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ANALISIS KUALITAS LAYANAN TEKNOLOGI INFORMASI
DENGAN MENGGUNAKAN FRAMEWORK ITIL V3
DOMAIN SERVICE OPERATION PADA SMA BUDDHIS
BODHICITTA

ABSTRAK

Dalam penelitian ini, penulis menguji layanan teknologi informasi dengan menggunakan
framework ITIL V3 domain service operation pada SMA Buddhis Bodhicitta. Tujuan dari
diplihnya topik ini adalah untuk menganalisis kualitas layanan Tl pada SMA Buddhis
Bodhicitta dengan menggunakan framework ITIL V3. Alasan dipilihnya SMA Buddhis
Bodhicitta karena organisasi tersebut memanfaatkan layanan TI dalam kegiatan
operasionalnya. Untuk mengukur kualitas layanan TI yang digunakan pengguna yang
meliputi layanan Service Desk, layanan Incident Management, layanan Problem
Management pengukuran akan dilakukan menggunakan kuesioner ITIL Service Operation:
Self Assessment yang telah disesuaikan dengan 5 level yang ada pada ITIL V3 Service
Operation yang meliputi: pre-requisite, management intent, process capability, internal
integration, products, management information, external integration, user interface.
Pengumpulan data dilakukan dengan menyebarkan kuesioner online dengan alat bantu
Google Form berdasarkan pertanyaan pada ITIL Service Operation: Self Assessment yang
berjumlah +50 pertanyaan pada setiap layanan kepada 36 responden yang
merupakan pekerja dan guru pada organisasi yang menghasilkan kesimpulan bahwa
layanan Service Desk, Incident Management, Problem Management memenuhi syarat
pada semua level, dan layanan tersebut Optimized dengan layanan ITIL V3.

Kata Kunci: SMA Bodhicitta, ITIL V3, Service Operation
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Abstract

In this study, the authors tested information technology services using the ITIL V3 domain
service operation framework at Bodhicitta Buddhist High School. The purpose of choosing
this topic is to analyze the quality of IT services at Bodhicitta Buddhist High School using
the ITIL V3 framework. The reason for choosing the Bodhicitta Buddhist High School is
because the organization utilizes IT services in its operational activities. To measure the
quality of IT services used by users which include Service Desk services, Incident
Management services, Problem Management services, measurements will be made using
the ITIL Service Operation: Self Assessment questionnaire which has been adjusted to the
5 levels in ITIL V3 Service Operation which include: pre- requisite, management intent,
process capability, internal integration, products, management information, external
integration, user interface. Data collection was carried out by distributing online
questionnaires using Google Form tools based on questions on ITIL Service Operation:
Self" Assessment, totaling £50 questions for each service to 36 respondents who are
the workers and teachers in the organization which resulted in the conclusion that the
Service Desk, Incident Management, Problem Management is qualified at all levels, and
the service is Optimized with ITIL V3 services.

Keywords: SMA Bodhicitta, ITIL V3, Service Operation
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