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ABSTRAK

Penerapan TI pada suatu perusahaan sangatlah penting, Universitas Bina
Darma Palembang memanfaatkan TI dalam proses kegiatan belajar mengajar
dengan menggunakan SISFO. Penelitian ini menggunakan framework ITIL V3
domain service operation yang bertujuan untuk mengukur tingkat
kematangan pada kondisi perusahaan saat ini. Domain service operation
memiliki lima sub-domain yaitu event management, incident management,
request fulfillment, problem management dan access management. Hasil
penelitian pada variabel event management menghasilkan tingkat
kematangan 2,84 dari responden pengguna dan 3,2 dari responden
Departemen STI dan berada pada level 3 yaitu defined, variabel incident
management  menghasilkan tingkat kematangan 2,79 dari responden
pengguna dan 2,67 dari responden Departemen STI dan berada pada level 3
yaitu defined, variabel request fulfillment menghasilkan tingkat kematangan
2,91 dari responden pengguna dan 3,09 dari responden Departemen STI dan
berada pada level 3 yaitu defined, variabel problem management
menghasilkan tingkat kematangan 2,72 dari responden pengguna dan 2,75
dari responden Departemen STI dan berada pada level 3 yaitu defined,
sedangkan pada variabel problem management menghasilkan tingkat
kematangan 3,00 dari responden pengguna dan 3,33 dari responden
Departemen STI dan berada pada level 3 yaitu defined.

Kata Kunci : SISFO, ITIL V3, Service Operation, Event Management, Incident
Management, Request Fulfillment, Problem Management, Access Management.
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ABSTRACT

The application of IT when the company is important, Bina Darma University
Palembang utilizes IT in the teaching and learning process using SISFO. This
study uses the ITIL V3 framework domain service operation that aims to
measure the level of maturity in the current condition of the company. Domain
service operations have five sub-domains namely event management, incident
management, demand fulfillment, problem management and access
management. The results of the study on event management variables
produced a maturity level of 2.84 from user respondents and 3.2 from STI
Department respondents and at level 3 defined, incident management variables
produced maturity levels 2.79 from user respondents and 2.67 from STI
Department respondents and level 3 is defined, fulfillment of variable demand
yields maturity level 2.91 from user respondents and 3.09 from STI Department
respondents and depends on level 3 which is defined, problem management
variable produces maturity level 2.72 from user respondents and 2, 75 of the
STI Department respondents and are at level 3 are defined, while in the
problem management variable produces a maturity level of 3.00 from the user
respondents and 3.33 from STI Department respondents and depends on level 3
is defined.

Keywords: SISFO, ITIL V3, Service Operation, Event Management, Incident
Management, Request Fulfillment, Problem Management, Access Management.
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