
   

 

xii 

 

DAFTAR TABEL 

Tabel II-1 Penelitian Terdahulu 1 ......................................................................... 8 

Tabel II-2 Penelitian Terdahulu 2 ......................................................................... 9 

Tabel II-3 Penelitian Terdahulu 3 ......................................................................... 9 

Tabel II-4 Penelitian Terdahulu 4 ....................................................................... 10 

Tabel II-5 Penelitian Terdahulu 5 ....................................................................... 11 

Tabel II-6 Perbandingan Framework .................................................................. 14 

Tabel III-1 Data Primer ....................................................................................... 34 

Tabel III-2 Data Sekunder................................................................................... 35 

Tabel IV-1 Service Catalog ITSM Diskominfo Kota Bandung ......................... 43 

Tabel IV-2 Kondisi Eksisting Incident Management ......................................... 46 

Tabel IV-3 Kondisi Eksisting Problem Management ......................................... 48 

Tabel IV-4 Scoring Table ................................................................................... 50 

Tabel IV-5 Komponen Tingkat Assessment ....................................................... 50 

Tabel IV- 6 Standar Score Assessment ............................................................... 51 

Tabel IV-7 Process Assessment Incident Management ...................................... 52 

Tabel IV-8 Hasil Process Assessment Incident Management ............................. 55 

Tabel IV-9 Process Assessment Problem Management ..................................... 56 

Tabel IV- 10 Hasil Process Assessment Problem Management ......................... 59 

Tabel V-1 Gap Analysis Incident Management .................................................. 61 

Tabel V-2 Gap Analysis Problem Management ................................................. 62 

Tabel V-3 Non-Conformance People Aspect ...................................................... 64 

Tabel V-4 Non-Conformance Process Aspect .................................................... 66 

Tabel V-5 Non-Conformance Technology Aspect .............................................. 68 

Tabel V-6 Non-Conformance People Aspect ...................................................... 70 

Tabel V-7 Non-Conformance Process Aspect .................................................... 71 

Tabel V-8 Non-Conformance Technology Aspect .............................................. 72 

Tabel V-9 Rekomendasi Roles Incident Management ........................................ 77 

Tabel V-10 Rekomendasi Responsibility Incident Management ........................ 78 

Tabel V-11 Rekomendasi Skills & Awareness Incident Management ............... 81 

Tabel V- 12 Rekomendasi Policy Incident Management ................................... 84 

Tabel V-13 Rekomendasi Record Incident Management ................................... 85 



   

 

xiii 

 

Tabel V-14 Dokumen Kategori dan Kode Kategorisasi Insiden ........................ 85 

Tabel V-15 Dokumen Survei Kepuasan Pelanggan ............................................ 86 

Tabel V-16 Rekomendasi Tools Incident Management ...................................... 87 

Tabel V-17 Rekomendasi Roles Problem Management ..................................... 90 

Tabel V-18 Rekomendasi Responsibility Problem Management ....................... 91 

Tabel V-19 Rekomendasi Skills & Awareness Problem Management ............... 93 

Tabel V-20 Rekomendasi Tools Problem Management ..................................... 97 

Tabel V-21 Perancangan Roadmap Incident Management................................. 98 

Tabel V-22 Perancangan Roadmap Problem Management .............................. 100 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  


