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PENGUKURAN PELAYANAN TEKNOLOGI INFORMASI 

PADA PT PERTAMINA (PERSERO) DENGAN 

MENGGUNAKAN METODE ITIL 2011 DOMAIN SERVICE 

OPERATION 

 

 

ABSTRAK 

Oleh: Rekha Bella Novia 

 

Kualitas pelayanan merupakan ukuran dari harapan pengguna kepada perusahaan 

dalam memenuhi kebutuhan dan keinginan serta ketepatan penyampaian layanan. 

Salah satu layanan yang dapat diberikan di dalam perusahaan terhadap pengguna 

yaitu layanan teknologi dan informasi. Layanan teknologi dan informasi dapat 

membantu perusahaan dalam menunjang operasional bisnis perusahaan. Maka dari 

itu, perusahaan perlu menerapkan ITSM (Information Technology Service 

Management) sebagai pendekatan operasional layanan teknologi dan informasi 

untuk menjaga kualitas layanan di dalam perusahaan. Adapun kerangka kerja yang 

berfokus pada penyedia layanan teknologi dan informasi yang bisa digunakan 

sebagai panduan yaitu kerangka kerja ITIL (information Technology Infrastructure 

Library). Penelitian ini dilakukan pada PT Pertamina (Persero) dikarenakan 

berdasarkan hasil wawancara yang dilakukan bahwa PT Pertamina (Persero) masih 

membutuhkan peningkatan pada pelayanan teknologi dan informasi dalam 

menunjang operasional bisnis perusahaan. Penelitian dilakukan dengan 

menggunakan kerangka kerja ITIL versi 2011 pada domain Service Operation 

dengan 5 proses di dalamnya yaitu Incident Management, Request Fulfillment, 

Event Management, Access Management dan Problem Management. Metode 

penelitian yang digunakan yaitu dengan wawancara dan kuesioner. Penelitian 

dilakukan berdasarkan tahapan penelitian dari (Gallegos, 2008) yang terdiri 5 

tahapan diantaranya perencanaan, pemeriksaan lapangan, pelaporan dan tindak 

lanjut. Sedangkan, untuk mengukur tingkat kematangan layanan teknologi dan 

informasi menggunakan model Maturity Level dengan syarat untuk level pada nilai 

dari tiap proses harus mencapai >85.5%. Berdasarkan hasil penelitian yang 

dilakukan terdapat 3 proses yang terhenti di level 1 yaitu Incident Management 

82,54%, Problem Management 79,08% dan Request Fulfillment 81,09%. 

Sedangkan proses Access Management 86,00% dan Access Management berhenti 

pada level 2 dengan nilai 77,23%. 

 

Kata Kunci: ITIL 2011, ITSM (Information Technology Service Management), 

Kualitas Pelayanan, Maturity Model. 
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MEASUREMENT OF CAPABILITY TECHNOLOGY 

INFORMATION SERVICE ON PT PERTAMINA (PERSERO) 

BY USING ITIL 2011 METHOD DOMAIN SERVICE 

OPERATION 

 

ABSTRACT 

Oleh: Rekha Bella Novia 

 

Service quality is a measurement from users’ hope to the company in fulfilling their 

needs and desires also service delivery accurancy. One of the services that company 

can give to the users are technology and information services.Technology and 

information services can help the company in supporting the company’s business 

operational. Therefore, the cimpany need to apply ITSM (Information Technology 

Service Management) as an operational approach of technology and information 

services to keep the service quality in the company. The framework that is focusing 

on providing technology and information services which can be used as a guide is 

ITIL framework (Information Technology Infrastructure Library). This research is 

conducted at PT Pertamina (Persero) because based on the interview it is found that 

PT Pertamina (Persero) still need an improvement on technology and information 

services in supporting the company’sn business operational. The research is 

conducted using the 2011 ITIL framework on Domain Service Operation with 5 

processes in it which are Incident Management, Request Fulfillment, Event 

Management, Access Management and Problem Management. The methodes that 

are used in this research are interview and quistionnaire. This research is conducted 

based on research steps by (Gallegos,2008), which consist of 5 steps such as the 

planning, the field checking, the report and the follow-up. Meanwhile, to measure 

the maturity level of technology and information services uses Maturity Level 

model which consist of 5 levels such as Level 0 Non-Existant Level, Level 1 Initial 

Level, Level 2 Repeatable Level, Level 3 Define Level, Level 4 Manage Level, 

Level 5 Optimized with condition to the level for the score of every process need 

to achieve >85.5%. Based on the research conducted there are three processes that 

is stopped at level 1 which is Incident Management with score 62.54%, Problem 

Management with score 79.08%, event management with score 85,40% and 

Request Fulfillment with score 81.09%. Meanwhile on the Access Management 

process achive 86.00% and Access Management is stopped at level 2 with score 

77,23%. 

Keywords: ITIL 2011, ITSM (Information Technology Service Management), 

Service Quality, Maturity Model. 
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