UNIVERSITAS ESA UNGGUL

DAFTAR ISI
Halaman
HALAMAN PERNYATAAN KEASLIAN i
HALAMAN PENGESAHAN TUGAS AKHIR......ccooiiiiiiies e iii
KATA PENGANTAR ...ttt ettt Y
ABSTRAK .ottt ettt Vi
DY I O 1 ) RO RSRTI vii
DAFTAR TABEL ...ttt X
DAFTAR GAMBAR ...ttt e e e e e enes Xi
DAFTAR LAMPIRAN ...ttt saa e e e e xii
BAB LPENDAHULUAN ... ..ottt 1
1.1 Latar Belakang ......cccooiioiiiieiiieeeeeeee e 1
1.2 lIdentifikasi Masalah ... 1
1.3 Tujuan Tugas AKNIr ... 5
1.4 Manfaat Tugas AKNIr ... 5
1.5  Lingkup Tugas AKNIr ... 5
1.6  Sistematika Penelitian Tugas AKhir ..., 5
BAB 2 TINJAUAN PUSTAKA . ...ttt 7
2.1 Sistem INfOrmasi .........oiiirii e, 7
p A e 7 111 o RSO RRSTY 4
2.2.1 Learning Management SYStem ............ccoueeeevieeceeve cerie e evevee e [
2.2.2 MOOUIE ... 8
2.3 ITSM (IT Service Management) ............ccceeeeerveecervee e vee e e ce e e 9
2.4 ITIL 9
2.4.1 Transisi Perubahan ITILV32011keITIL4 ..., 10
2. ITIL 4 15
2.5.1 Service Value Sistem (SVS) ..., 15
252 DIMensi ITIL 4 ..o 24
2.6 Service Management ... .......coce et ieriees cee et e et e e e e en e, 20

2.6.1 Incident Management .............co.e et ieiieiee cei e e e e e e e 2. 20
2.6.2 Service DESK ... ......oooooiiitiie e e e e e e 2. 28

Vil



UNIVERSITAS ESA UNGGUL

2.7 ASSESSIMENT ..o e et it et et et e e ees et et e e e e eee ees ee e e e ees O
2.7.1 Self-ASSESSMENT ... ..ot eetiee et e et e et e e ee cen e een e e ee ee eeevee enes S
2.7.2 MAUFILY ©..oee e et e et e e e e e et e et e e e e e e e e 31
2.7.3 ITIL Maturity Self-Assessment .............ccc oo v eeceeee e vee e vee e 31

2.8 SOP (Standard Operating Procedure) .............c oo e veeeee v e vee e e 33

2.9  SLA (Service Level Agreement) ..........ccccoeeiiiiiieieeieeee e e e e 33

2.10 KPI (Key Performance Indicator) ..............cooiiiiiiiiiiiiiiiiiininn, 33

211 SHUI LITEIatur ...t e e 34

BAB 3METODE PENELITIAN ...ooiie e 38

3.1  RencanaPenelitian ............oooiiiiiiiiiii 38

3.2 Topik Penelitian .......oooiiii 39

3.3 Identifikasi Masalah ..o 40

34 Tujuan Penelitian ... ... 42

3.5 Populasidan Sampel ... 42

3.6 Pengumpulan Data ...........oooviiiiiiiii 43

37 ANALISIS DAA ...oveeii e 44
3.7.1 Score Maturity Level ..........coocveeieiie e e e e e 00 A4
3.7.2 ANALISIS GAP ..ot e et et et et e e e e e e e e A
3.7.3 Analisis Service Value Chain (SVC) ITIL4 .........ooooiiiiiiiinn.. 45
3.7.4 REKOMENASI ....veneieii e 45

BAB 4HASIL DAN PEMBAHASAN ..ottt 46

4.1 Identifikasi Masalah ... 46
411 ODSEIVAST .t e 46
4.1 2 WAWANCAIA ... .eeeeeteeee e et 47

4.2 Pengumpulan Data ..........ccoviieiiiiii e, 50
4.2.1 Scoring ITIL Maturity Level Self Assessment ................ccee v ... 50
4.2.2 ANALISIS GAP ... ooeie et e e et e e e e e e e e e e e e 2 e, B3
4.2.3 Analisis Service Value Chain .............ccceeeeieeveiiee i e e 0. 69

4.3 REKOMENTAST ....veneeeii e 72
4.3.1ROAAMAP ... ooe et et e e et e et e et e e e e e e e (D

viii



UNIVERSITAS ESA UNGGUL

BAB 5 KESIMPULAN DAN SARAN ....ocooiiiiiiieieesieie e 90
5.1 KeSIMPUIAN ... 90
0.2 SAKAN L.t 90

DAFTAR PUSTAKA ettt sre e e e annaeeanes 91



UNIVERSITAS ESA UNGGUL

DAFTAR TABEL
Tabel 2-1. Perbedaan ITIL V32011 dan ITIL 4...cccooviiieiieeeeeee e 11
Tabel 2-2. Prinsip panduan ITIL V32011 dan ITIL 4.....ccooooiiiiiiiece 11
Tabel 2-3. Proses Pada ITIL V32011 dan ITIL 4 ....coooiiiiieeeeee e 12
Tabel 2-4. Dimensi ITIL V3 2011 dan Dimensi ITIL 4 ... 14
Tabel 2-5. Kontribusi Incident Management ke Service Value Chain (SVC)...... 27
Tabel 2-6. Kontribusi Service Desk ke Service Value Chain (SVC) .......c.cc.c....... 30
Tabel 2-7. Level ITIL Maturity Self Assessment (High-Level) ............cccccveenenee. 32
Tabel 2-8. LItEratur REVIEW ........cccveiiiieiieiieie e 34
Tabel 3-1. Perbandingan Kerangka Kerja COBIT dan ITIL........cccccooiviniiinnne. 40
Tabel 3-2. Daftar Pertanyaan WawanCara ............ccccocererereneeieienese e 41
Tabel 3-3. Responden Penelitian............cccoveiiiiieiiieeee s 43
Tabel 4-1. HaSil WaWaNCara.........c.cocvaieiieiiiie e 47
Tabel 4-2. Nilai Minimum Maturity LeVel..........c.ccccooviiiiieieieceece e 51
Tabel 4-3. Nilai Assessment pada Incident Management............ccccoevvveveeineennene, 52
Tabel 4-4. Nilai Assessment pada Service DesK........ccccvvvveiiiieieeieiie e, 58
Tabel 4-5. Analisis Gap pada Praktik Incident Management ..............c.cccceveenee. 64
Tabel 4-6. Analisis Gap pada Praktik Service DesK ..........cccccvvveiieeiiiiniiienennnnn 67
Tabel 4-7. Value Stream Incident Management pada Sistem E-Learning UEU... 70
Tabel 4-8. Value Stream Service Desk pada Sistem E-Learning UEU................ 71
Tabel 4-9. Rekomendasi ANaliSis Gap.........cccuiveieieriiiiiiiieeee e 72
Tabel 4-10. Rekomendasi AnalisisS SVC........ccocviiiiiiiiiiiiiieieeee s 74
Table 4-11. JOb desk SDM BTIK ......coiiiiiiiieieieie e 75
Tabel 4-12. Kategori Insiden Sistem E-Learning UEU ............c.ccoeeviiiiicieenen, 77
Tabel 4-13. LeVEl UIgENSI.....c..cviiiiie ettt 78
Tabel 4-14. Level DampPak .........ccoooiiiiiiiiieiiee s 78
Tabel 4-15. Prioritas Berdasarkan Urgensi dan Dampak...........cccoceviieniininnne. 79
Tabel 4-16. Status Penanganan INSIAeN ..........cccooeiiiiiiiiiinieeeee e 79
Tabel 4-17. Layanan Penanganan Insiden pada Sistem E-learning UEU ............ 80
Tabel 4-18. Target Penanganan INSIdeN..........c.cccoeiveiiiiieieeie e 81
Tabel 4-19. Target Kebutuhan Layanan di Sistem E-Learning UEU.................... 83
Tabel 4-20. MatriKS KPI .....oouiiieiiee e e 85
Tabel 4-21. Aspek TeChNOIOQY ......ccouieiiiiiieiie e 87
Tabel 4-22. Roadmap Implementasi BTIK ...........ccocoiiiiii i 88



UNIVERSITAS ESA UNGGUL

DAFTAR GAMBAR

Gambar 1-1. Presentasi Insiden E-Learning UEU ................cooooiiiiiininnn. 2
Gambar 1-2 Website E-learning UEU saat down .. e e et e e e e 3
Gambar 1-3. Sistem E-Learning UEU Mobile App saat EITON .o 3
Gambar 2-1. Urutan Rilis dan Tahun Rilis ITIL ......cccoooiiiiiiiiieeceee 10
Gambar 2-2. Transformasi Terminologi ITIL..........cccoveiiiieiieieeececeee e 11
Gambar 2-3. ITIL Service Value Sistem (SVS) ....ccccccviveiiiieiicce e 15
Gambar 2-4. ITIL GOVEINANCE ......ccvieiierieieiesiesiesie st sieseesee s sne e sie e snesnessens 18
Gambar 2-5. Praktik di ITIL 4 ..o 24
Gambar 2-6. DIMENSI ITIL 4 ....oooeeeeeceee e 26
Gambar 3-1. Proses Penelitian dalam Model Sequential Exploratory Design ..... 38
Gambar 3-2. Rencana Penelitian...........cooevviieiiiiiiie e 39
Gambar 3-3. Partisipan WawanCara ZOOIM ............ccocererereeeeieeienie e 42
Gambar 3-4. Roadmap Penelitian ..........ccooeieiiiiniiiiineieeece e 45
Gambar 4-1. Struktur Organisasi BTIK ..o 46
Gambar 4-2. Portal Online Universitas Esa Unggul ...........cccooevviiiicciccccee, 67
Gambar 4-3. ITIL Service Value Chain ..........ccoccoveiiiiiiinieieieese e 69

Xi



UNIVERSITAS ESA UNGGUL

DAFTAR LAMPIRAN

Lampiran 1 SOP Penanganan InSiden ...............ccoooviiiiiiiiiiiiieeen, L1
Lampiran 2 lustrasi KPI Penilaian Staf BTIK ... L2
Lampiran 3 Validasi DOKUMEN ..........coooiiiii e L3

xii



