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ABSTRAK 

 

Nama Mahasiswa / NPM  : Khurrotul ‘Uyun / 21082010109 

Judul Skripsi  : Perancangan SOP Manajemen Insiden TI 

Menggunakan Framework ITIL V3 (Studi Kasus: 

Disdukcapil Kota Malang) 

Dosen Pembimbing   : 1. Siti Mukaromah, S.Kom., M.Kom. 

      2. Anita Wulansari, S.Kom., M.Kom. 

 

Perkembangan teknologi informasi mendorong pemerintah untuk meningkatkan 

layanan publik melalui sistem pemerintahan berbasis elektronik. Dinas 

Kependudukan dan Pencatatan Sipil (Disdukcapil) Kota Malang telah 

mengimplementasikan berbagai sistem informasi, seperti SIAPEL-TEGAS dan 

Lapor Pak, namun masih sering mengalami insiden TI yang mengganggu layanan. 

Berdasarkan data internal, tercatat sebanyak 83 insiden TI terjadi selama periode 

2022–2024, dengan sekitar 65% di antaranya tergolong sedang hingga tinggi dan 

berdampak pada lebih dari satu unit layanan. Saat ini, Disdukcapil Kota Malang 

belum memiliki Standar Operasional Prosedur (SOP) yang sistematis untuk 

menangani insiden TI, sehingga diperlukan rancangan SOP berbasis ITIL V3. 

Skripsi ini bertujuan untuk merancang SOP manajemen insiden TI yang sesuai 

dengan prinsip ITIL V3 untuk menangani insiden secara cepat, tepat, dan konsisten. 

Metode yang digunakan meliputi pengumpulan data melalui studi literatur dan 

wawancara, analisis kesenjangan antara kondisi eksisting dan kondisi ideal, serta 

perancangan dokumen SOP yang diuji melalui proses verifikasi dan validasi. Hasil 

skripsi ini berupa tiga dokumen SOP utama, yaitu SOP Identifikasi, Penanganan, 

dan Penutupan Insiden, beserta empat formulir pendukung dan satu panduan 

prioritas insiden. Seluruh dokumen telah diverifikasi dan divalidasi sehingga dapat 

digunakan sebagai pedoman resmi dalam proses manajemen insiden TI di 

Disdukcapil Kota Malang. 

 

Kata kunci: Manajemen Insiden, SOP, ITIL V3, Dinas Kependudukan dan 

Pencaatatan Sipil Kota Malang  
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ABSTRACT 

 

Nama Mahasiswa / NPM  : Khurrotul ‘Uyun / 21082010109 

Judul Skripsi  : Perancangan SOP Manajemen Insiden TI 

Menggunakan Framework ITIL V3 (Studi Kasus: 

Disdukcapil Kota Malang) 

Dosen Pembimbing   : 1. Siti Mukaromah, S.Kom., M.Kom. 

      2. Anita Wulansari, S.Kom., M.Kom. 

 

The development of information technology encourages the government to improve 

public services through electronic-based government systems. The Population and 

Civil Registration Office of Malang City has implemented various information 

systems, such as SIAPEL-TEGAS and Lapor Pak, but still often experiences IT 

incidents that disrupt services. Based on internal data, 83 IT incidents were 

recorded during the period 2022-2024, with around 65% of them classified as 

moderate to high and impacting more than one service unit. Currently, Population 

and Civil Registration Office of Malang City does not have a systematic Standard 

Operating Procedure (SOP) for handling IT incidents, so an ITIL V3-based SOP 

design is needed. This thesis aims to design an IT Incident Management SOP that 

complies with ITIL V3 principles to handle incidents quickly, precisely and 

consistently. The methods used include data collection through literature studies 

and interviews, gap analysis between existing conditions and ideal conditions, and 

designing SOP documents that are tested through a verification and validation 

process. The results of this thesis are in the form of three main SOP documents, 

namely the Incident Identification, Handling, and Closing SOPs, along with four 

supporting forms and one incident prioritization guide. All documents have been 

verified and validated so that they can be used as official guidelines in the IT 

Incident Management process at Population and Civil Registration Office of 

Malang City. 

 

Keywords: Incident Management, SOP, ITIL V3, Population and Civil Registration 

Office of Malang City. 
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