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INTISARI

Penelitian ini bertujuan untuk menganalisis dan mengevaluasi kinerja
layanan /T Support di PT Royal D'Paragon Land dengan menerapkan framework
Information Technology Infrastructure Library (ITIL). Framework ini bertujuan
untuk meningkatkan efisiensi operasional layanan IT, dengan memastikan bahwa
layanan tersebut mendukung kebutuhan bisnis secara efektif dan memberikan

kontribusi positif bagi perusahaan.

Metode penelitian yang dilakukan adalah pengumpulan data melalui
observasi langsung dan wawancara dengan tim /7" Support di PT Royal D'Paragon
Land. Data yang diperoleh kemudian dianalisis berdasarkan beberapa komponen
utama [7T1L, meliputi Incident Management, Service Level Management, Problem

Management, Change Management, dan Capacity Management.
Hasil penelitian ini diharapkan dapat memberikan rekomendasi yang
relevan untuk meningkatkan efisiensi layanan /7" Support di perusahaan, serta

membantu organisasi dalam mengoptimalkan kinerja sistem IT yang dimilikinya.

Kata kunci: /1 Support, Helpdesk, Manajemen T1, Layanan, Efisiensi.
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ABSTRACT

This research aims to analyze and evaluate the performance of IT Support
services at PT Royal D'Paragon Land by applying the Information Technology
Infrastructure Library (ITIL) framework. This framework aims to improve the
operational efficiency of I1 services, by ensuring that they support business needs

effectively and make a positive contribution to the company.

The research method involves collecting data through direct observation
and interviews with the IT Support team at PT Royal D'Paragon Land. The data
obtained was then analyzed based on several main components of ITIL, including
Incident Management, Service Level Management, Problem Management, Change

Management, and Capacity Management.

The vresults of this research are expected to provide relevant
recommendations to improve the efficiency of IT Support services in the company,

as well as assist organizations in optimizing the performance of their IT Systems.

Keyword: /1 Support, Helpdesk, 1T Management, Service, Eficiency.
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