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Abstrak

Transformasi digital di SMA Negeri 5 Palembang melalui Sistem Administrasi dan Akademik "Halo
Smanli” belum mencapai efisiensi yang diharapkan, sehingga menyebabkan keterlambatan dan
ketidakpuasan pengguna. Penelitian ini bertujuan untuk menilai kematangan sistem menggunakan kerangka
kerja ITIL V3, mengidentifikasi hambatan, dan mengevaluasi dampaknya terhadap layanan pendidikan dan
kepuasan pengguna. Dengan pendekatan kualitatif, data dikumpulkan melalui observasi, wawancara, dan
analisis laporan. Fokus utama penelitian ini adalah pada Domain Operasi Layanan ITIL V3, termasuk
Service Desk, Manajemen Insiden, dan Manajemen Masalah. Temuan penelitian diharapkan dapat
memberikan rekomendasi perbaikan untuk meningkatkan kematangan sistem, mengurangi gangguan
layanan TI, serta meningkatkan kualitas layanan pendidikan dan kepuasan pengguna.

Kata kunci: Manajemen Insiden, ITIL V3, kematangan sistem, layanan pendidikan, Manajemen
Masalah, Service Desk, , sistem informasi.
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Abstract

The digital transformation at SMA Negeri 5 Palembang through the "Halo Smanli" Administrative
and Academic System has not yet achieved the expected efficiency, resulting in delays and user
dissatisfaction. This study aims to assess the system's maturity using the ITIL V3 framework, identify
obstacles, and evaluate its impact on educational services and user satisfaction. Using a qualitative
approach, data was collected through observations, interviews, and report analysis. The primary focus
is on the Service Operation Domain of ITIL V3, including Service Desk, Incident Management, and
Problem Management. The research findings are expected to provide improvement recommendations
to enhance system maturity, reduce IT service disruptions, and improve the quality of educational
services and user satisfaction.

Keywords: Incident Management, ITIL V3, system maturity, educational services, Problem Management,

Service Desk, SMA Negeri 5 Palembang, information system.
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