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ABSTRAK 

 

Penelitian ini bertujuan untuk menganalisis pengelolaan layanan TI (IT 

Service Management) dalam konteks organisasi menggunakan framework ITIL v3 

(Information Technology Infrastructure Library version 3). ITIL v3 adalah sebuah 

kerangka kerja yang telah diterima secara luas untuk mengelola layanan TI yang 

efisien dan efektif. Penelitian ini melibatkan analisis terhadap implementasi ITIL 

v3 dalam organisasi untuk memahami dampaknya terhadap efisiensi operasional, 

perbaikan kualitas layanan, dan kepuasan pelanggan. Metode penelitian 

melibatkan pengumpulan data melalui kuesioner, wawancara, observasi, dan 

analisis dokumen terkait praktik ITIL v3 yang diterapkan dalam organisasi. 

penelitian ini juga akan membahas kendala yang mungkin dihadapi dalam 

menerapkan ITIL v3 dan memberikan rekomendasi untuk perbaikan. Dengan 

memahami bagaimana ITIL v3 dapat membantu organisasi meningkatkan 

efisiensi dan kualitas layanan TI, organisasi dapat meningkatkan daya saing 

mereka di pasar yang semakin kompetitif. 

Kata Kunci : IT Service Management, framework ITIL V3, Service Operation. 
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ABSTRACT 

 

This research aims to analyze the management of IT services (IT Service 

Management) in the organizational context using the ITIL v3 framework 

(Information Technology Infrastructure Library version 3). ITIL v3 is a widely 

accepted framework for efficiently and effectively managing IT services. The study 

involves an analysis of the implementation of ITIL v3 within the organization to 

understand its impact on operational efficiency, service quality improvement, and 

customer satisfaction. The research methodology includes data collection through 

questionnaires, interviews, observations, and analysis of documents related to 

ITIL v3 practices applied in the organization. Additionally, the study will address 

potential challenges in implementing ITIL v3 and provide recommendations for 

improvement. By understanding how ITIL v3 can help organizations enhance 

efficiency and quality of IT services, organizations can improve their 

competitiveness in an increasingly competitive market. 

Keywords: IT Service Management, ITIL V3 framework, Service Operation. 
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