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ABSTRAK

Problem merupakan penyebab terjadinya insiden pada layanan. Problem sangat
penting dikelola untuk mengontrol siklus hidup problem pada layanan TI, sehingga
tidak menyebabkan terjadinya insiden yang berulang. UPA TIK Undiksha
merupakan unit penunjang akademik yang berfukus pada pelayanan TI, namun
belum memiliki prosedur khusus untuk problem management. Tujuan penelitian ini
adalah untuk menganalisis GAP kondisi praktik problem manajemen saat ini
dengan standar praktik problem manajement ITIL 4. Selain itu, penelitian ini
menghasilkan rekomendasi SOP problem manajemen. Penelitian di awali dengan
melakukan studi literatur dengan membaca jurnal-jurnal dan dokumen terkait
dengan problem managemnt, dilanjutkan dengan merancang intrumen
pengumpulan data. pengumpulan data dilakukan dengan studi dokumen dan
wawancara, setelah data terkumpul, data akan di analisis untuk mendapatkan GAP
analisis kondisi praktik problem management saat ini dengan kondisi ideal. Hasil
dari penelitian mendapatkan bahwa, masih ada GAP di setiap fase problem
management, seperti belum diterapkan Identification Problem Proaktif,
mengidentifikasi problem hanya berdasarkan insiden yang sedang terjadi, UPA TIK
belum memiliki prosedur khusus untuk mendaftarkan problem, belum ada prosedur
khusus untuk menginvestigasi problem yang sudah diketahui, belum memiliki
prosedur khusus untuk pencatatan problem diketahui dan peninjauan secara berkala
pada problem diketahui. Dari hasil analisis GAP dapat dikembangkan rekomendasi
SOP Problem management berstandar ITIL 4, yang terdiri dari 4 fase problem
management yaitu Identifikasi problem proaktif, Identifikasi problem reaktif,
Problem control, Error control dan aktivitas di setiap fase akan di sesuaikan dengan
budaya kerja yang ada di UPA TIK.

Kata kunci: ITSM, ITIL 4, Problem Management, UPA TIK undiksha, SOP
Problem Management
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ANALYSIS OF PROBLEM MANAGEMENT PRACTICES AT UPA TIK
UNIVERSITY OF GANESHA EDUCATION USING ITIL V4 FRAMEWORK

By
I Wayan Anugrahana, 1815091027
Information Systems Study Program
Informatics Engineering
Ganesha University of Education

ABSTRACT

Problems are the cause of incidents in services. Problems are very important to
manage to control the life cycle of problems in IT services, so as not to cause
repeated incidents. Undiksha ICT UPA is an academic support unit that focuses on
IT services, but does not yet have special procedures for problem management. The
purpose of this research is to analyze the GAP of the current problem management
practice conditions with the ITIL 4 problem management practice standards. In
addition, this research produces problem management SOP recommendations. The
research begins by conducting a literature study by reading journals and
documents related to problem management, followed by designing data collection
instruments. data collection is done by document study and interviews, after the
data is collected, the data will be analyzed to get a GAP analysis of the current
problem management practice conditions with ideal conditions. The results of the
study found that, there are still GAPs in each phase of problem management, such
as not yet implemented Proactive Problem Identification, identifying problems only
based on incidents that are happening, UPA TIK bebum has a special procedure
for registering problems, there is no special procedure for investigating known
problems, does not have a special procedure for recording known problems and
periodic review of known problems. From the results of the GAP analysis,
recommendations for Problem management SOPs with ITIL 4 standard can be
developed, which consists of 4 phases of problem management, namely proactive
problem identification, reactive problem identification, problem control, error

control and activities in each phase will be adjusted to the existing work culture at
UPA TIK.

Keywords: ITSM, ITIL 4, Problem Management, UPA TIK Undiksha, SOP
Problem Management

xiil



DAFTAR ISI

HALAMAN SAMPUL ....ootiiiiiiiieeeeete ettt i
HALAMAN JUDUL SKRIPSI.....c..ooiiiiiiiiiiiiieteeneseee et i
LEMBAR PENGESAHAN .....coiiiiiiiet ettt iii
PERNYATAAN. ...ttt ettt ettt et neenaeeneesneeneennas vi
IMOTTO ettt et et ettt e st e st e s vil
LEMBAR PERSEMBAHAN ..ottt ettt viii
PRAKATA .ttt sttt et sttt et et sbe e e et e bt e be e st e s bt entesatesbeenbeeneeeneenees X
ABSTRAK ...ttt ettt ettt e bt et sh et et e st et et nbe et enne e Xii
DAFTAR ISI. v S . A R B U R A e Xiv
DAFTAR TABEL ..o, i e ioieetiesteeteiuesutessennesnsBihue e hes e ibannnsnnennsansthinscseennesnens XVi
DAFTAR GAMBAR .....oooiiiieiieteee ettt seesae et s see e aenaesneesesnsesseenaens XVvii
DAFTAR LAMPIRAN .......ooiiiieiieieciieiteeete et ieaeeteesteesesnaesseassesseensaennesnaenseanees Xviii
JUD (USRI | TTRRSRN i, | o i) LT 0 o S +. AR . XiX
IDEN RS " NEIRRRR /.. 5 Y9, 0 N0 oo oo S o ... Xix
BAB I PENDAHULUAN ......cooiiiiiiteiesteie ettt ete et seeesaesnaesseensesnsessaensesnsesssensens 1
1.1 ILear Dl B . . 1
1.2 RUMUSAINIASALGARS.......................co00 o . SNSRI, .. ... .. 4
1.3 "[RO . o L Y 4
1.4 Ruang Lingkup Penelitian............cccoocieriieiieiiiiiiienieeieesie e s 4
1.5 VR .................oc0ceeetestonennsonnzonenneees NN . .......... 5
BAB II TINJAUAN PUSTAKA .......ooiiiiiiiiiiiicteseete sttt 6
2.1 Studi Sebelumnya ............cccooiiiiiii e 6
22 Dasar T oo i R Tt .. censeeaonaens 10
2.2.1 Information Technology Service Management (ITSM).................... 10
2.2.2  Information Technology Infrastructure Library (ITIL).................... 10
2.2.3  Problem Management ................ccoeeeeueeeeueeeceeeecieeeieeeeeieesnieesnneeens 14

23 UPA TIK UndiKSha......coouiiiiiiiiieiecieeeeeeee e 17
BAB III METODE PENELITIAN.....cceoitiiiiiiienieeereeeee st 20
3.1 AU Penelitian ......cocuevieiieiiinieieiienteieeeeee e 20
311 Studi LIEratur ...coveeeeeiiiiieiieeeeteseceeeeeee e 21
3.1.2  Perancangan Intrumen Pengumpulan Data.............ccoeceenirniennnnnn. 21

X1V



3.1.3  Pengumpulan Data ..........cccoceeeiiiiiiiiieieciieieee e 21

3.1.4  ANalisis Data......ccceiiiiiiiiiiieiieieeieseee s 22
3.1.5 Rekomendasi........cccooiiiiiiiiiiiiiiieee e 22
BAB IV HASIL DAN PEMBAHASAN .....ooiiiieteeeeeee et 23
4.1 Perancangan Pengumpulan Data............ccceoovieeiiiinciiincieeeee e, 23
41,1 NAraSUMDET .....eeiiiiiiieiiieeiieeee ettt ettt ettt 23
4.1.2 Draf Pertanyaan WawancCara...........cecceeeeveerieenieenieeneeenieeneeevee e e 23
4.1.3 0 UJT AR coiieec e 24

4.2 Pengumpulan Data ..........ccoooieeiieeiiiiiieeieceeee e 24
4.2.1  Studi DOKUMEN c.eiiiiiiiiiiiiiiiiesiieie et 24
4.2.2  WaAWANCATA ceutieiiiieeiiieeesiieeasiteeesiaeeesineessteesstaesbeeesiseesnaseesanseesaseeenas 25

43 AnalisisaatAu . 08 4 A% A VLS N P — 27
4.4 ReKOMENAAST ......eiiiiieiiiiiieeiee et ettt 35
4.4.1 Standard Operating Procedure (SOP).........cccccocerviiiiiniiniiniiencnnne. 35

4 ST 0 N . ..o, . . PR .. . . .- 39
BAB RN NG RS - W 11 o et o) 000, 00 O, SRR ... 40
5.1 gt PSRt RS S T 40
5@ I . ., 1001 L0 el o 0 a1 S ... 40
DAFTAR PUSTAKA i ieiteetenngeiuteeess iaetasnestesntaaataaneantasnsaaness. coo. 42
L AN D T N ... 5 S naans- 5mon nawsasts. TR RN . .. .. 44

XV



DAFTAR TABEL

Tabel 2. 1 Studi Sebelumnya .........cccoevuiiriiiiiieiiieiee e 6
Tabel 2. 2 ITIL PractiCes. .......coeruiriririirieieieiesiesiesie sttt 13
Tabel 4. 1 Daftar Narasumber ............cocoevieieieiinininineeeeeesee e 23
Tabel 4. 2 Perbandingan Kondisi ideal dengan kondisi saat ini .............cccccueenee. 27
Tabel 4. 3 Raci chart rekomendasi SOP ..........ccccoeviiiiiiiniiniiiceceecee 35

Xvi



DAFTAR GAMBAR

Gambar 2. 1 Service Value System (Axelos, 2020).......cccceevveerreeiienieeirienieeanns 11
Gambar 2. 2 Service Value Chain Problem Management (Axelos, 2020) ........... 12
Gambar 2. 3 Fase Practices Problem Management (AXELOS, 2020) ................. 15
Gambar 2. 4 Struktur Organisasi UPA TIK Undiksha (Undiksha, 2017)............. 19
Gambar 3. 1 Bagan Alur Penelitian ..........cccocceeeviieniiiiiienieeieeieeeecee e 20

Xvil



DAFTAR LAMPIRAN

Lampiran 1 Dokumentasi wawancara terhadap Kepala helpdesk & Dokumentasi

............................................................................................................................... 44
Lampiran 2 Draf Pertanyaan Wawancara .............cccccveeeeiveeeiiieeccieeeeiie e 45
Lampiran 3 Lembaran Hasil Uji Ahli .......cccoooiiiiiiiiiiiiiieeiceeeee e 47

Lampiran 4. Dokumentasi wawancara dengan divisi helpdesk dan dokumentasi 52

Lampiran 5. Dokumentasi wawancara Divisi Infrastruktur Jaringan dan Keamanan

............................................................................................................................... 52
Lampiran 6. Dokumentasi wawancara Divisi Pusat Data dan Informasi.............. 53
Lampiran 7. Dokumentasi wawancara Divisi Manajemen Konten ...................... 53
Lampiran 8. Dokumentasi wawancara Divisi Sistem Informasi..............cccce..... 54
Lampiran 9. Hasil WaWanCara..........cccoeueiiuiiiiiiiiiieieiiee et 55
Lampiran 10. Rekomendasi Standard Operating Prosedure (SOP) ...................... 65
Lampiran 11. Validasi SOP .......cccooiiiiiiiiiieiiieiiesieeireesie ettt cteesiaeesneessaeenaens 72

xviii



JUDUL PENELITIAN

ANALISIS PRAKTIK PROBLEM MANAGEMENT DI UPA TIK UNIVERSITAS
PENDIDIKAN GANESHA MENGGUNAKAN FRAMEWORK ITIL V4

IDENTITAS PENELITI

Nama : I Wayan Anugrahana
NIM : 1815091027

Prodi : Sistem Informasi

Jurusan : Teknik Informatika

XiX



