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ABSTRAK 

Analisis teknologi informasi merupakan bagian yang penting dalam mengevaluasi 

manajemen layanan teknologi informasi (TI) di suatu organisasi untuk mendukung 

strategi dan dituntut untuk selaras dengan tujuan bisnis organisasi. Evaluasi tersebut 

bertujuan untuk mengetahui sejauh mana pengelolaan manajemen layanan telah 

mencapai Tingkat Kematangan (Maturity Level) dalam mendukung kualitas 

layanan TI terhadap kinerja dan pencapaian organisasi. Perhitungan tingkat 

kematangan dilakukan dengan cara pengolahan data yang berupa kuesioner dan 

observasi terhadap Manajemen Layanan TI LPSE Kota Palembang. Evaluasi 

dilakukan dengan menggunakan Framework Information Technology 

Infrastructure Library (ITIL) V3. Fokus pada penelitian Subdomain yang 

digunakan yaitu Event Management (EM), Incident Management (IM), Request 

Fullfilment (RF), Access Management (AM) dan Information Security Management 

(ISM). Hasil penelitian ini didapatkan tingkat kematangan manajemen layanan 

teknologi informasi berada pada level 4 yaitu Managed. Kemudian disusun 

rekomendasi perbaikan yang digunakan untuk meningkatkan tingkat kematangan 

yang diharapkan dalam mencapai manajemen layanan yang baik sehingga tujuan 

organisasi tercapai. 

Kata Kunci : Analisis, Manajemen Layanan Teknologi Informasi, Maturity Level, 

ITIL V3 
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ABSTRACT 

Information Technology analysis is an important part of evaluating the 

management of Information Technology Services (IT) in an organization to support 

the strategy and is required to align with the Organization's business objectives. 

The evaluation aims to determine the extent to which service management has 

reached the level of maturity (Maturity Level) in support of IT service quality to the 

performance and achievement of organizations. Calculation of maturity level is 

done by means of data processing questionnaires and observations on the 

management of IT services LPSE Palembang City. Evaluation was conducted using 

the Framework Information Technology Infrastructure Library (ITIL) V3. The 

focus on Subdomain research used is Event Management (EM), Incident 

Management (IM), Request Fullfilment (RF), Access Management (AM) and 

Information Security Management (ISM). The results of this research gained the 

maturity of information Technology Service management is located at level 4 

namely Managed. Then compiled repair recommendations were used to increase 

the level of maturity expected in achieving good service management so that 

organizational objectives are achieved. 

Keywords: Analysis, Information Technology Services Management, Maturity 

Level, ITIL V3 
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