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ABSTRAK

Penelitian ini merumuskan strategi optimasi tata kelola End User Devices (EUD) berbasis
ITIL 4 untuk mendukung efisiensi operasional dan keberlanjutan layanan teknologi
informasi pada institusi keuangan publik. Penelitian menggunakan mixed methods
sequential explanatory dengan menganalisis 888 tiket ITSM tahun 2025; setelah validasi
dan cleansing, 627 tiket comparable menjadi basis analisis utama, dilengkapi wawancara
semi-terstruktur terhadap sembilan informan dan telaah dokumen. Hasil menunjukkan SLA
Response Compliance 97,14%, SLA Resolution Compliance 74,68%, median waktu
pemulihan 72,33 jam, dan Core Data Completeness 72,80%. Perbedaan waktu pemulihan
berdasarkan lokasi dan kategori perangkat signifikan dengan effect size kecil, sedangkan
perbedaan antara tiket dengan dan tanpa backup belum memperoleh dukungan statistik
pada taraf 5%. Integrasi temuan menunjukkan bahwa tingkat pemenuhan response agregat
yang lebih tinggi daripada resolution tidak dengan sendirinya merepresentasikan
kapabilitas pemulihan end-to-end; pemulihan juga dipengaruhi kesiapan dukungan,
kontinuitas, vendor, kualitas data, dan lifecycle perangkat. Secara konseptual, temuan
menegaskan efisiensi layanan sebagai profil governance capability yang perlu dibaca
melalui response, recovery, auditability, dan continuity secara terpadu. Sintesis evidence
tersebut menghasilkan Governance Optimization Model lima lapisan sebagai arah
reconfiguring tata kelola yang bersifat rekomendatif dan memerlukan evaluasi
pascaimplementasi.

Kata kunci: End User Devices, ITIL 4, efisiensi operasional, tata kelola EUD, Governance
Optimization Model
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ABSTRACT

This study formulates an ITIL 4-based End User Device (EUD) governance optimization
strategy to support operational efficiency and sustainable information technology services
in a public financial institution. A sequential explanatory mixed methods design was
applied to 888 ITSM tickets recorded in 2025; after validation and cleansing, 627
comparable tickets formed the main analytical dataset, complemented by semi-structured
interviews with nine informants and document review. The results show 97.14% Response
SLA compliance, 74.68% Resolution SLA compliance, a median service recovery time of
72.33 hours, and 72.80% Core Data Completeness. Recovery time differed significantly
by service location and device category with small effect sizes, while the difference
between tickets with and without backup units was not statistically supported at the 5%
level. The integrated findings indicate that higher aggregate response compliance than
resolution compliance does not by itself represent end-to-end recovery capability; recovery
also depends on support readiness, continuity mechanisms, vendor coordination, data
quality, and device lifecycle. Conceptually, the study positions service efficiency as a
multidimensional governance capability that should be assessed through response,
recovery, auditability, and continuity. The evidence synthesis produced a five-layer
Governance Optimization Model as a recommendation-oriented direction for governance
reconfiguration that requires post-implementation evaluation.

Keywords: End User Devices, ITIL 4, operational efficiency, EUD governance,
Governance Optimization Model
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