DAFTAR ISI

HALAMAN PENGESAHAN .......cooiiiiii s ii
LEMBAR ORISINALITAS ..ot iii
ABSTRAK ... s iv
ABSTARCT ..o s \4
KATA PENGANTAR ..ot s vi
DAFTAR IS ... vii
DAFTAR TABEL .......oooiiiiiiii s X
DAFTAR GAMBAR ..ot s xi
DAFTAR LAMPIRAN ......oooiiiiiiiii e xii
DAFTAR SINGEKATAN ...ttt 1
BAB I PENDAHULUAN .....oooiiiiiiiii e 1
1.1 Latar BelaKang ..........ccocoviiiiiiiiiiiici e 1
1.2 Perumusan masalah..........cccocooiiiiiiiiiii 5
1.3 Pertanyaan penelitian .........cccocoverrieiieiiieiie e 5
1.4 Batasan penelitian ..........cccocveiiiiiieiieniesee e 6
1.5 Tujuan penelitian..........cccoieiiiieiieiee e 6
1.6 Manfaat penelitian..........cocoiiiiiiiiiiiiiic i 6
BAB II TINJAUAN PUSTAKA ..o 9
2.1 Tinjauan Pustaka ..........cccooiiiiiiii e 9
2.2 DASAT TEOTT ...t siei ettt 14
2.2.1 LaYanan ........ccooiiiiiiiiii i 14
2.2.2 Layanan Teknologi Informasi ..........c.ccueveiiiiiiiininiiiccc 15
2.2.3 Manajemen Layanan ..........cccoocveoieiiiiiic i 15
2.2.4 Manajemen Layanan Teknologi Informasi ..........ccoevviiieiiniicnnnnn 16
2.2.5 Information Technology Infrastructure Library Version 3................... 16
220 RACT ... 21
2.2.77 Ui ValidItaS . ...coveiiiieiecceee e 22

vii



2.2.8 Uji RelIabilitas ........ccoveiviiiiiiiiiiiiciiei e 22

2.2.9 Maturity 1€Vel.......ccoeiiiiiiieiici e 23
2.2.10 ANALISIS GAP 1vvvveeirieiiiiie it sttt ettt niae e 24
BAB IIl METODOLOGI PENELITIAN .......cocoiiiiiic e 25
3.1 Objek dan Subjek Penelitian ..........cccocveviiiiiiiiiiiciiccee e 25
3.2 Alat dan Bahan Penelitian ...........ccoccovviiiiiiiiiiiiceceee e 25
3.3 Diagaram Alir Penelitian..........ccocoiiiiiiiiiiiiiiiiicec e 26
3.3.1 Studi Pendahuluan..........ccooeiiiiiiiiiiii e 27
3.3.2 Perumusan Masalah ...........cccooveiiiiiiieiccce e 27
3.3.3 Studi LIEratur .....cvevveeiiieiicieieee e 27
3.3.4 Pengumpulan Data .........ccccoeeiiiiiiiiiciiiceceee e 27
3.3.5 Penyusunan Instrumen Penelitian berdasarkan framework ITIL Version

3 domain Service Operation untuk Setiap area...........cccccvvvvereererieerieerennenn. 47
3.3.6 Pemetaan RACT.........ccooiiiiiiiiciie e 50

3.3.7 Penyebaran Instrumen Penelitian berdasarkan ITIL V3 domain Service

OPCIATION ...ttt bbb 50
3.3.8 Pengolahan Data ...........ccoceiiiiiiiiiii 50
3.3.9 Analisis Maturity Level.........ccoooiiiiiiiie e 50
3.3.10 Rekomendasi dan Kesimpulan...........ccccocviiiiiiiiiiiniciiie, 51
BAB IV HASIL DAN PEMBAHASAN ......cociiiiii e 52
4.1 Pengumpulan Data .........cccooiiiiiiiiiieicec e 52
4.1.1 Karakteristik Responden Berdasarkan Usia..........cccccocoeiiiiiiniennninenne 52
4.2 Pengujian instrumen penelitian ...........ccocovvviiiiiiiiiiiieiisi s 53
4.2.1 Uji valIdItas ....ocviiiiiiiiiiiiei e 53
4.2.2 Uji 1€1HADIIIAS ... 65
4.3 Hasil WaWanCara...........ccevviiieeiiiiiee e 66
4.4 KUGSIOMET ...ttt sttt ettt et ettt et e ittt e ste e e bt esse e e b e e ebe e e bt e saneanbeesneeanneens 66
4.4.1 Pemetaan RAC........cooiiiiiiiii e 66
4.4.2 Hasil KUCSIONET ....cuvviiiiii ittt 69
4.5 Pembahasan..........cccuoiiiiiiiiiieii s 69
4.5.1 Analisis Maturity Level........ccooviiiiiiiiiiic 69

viii



4.5.2 REKOMENAAST .. ceieeeeeeeee ettt e et e e e e e e e e e e e eees 75

BAB V REKOMENDASI DAN KESIMPULAN .......cccoiiiiiiiic e 920
5.1 REKOMENAAST ....ccuveiiiieiiiiieeee e 90
5.2 KeSIMPUIAN ...vviiiiiiiiiiic ettt bbb 90
5.3 SATAN . c.eeii ittt 94

5.3.1 Prioritas Rekomendasi ..........ccceiuiiiiriiiiiii e 94
5.3.2 Rencana Implementasi .........ocvveiieeeiiiesiiieesiie e 95
5.3.3 Monitoring dan Evaluasi.........ccccceoiieiiiiiieniiiie e 96

DAFTAR PUSTAKA ... ..ottt 99

LAMPIRAN ...ttt ettt sttt e e st e e sae e nbeesneas 103



