 80. In contrast, mechanics who earn a score 

below 80 are reported not to pass and will be given the 

opportunity to remedial once with a value above 80, 

later categorized as passed by corrective. 

 

Figure 7 Theory test results 

The practical implementation test is carried out 

directly on the machine excavator and is tested one by 

one by the trainees by an instructor. 

Table 5 shows the practical test results were 

obtained for three competencies, namely engine control 

system, hydraulic control system and electrical control 

system in Good3 position, meaning that proven 

mechanics can perform troubleshooting well and 

correctly starting from preparing to solve the problem to 

the problem is resolved and can be included in technical 

reports. 

Table 6. Trouble shooting assessment skill test result 

 

 

3.2. Training Program Evaluation 

To evaluate whether the program has accommodated 

the need for increased competency mechanics and the 

implementation of this program is going well, it is 

necessary to get input from mechanics as training 

participants to create a mechanic questionnaire, as 

shown in Table 7. 

Table 7. Mechanic questionnaire result 

 

The input of 130 mechanics as responders stated that 

the program was following the needs of increasing 

mechanical competence and implementing the program 

following the mechanic's requirements. As reflected in 

the majority of respondents said strongly agree and 

agree. Four responders gave disagree less input at the 

time allocated for the online learning implementation, 

and eight respondents gave disagree less information 

during the tutorial and practical implementation. 

To evaluate the program as a whole, starting from 

the specific work competency standards to whether the 

curriculum is made, whether it accommodates the need 

for increasing mechanical competence, and the 

implementation of this program is running well, it is 

necessary to get input from the instructor as a teacher in 

training so that an Instructor Questionnaire is made, as 

shown in Table 8. 

Table 8. Training instructors questionnaire result 

 

Of the 20 instructors who taught in this program 

assessed that the program could be implemented well in 

increasing mechanic competence according to 

operational needs. Reflected in the questionnaire results, 
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most of them stated strongly agree and agree with each 

statement on the questionnaire. 

After the mechanic gets training on the machine 

excavator, every time there is a problem with the 

excavator machine, to solve the problem, priority is 

given to mechanics who have received this training 

intending to know the increase in mechanical 

competence have received training in problem-solving 

and also to improve the performance of the excavator's 

OTIF solution machine. From the data taken from the 

HEAT System (Helpdesk Expert Automation Tools) 

after the mechanic received training on November 9, 

2020, to December 10, 2020, 46 problems occurred and 

were resolved with the appropriate time as many as 43 

problems so that the OTIF solution achievement was 

93%. Details of the number of the issues and OTIF 

Solution per component and system can be seen in the 

OTIF solution achievement Table 9. 

Table 9. OTIF solution achievement 

 

The results also show that the development of a 

mechanic competence with a competency-based 

curriculum impacts improving product support 

performance, significantly increasing the performance 

of OTIF solutions. Figure 8 is a reflected that there has 

been an increase in OTIF solution above the 90% target 

for components and systems for the engine control 

system, hydraulic control system and electric control 

system on machine excavators so that the excavator's 

OTIF solution machine has increased from 89% in 2018 

and 88% in 2019 to 93% in 2020. 

 

Figure 8 Increase OTIF solution achievement on 

excavator 

 

 

4. CONCLUSIONS AND FURTHER 

IMPROVEMENT 

4.1. Conclusions 

a. The research results show that the development of 

mechanic competence through competency-based 

training and problems in the field can increase the 

ability and speed of mechanics to solve problems 

that occur in machines. The knowledge and speed 

of mechanics to solve machine problems will affect 

the performance of OTIF solutions. The more 

issues that are resolved from problems that occur in 

the machine and the completion time is below the 

specified time standard, and the OTIF solution 

performance will be good. Conversely, the more 

problems are resolved, but the time to solve them is 

above the specified time standard, the OTIF 

solution performance will be wrong. A good 

performance of the OTIF solution reflects good 

product support performance and vice versa. 

b. The research results that have been carried out 

show that the development of mechanics that refers 

to the competency standards for particular work and 

pour in more detail into a competency-based 

curriculum can align training programs. 

Competency needs to be required in operations. 

c. The research results that have been carried out 

show that the development of mechanics using the 

blended learning method, namely mechanic 

learning independently through online and tutorials 

containing discussions and direct practice in 

machines with the guidance of an instructor, is an 

effective learning method. 

4.2. Further Improvement 

From the research that has been done, several things 

need to be further improved and developed to obtain 

more accurate data and testing of a mechanic 

competency development program with a competency-

based curriculum to increase the performance of the 

OTIF solution. The following are some 

recommendations that can be made to optimize this 

research: 

a. To get the accuracy of the relationship between the 

improvement of mechanic competence and the 

performance of the OTIF solution, the OTIF 

solution data is more accurate if taken at least 

within six months to obtain OTIF solution data 

from more problem machines.  

b. To obtain a more precise training program and 

following the need for increasing mechanical 

competence, the preparation of specific work 
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competency standards, curriculum and syllabus is 

carried out in collaboration with experts in each 

machine such as Instructors, Technical Consultants, 

Quality Assurance and Senior Mechanics. 

c. Training with the blended learning method can be 

carried out in other training modules to accelerate 

the improvement of mechanic competence across 

branches by adding time to tutorial and practice 

sessions. 
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