DAFTAR ISI
EENMB AR PENGE S AR AN st S e e s s sastere s e et aion s oo ca st aniavans i
LEMBAR PERNYATAAN ORISINALITAS ....ooooeieeeeiteeeeeeeeeeeeesseseeseesessessessssessessssnesens i
ABSTRACT . cc...cocviisinicsinitinmnicninniaiiiii s it ssess iii
ABSERAR - s S e ot o R B I e e T e R B v 111
KA A P EN G AN AR o et e e eeee o ss sson s A st eaa R S5 s e danssuas taasas s s tantios v
1D N B b L o e L e S vii
AR T AR GANIB AR . oo toss it ossbis Dorenassins v Sesstsssibsnisismomsssirsssetoaonsorisessthosssronions X
DAETARISINGEKATAN: . i s s s seniiis ssavernas iseresion Xi
D ARTARMS EHEATS o o v v e B B T s S LoD ss s e e oo e s I i s swos v sesd Xiii
B AR AR AN PIR AN - s i e v e i e e A e s XV
DA AR ABEL i i e e e s o a i s S e L e e i e ey XVi
BAB T PENBDABULTIAN . o st siesesintasco it snsos isnivety intsaiesisstsdot s aveieen s st ab s inseissavsss 1
L L Eatar BelaKaINg . oo s ot erssse i s i oo o T e ras e e e s 1
1.2 PeruartiuSaniMVasalalli..........c.oi et corresideserstsssessusonssmesstaessistontsnnmonstorsssssonsoantusansasanse 5
et T T SR o AN = U0 Y SRRSO S B 5
LA Batasan Benelban ... ... o o tici it b i et e e e iR e SR s 5
Rt 7 T o L T L T o S S 6
L6 SistematiER PenIlISAN . voiitiini o itenitanite tiiscdiuisuoionsstsinissrsusisselinsssessbasitmiosibesensionsiinssacsas 6
BAB TETBUAUANIPUSTAKIA ... o sttt st st iissaiisores 8
H. 1 PeneHBan EeEknIt ... oo dissrminsitaivistssbirsssostive i b e SV Te st Te e Pus v bialusssannaaiiont 8

I1.1.1 Tata Kelola Infrastruktur TI dan Non TI pada Kelas di Jurusan Sistem Informasi. 8

I1.1.2 Analisis Kualitas Layanan Teknologi Informasi dengan Menggunakan Framework
Information Technology Infrastructure Library V.3 (ITIL V.3) Domain Service

Transition (Study Kasus pada Customer Service Area Telkom Salatiga) ..............cc....... 9
L 1 0T B e T O Y L T LT e i e T 10
HE2. U IT CQOVIIINGE oo iissiiinninsisimiaionisiassis et s s sesmsaarasssvnio 10
I1.2.2 IT Service Management (ITSM) ........ccccooermermrrneneeneeneneennnnseseessessesneseesassssssasens 13

Vii



I1.2.3 Perbandingan Framework IT Governance..................cuueeeeverceversenesseesssenressenes 15

I1.2.4 Information Technology Infrastructure Library (ITIL) Versi 3 (2011)................. 17
TE-2.5 Borvice THRBRIION c.covviivooriorisinimmsenenissasisasssssssisomsstvsnesas sonmasalansnssneasaiaressans ke sueamns 21
2,6/ Change ManaTemMent. .. ... v cssiississisisesisnsisnsiniamessiassisssssioninios sstsbrmiassssvnsontes 25
I1.2.7 Service Asset and Configuration Management .............cccccceurenreseseresrisesessesensens 28
(S B T T B R R e ey A SRR OO UO I S o 33
29 ABRISIETIBIED .o oviiiia s sosviiviisosiRoRuns s saasss as s s bTa s besas s an s isansssontssshss 34
i T T Y e N A S S e O e S S 35
LR DT SR e S e M T S 35
B2 02 N ot QB NANIRRE oo ovsiaisissiosunsissseiissasimsismssusammisassisonssaibosssastoss 37
BAR I METODOLOGE PENBEETIMIN .0 st sovmmmsinssesmaisssmmsids e 38
& L T T S R e S U D SR S 38
111.2 Sistexnatikn Pemocalmny MISSRIAN ... ..........comimmmmmmmsmsmsisssmnssssssissassassnssnsonsis 40
ity T S T R e R SRty L. € O PR 41
L IR v il T ittt st b Rt P s R R S e i ersis i s aivnsonnions 41
el R T S G S IO e e 42
HE2 R TR . e RS 42
TR.2°5 TaBap ECIMDNIIN ... .o it ibsmnasmrsssps it iombonasssieosspnsrsss casss imanssosisirsioniosss 42
BAB IV PENGUMPULAN, PENGOLAHAN, DAN ANALISIS DATA.........ccocvecrennnen 43
LA R L T T S e Rt eSO g RSN iy NS 43
N L N RN U T s e TR e e TR D s AN ot 43
IV 12 Teuik Ponmumpolns DI .....co.....ccaimmsinesssisssimsssisissimssimiisissmisns et
B T T T R S S SO = Mo XSS TS sSSP A 45
IV 2. Doakripbl ek TOROHORN ... oo somitimaiaba s it iy s i s i3 45
LA b T e IR R R S BRSSP S e e ) 47
IV 2.2 SRUKIE ORGRRIBIRL ... o ceonss inesonrrisocssssstnmmsssnasnsmsssansmassrmssns sasstvathssssrosattosusssonsn 48

viii



IV 2.4 Proses BisnistEayanan T . - c it i i sommesiineeisssssonrvasnesssnasnss 49
Lo 55T S R YN U0 s A Ot SO o N St O 56
IV I3 D ARSI BOMBIEUSBAC TR . oo riiaisinisionsns s niasoisns s s s A sssasisiaae 56
V3.2 AnalisiSICONAISITRAIGCT. i oot o vonssse s sirvasss oo aeaissdosaress 72
IV 4 ANANSISADIKABI. i ot s s Teia e es s ns e no R RS s dan soa R s 7k
BAB V PERANCANGAN DAN ANALISIS HASIL .......ccccccmsmimsusasssissssssissiassssinsass 78
b TR DRI R S RN A Rl S e U B e S M S 78

b L e e e N S e A S e e et 78
V..172 Prosedur dan ISR KOTIR ... . iove.osisiovmemsssssssivsssssisstssssossismnsnsavessobonsisnstosssstesnes 82

V.2 Sumber Daya Manusia dan OTganisasi ..............eceeueervsreesesreseensscssesesaesenessesesaesenens 87

Sumber daya manusia (SDM) dan organisasi merupakan aspek penting dalam

perencanaan PengimpPICMCTIARIANL .- .t vui i i i svesiosnistesvines st rssutssssensansvisshassossanssns 87
V2.1 SuoERr KB BT . ... smminmimmm i oo s snsiks 87

N RN RO e cxprisonss ST s e e s e s s s i 105
BAB VI KESIMPULAN DAN SERAN ....cccoiiimmiassosivisosssisssssomiimasneississesimsisosumsss 107
b f LT RGeS N SR e AT - UL A O S Bt 107
v SRR i M R S SN, RO RS B - Se-os, J- 107



