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ABSTRAK 

EVALUASI INCIDENT MANAGEMENT PADA LAYANAN TEKNOLOGI 
INFORMASI DIREKTORAT SISTEM INFORMASI UNTAG SURABAYA 

MENGGUNAKAN ITIL V4 

 

Oleh: 

Aulia Cahya Rani 

 

Penerapan layanan teknologi informasi pada pendidikan tinggi sudah banyak 
diimplementasikan salah satunya pada Direkorat Sistem Informasi UNTAG 
Surabaya. Penerapan layanan TI tersebut tentu tidak luput dari suatu insiden yang 
tentu harus diatasi dengan incident management yang matang.  Untuk mengetahui 
nilai kematangan (maturity level) incident management pada layanan TI tersebut, 
maka perlu dilakukan evaluasi incident management menggunakan framework best 
practice yaitu ITIL dengan versi yang terbaru yakni versi 4. Evaluasi ini selain 
mengukur nilai kematangan (maturity level) juga mengukur nilai kesenjangan (gap 
analysis) antara penanganan insiden saat ini dengan penanganan insiden sesuai ITIL 
V4. Metode pada penelitian ini adalah metode kuantitatif dengan melakukan 
pengumpulan data melalui penyebaran kuesioner kepada pihak DSI UNTAG 
Surabaya. Analisis yang digunakan adalah analisis deskriptif. Hasil penelitian ini 
menunjukkan bahwa nilai tingkat kematangan (maturity level) incident 
management pada layanan TI DSI UNTAG Surabaya berada pada level 4 (managed 
and measurable) yang berarti bahwa rancangan tata kelola teknologi informasi 
yang baik terutama mengenai incident management sudah diimplementasikan 
seluruhnya disemua tingkatan dan tidak terdapat kesenjangan antara penanganan 
insiden saat ini dengan penanganan insiden sesuai ITIL V4. Sehingga dapat 
disimpulkan bahwa incident management pada layanan TI tersebut sudah cukup 
baik. 

Kata Kunci : Incident Management, ITIL V4, Maturity Level, Gap Analysis 
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ABSTRACT 

EVALUATION OF INCIDENT MANAGEMENT IN INFORMATION 
TECHNOLOGY SERVICES UNTAG SURABAYA INFORMATION 

SYSTEMS DIRECTORATE USING ITIL V4 

 

By: 

Aulia Cahya Rani 

 

The application of information technology services in higher education has been 
widely implemented, one of which is at the UNTAG Surabaya Information Systems 
Directorate. The implementation of IT services certainly does not escape incidents 
which of course must be resolved with thorough incident management. To find out 
the maturity level (maturity level) of incident management in IT services, it is 
necessary to evaluate incident management using the best practice framework, 
namely ITIL with the latest version, namely version 4. This evaluation, apart from 
measuring the maturity level, also measures the gap value (gap analysis) between 
current incident handling and incident handling according to ITIL V4. The method 
in this research is a quantitative method by collecting data through distributing 
questionnaires to DSI UNTAG Surabaya. The analysis used is descriptive analysis. 
The results of this research indicate that the maturity level value of incident 
management in DSI UNTAG Surabaya IT services is at level 4 (managed and 
measurable), which means that a good information technology governance design, 
especially regarding incident management, has been fully implemented at all levels 
and is not There is a gap between current incident handling and incident handling 
according to ITIL V4. So it can be concluded that incident management in IT 
services is quite good. 

Keywords : Incident Management, ITIL V4, Maturity Level, Gap Analysis 
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