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ABSTRAK 

Badan Pusat Statistik (BPS) Merupakan badan untuk menyediakan data berkualitas di 

bidang sosial dan kependudukan, ekonomi perdagangan, pertanian dan pertambangan. 

Sistem Informasi Pelayanan BPS merupakan salah satu system pendukung atau media 

didalam pelayanan yang ada di  BPS. Penelitian ini bertujuan untuk mengetahui 

seberapa tinggi tingkat kematangan dan kualitas sistem pelayanan yang diberikan 

tersebut. Namun tidak semua teknologi tersebut berhasil digunakan sesuai dengan apa 

yang diharapkan. Maka dari itu, penting untuk mengetahui seberapa tinggi tingkat 

kematangan dan kualitas pengguna dalam menggunakan sistem pelayanan tersebut. 

Hasil dari penelitian ini untuk mengembangkan dan mengubah hasil desain suatu 

layanan IT sesuai dengan tujuan perusahaan kedalam lingkungan operasional 

perusahaan serta dapat mencakup semua kegiatan operasional perusahaan sehingga 

proses operasional perusahaan dapat tertata dengan baik dan mengoptimalkan kualitas 

dan Kematangan layanan yang ada di perusahaan serta memastikan dengan  domain 

Service Operation apa yang menjadi tujuan Pengguna dalam pelayanan yang ada di 

perusahaan atau lembaga organisasi sesuai layak menjadi perusahaan yang berkualitas 

dalam segi layanan dan operasional perusahaan. 

Kata Kunci : ITIL, BPS (Badan Pusat Statistik) 
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ABSTRACT 

Central Bureau of Statistics (BPS) Is the agency to provide quality data in the social and 

population, trade economy, agriculture and mining sectors. The BPS Service Information 

System is one of the support systems or media in services available at BPS. This study aims 

to determine the level of visitor satisfaction with the services provided by the website. 

However, not all of these technologies are successfully used as expected. Therefore, it is 

important to know how high the level of user satisfaction is in using these library 

services.The results of this study are to develop and change the design results of an IT service 

in accordance with company objectives into the company's operational environment and 

can cover all company operational activities so that the company's operational processes 

can be well organized and optimize the quality and maturity of services in the company and 

ensure the domain Service Operation, what is the goal of the customer in the service that is 

in the company or organizational institution is appropriate to be a quality company in 

terms of service and company operations. 

Keyword : ITIL, BPS (Badan Pusat Statistik) 

 

 

 

 

 

 

 

 

 

 

 



x 
 

DAFTAR ISI 

COVER ...........................................................................................................................................................................  
HALAMAN PENGESAHAN ....................................................................................................................................  
HALAMAN PERSETUJUAN ...................................................................................................................................  
SURAT PERNYATAAN ............................................................................................................................................  
KATA PENGANTAR .................................................................................................................................................  
HALAMAN MOTTO DAN PERSEMBAHAN....................................................................................................  
ABSTRAK......................................................................................................................................................................  
ABSTRACT ...................................................................................................................................................................  
DAFTAR ISI .................................................................................................................................................................  
DAFTAR GAMBAR ....................................................................................................................................................  
DAFTAR TABEL ........................................................................................................................................................  
BAB I .............................................................................................................................................................................1 

PENDAHULUAN ......................................................................................................................................................1 

1.1. Latar Belakang ......................................................................................................................................1 

1.2. Rumusan Masalah ...............................................................................................................................4 

1.3. Batasan Masalah ..................................................................................................................................4 

1.4. Tujuan dan Manfaat Penelitian .....................................................................................................4 

1.4.1. Tujuan Penelitian .......................................................................................................................4 

1.4.2. Manfaat Penelitian .....................................................................................................................4 

1.5. Metodologi Penelitian .......................................................................................................................5 

1.5.1. Waktu dan Tempat ....................................................................................................................5 

1.5.2. Alat dan Bahan .............................................................................................................................5 

1.6. Metode Pengumpulan Data.............................................................................................................6 

1.7. Sistematika Penulisan .......................................................................................................................7 

BAB II ...........................................................................................................................................................................9 

LANDASAN TEORI .................................................................................................................................................9 

2.1. Analisis .....................................................................................................................................................9 

2.2. Sistem Pelayanan .............................................................................................................................. 10 

2.3. ITIL V.3 .................................................................................................................................................. 14 

2.4. Microsoft Excel .................................................................................................................................. 17 

2.5. Skala Likert .......................................................................................................................................... 20 

2.6. Google Forms ...................................................................................................................................... 23 

2.7. Maturity Level .................................................................................................................................... 24 

2.8. Populasi ................................................................................................................................................. 25 

2.9. Sampel.................................................................................................................................................... 27 

2.10. Teknik Sampling ........................................................................................................................... 29 

2.10.1. Yang perlu diperhatikan dalam Penentuan Ukuran Sampel.......................... 30 

2.11. Uji validitas dan UjiReliabilitas ............................................................................................. 30 

2.11.1. UjiValiditas ............................................................................................................................. 30 

2.11.2. Corrected Item-Total......................................................................................................... 32 

2.12. Penelitian Terdahulu .................................................................................................................. 34 

BAB III ...................................................................................................................................................................... 38 

METODE PENELITIAN ...................................................................................................................................... 38 

3.1. Penelitian Terdahulu ...................................................................................................................... 38 

3.2. Objek Penelitian ................................................................................................................................ 39 

3.3. Variabel Penelitian ........................................................................................................................... 39 

3.3.1. Sampel .......................................................................................................................................... 40 



xi 
 

3.3.2. Metode pengumpulan data ................................................................................................. 40 

3.3.3. Sumber Data .............................................................................................................................. 41 

3.4. Perancangan Kuisioner ITIL V3 ................................................................................................. 44 

3.5. Skala Likert .......................................................................................................................................... 45 

3.6. Kriteria Penilaian .............................................................................................................................. 46 

3.7. Responden Penelitian ..................................................................................................................... 46 

3.8. Kerangka Penelititan....................................................................................................................... 48 

BAB IV....................................................................................................................................................................... 49 

HASIL DAN PEMBAHASAN ............................................................................................................................. 49 

4.1. Kerangka Penelititan....................................................................................................................... 49 

4.2. Hasil Penelitian .................................................................................................................................. 53 

4.2.1. Deskripsi Responden ............................................................................................................. 53 

4.2.2. Identitas Responden .............................................................................................................. 54 

4.2.3. Deskripsi Hasil Perhitungan Maturity Level ............................................................... 55 

4.4. Uji Validitas dan Reliabilitas ....................................................................................................... 69 

4.4.1. Uji Validitas Event Management ...................................................................................... 69 

4.4.2. Uji Validitas Incident Management ................................................................................. 70 

4.4.3. Uji Validitas Request Full fillment ................................................................................... 70 

4.4.4. Uji Validitas Problem Management ................................................................................ 70 

4.4.5. Uji Validitas Access Management .................................................................................... 71 

4.5. Uji Reliabilitas .................................................................................................................................... 72 

4.5.1. Uji Reliabilitas Event Management ................................................................................. 72 

4.5.2. Uji Reliabilitas Incident Management ................................................................................ 72 

4.5.3. Uji Reliabilitas Request Fullfillment ..................................................................................... 73 

4.5.4. Uji Reliabilitas Problem Management ................................................................................ 73 

4.5.5. Uji Reliabilitas Access Management ................................................................................... 74 

BAB V ........................................................................................................................................................................ 75 

KESIMPULAN DAN SARAN ............................................................................................................................. 75 

5.1. Kesimpulan .......................................................................................................................................... 75 

5.2. Saran ....................................................................................................................................................... 76 

DAFTAR PUSTAKA ............................................................................................................................................. 77 

 

 

 

 

 

 

 

 

 



xii 
 

DAFTAR GAMBAR 

Gambar 2.1 ITIL V3 .................................................................................................................................…14 

Gambar 2.2 Rumus Interval Kelas ...................................................................................................... 21 

Gambar 2.3 Rumus untuk perhitungan maturity level ................................................... ………22 

Gambar 2.4 Rumus untuk perhitungan maturity level secara detail ....................... ………..22 

Gambar 2.5 Rumus korelasi produk moment dari pearsons .................................................. 26 

Gambar 3.1 Kerangka Berfikir ................................................................................................... ………41 

Gambar 4.1 Struktur Organisasi ............................................................................................... ………45 

Gambar 4.2 Diagram chart data responden berdasarkan jenis kelamin ............................ 59 

Gambar 4.3 Grafik hasil kondisi manajemen layanan kualitas TI ......................................... 60 

 

 

 

 

 

 

 

 

 

 

 

 



xiii 
 

DAFTAR TABEL 

 

Tabel 2.1 Keterangan Rumus alpha cronbach....................................................................................... 37 

Tabel 3.1 Perancangan Kuisioner ............................................................................................................... 46 

Tabel 3.2 Pengukuran dengan skala likert ............................................................................................. 50 

Tabel 3.3 Kriteria penilaian metode Colles ............................................................................................ 50 

Tabel 3.4 Daftar Responden BPS Kota Palembang ............................................................................. 51 

Tabel 4.1 Rekapitulasi data responden berdasarkan jenis kelamin .......................................... 60 

Tabel 4.2 Kriteria Penilaian Maturity Level ............................................................................................ 61 

Tabel 4.3 Perhitungan Maturity Event Management ........................................................................ 61 

Tabel 4.4 Perhitungan Maturity Event Management ........................................................................ 63 

Tabel 4.5. Perhitungan Maturity Incident Management ................................................................... 65 

Tabel 4.6 Perhitungan MaturityRequest Fullfillment ......................................................................... 67 

Tabel 4.7. Perhitungan Maturity ProblemManagement (PM) ........................................................ 70 

Tabel 4.8. Perhitungan Access Management (AM) .............................................................................. 73 

Tabel 4.9 Hasil Pengukuran Tingkat Kematangan Proses TI......................................................... 75 

Tabel 4.10 Rekapitulasi Tingkat Kapabilitas ......................................................................................... 76 

Tabel 4.11 Uji Validitas Event Management .......................................................................................... 77 

Tabel 4.12 Uji Validitas Incident Management ..................................................................................... 78 

Tabel 4.13 Uji Validitas Request Full fillment ....................................................................................... 78 

Tabel 4.14 Uji Validitas Problem Management .................................................................................... 79 

Tabel 4.15 Uji Validitas Access Management ........................................................................................ 80 

Tabel 4.16 Uji Reliabilitas Event Management ..................................................................................... 80 

Tabel 4.17 Reliability Statics ......................................................................................................................... 81 

Tabel 4.18 Uji Reliabilitas Request Fullfillment ................................................................................... 81 

Tabel 4.19 Uji Reliabilitas Problem Management ............................................................................... 82 

Tabel 4.20 Uji Reliabilitas Access Management ................................................................................... 82 



xiv 
 

 


