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ABSTRAK

PERANCANGAN PROBLEM MANAGEMENT LAYANAN TEKNOLOGI
INFORMASI BERBASIS ITIL V4 PADA
PT. DEENYE BERKAH ABADI

Oleh :

Ozilla Junior Pratomo

PT. Deenye Berkah Abadi telah memanfaatkan teknologi informasi untuk
mendukung berbagai proses bisnis, namun masih menghadapi permasalahan seperti
bug pada sistem e-ticket, gangguan aplikasi e-commerce, dan kendala pada sistem
antrian yang berpotensi menghambat operasional perusahaan. Penelitian ini
bertujuan untuk mengetahui tingkat kesesuaian praktik Problem Management yang
berjalan dengan standar ITIL V4 serta merancang rekomendasi perbaikannya.
Metode yang digunakan adalah penelitian kualitatif deskriptif dengan teknik
pengumpulan data berupa observasi, wawancara, dan dokumentasi. Analisis
dilakukan berdasarkan praktik Problem Management 1TIL V4 yang meliputi
Proactive Problem Identification, Reactive Problem Identification, Problem
Control, dan Error Control, serta didukung metode 5 Whys untuk mengidentifikasi
akar penyebab masalah. Hasil penelitian.menunjukkan bahwa pengelolaan Problem
Management belum berjalan joptimal ‘karena belum ‘adanya prosedur standar,
dokumentasi masalah yang terstruktur, penerapan Root Cause Analysis yang
konsisten, serta Known Error Database. Oleh karena itu, penelitian ini
menghasilkan rekomendasi berupa penyusunan SOP Problem Management,
penerapan Root Cause Analysis, pembangunan Known Error Database, monitoring
tren gangguan, dan penyusunan Key Performance Indicator guna meningkatkan

kualitas layanan teknologi informasi secara berkelanjutan.

Kata Kunci: ITIL V4, Problem Management, I'T Service Management, Root
Cause Analysis, Maturity Level.
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ABSTRACT

PROBLEM MANAGEMENT DESIGN OF INFORMATION
TECHNOLOGY SERVICES BASED ON ITIL V4 AT
PT. DEENYE ETERNAL BLESSING

By :

Ozilla Junior Pratomo

PT. Deenye Berkah Abadi has utilized technology to support various business
processes, but still faces problems such as bugs in the e-ticketing system,
disruptions in e-commerce application information, and constraints in the queuing
system that have the potential to hamper the company's operations. This study aims
to determine the level of balance between current Problem Management practices
and the ITIL V4 standard and to develop recommendations for improvement. The
method used is descriptive qualitative research with data collection techniques such
as observation, interviews, and documentation. The analysis is based on ITIL V4
Problem Management practices, which include Proactive Problem Identification,
Reactive Problem Identification, Problem Control, and Error Control, and is
supported by the 5 Whys method to identify. root causes of problems. The results
indicate that Problem; Management is ‘not optimal due to the lack of standard
procedures, structured problem documentation, consistent application of Root
Cause Analysis, and a Known Error Database. Therefore, this study produces
recommendations in the form of developing a Problem Management Standard
Operating Procedure (SOP), implementing Root Cause Analysis, developing a
Known Error Database, monitoring disruption trends, and developing Key
Performance Indicators to continuously improve the quality of information

technology services.

Keywords: ITIL V4, Problem Management, IT Service Management, Root
Cause Analysis, Maturity Level.
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