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ABSTRAK 

Penelitian ini bertujuan untuk mengevaluasi kinerja Service Desk Management 

dalam layanan self-service di Perpustakaan UIN Sunan Ampel Surabaya dengan 

menggunakan kerangka kerja ITIL 4. Metode yang digunakan adalah analisis 

deskriptif dengan pendekatan kualitatif, yang melibatkan wawancara mendalam 

dengan narasumber terkait dan analisis data berdasarkan Practice Success Factors 

(PSF) ITIL 4. Fokus evaluasi adalah praktik service desk pada aspek Acknowledge, 

Classify, Own, dan Act serta kontribusinya terhadap rantai nilai layanan. Hasil 

penelitian menunjukkan bahwa layanan self-service telah memberikan aksesibilitas 

informasi yang baik, namun terdapat aspek yang perlu ditingkatkan, seperti 

implementasi Service Level Agreement (SLA), adopsi teknologi pendukung seperti 

RFID, dan pemantauan real-time. Hambatan utama meliputi proses 

acknowledgment yang masih manual, kurangnya integrasi komunikasi ke dalam 

alur nilai layanan, dan ketidakpastian pelaksanaan prosedur yang konsisten. 

Rekomendasi penelitian mencakup penerapan teknologi otomatisasi, penguatan 

sistem pelacakan berbasis digital, pengembangan SLA yang terukur, serta 

peningkatan pelatihan staf. Dengan implementasi langkah-langkah ini, 

perpustakaan diharapkan dapat meningkatkan kapabilitas layanan TI sesuai praktik 

terbaik ITIL 4, meningkatkan kepuasan pengguna, dan menciptakan nilai tambah 

dalam manajemen layanan modern berbasis teknologi. 

 

Kata Kunci: Service Desk Management, Self-Service, ITIL 4, Evaluasi Layanan 

TI, Perpustakaan. 
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ABSTRACT 

This study aims to evaluate the performance of Service Desk Management in 

self-service systems at the UIN Sunan Ampel Surabaya Library using the ITIL 4 

framework. The research employs a descriptive analysis method with a qualitative 

approach, involving in-depth interviews with relevant stakeholders and data 

analysis based on the Practice Success Factors (PSF) of ITIL 4. The evaluation 

focuses on service desk practices in the aspects of Acknowledge, Classify, Own, and 

Act, as well as their contribution to the service value chain. The findings reveal that 

while the self-service system provides good information accessibility, several 

aspects require improvement, such as the implementation of Service Level 

Agreements (SLA), adoption of supporting technologies like RFID, and real-time 

monitoring systems. Key challenges include manual acknowledgment processes, 

insufficient integration of user communications into value streams, and inconsistent 

adherence to standardized procedures. The study recommends adopting automation 

technologies, enhancing digital tracking systems, developing measurable SLAs, 

and improving staff training. Implementing these measures is expected to enhance 

the IT service capabilities in accordance with ITIL 4 best practices, increase user 

satisfaction, and create added value in modern technology-based service 

management. 

 

Keywords: Service Desk Management, Self-Service, ITIL 4, IT Service Evaluation, 

Library. 
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