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ABSTRAK 

Nama : Mochammad Rizky Aditiyan 

NIM : 41816110194 

Pembimbing TA  : Nurullah Husufa, ST, MMSI 

Judul  : Sistem Informasi Ticketing Service Management 

(Studi Kasus: PT. Sigma Cipta Caraka) 

 

Saat ini, perkembangan teknologi informasi berkembang sangat cepat dan pesat. 

Perkembangan ini ditandai dengan adanya berbagai macam teknologi yang banyak 

dipergunakan oleh suatu instansi, khususnya dalam bidang informasi dan 

pengolahan data dengan menggunakan media komputer sebagai alat bantunya. 

Corporate Information System (CIS) adalah working unit pada PT. Sigma Cipta 

Caraka yang bertugas untuk mengintegrasikan semua aplikasi internal agar 

tersentralisasi dan lebih mudah dikelola. Pada working unit CIS terdapat divisi IT 

Operation & Service Management yang menangani  incident ataupun request dan 

proses ini belum terintegrasi dengan sistem. Dampak dari belum terintegrasinya 

sistem yaitu user merasa kesulitan dalam memantau incident atau request yang 

sudah dilaporkan. Framework Information Technology Infrastructure Library 

version 3 (ITIL v3) digunakan dalam mengembangkan sistem Ticketing Service 

Management dengan bahasa pemrograman PHP native, serta database Oracle 10g 

XE. Sistem yang telah dirancang dan diimplementasikan memfasilitasi proses 

pencatatan incident atau request terkait dengan pembuatan ticket, proses monitoring 

SLA (Service Level Agreement), serta menghitung KPI (Key Performance 

Indicator) dalam penanganan ticket. 

 

Kata kunci: 

Framework ITIL V3, Key Performance Indicator, Service Level Agreement, 

Ticketing Service Management, PHP Native. 
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ABSTRACT 

Name : Mochammad Rizky Aditiyan 

Student Number : 41816110194 

Counsellor : Nurullah Husufa, ST, MMSI 

Title  : Sistem Informasi Ticketing Service Management 

(Studi Kasus: PT. Sigma Cipta Caraka) 

 

At the present, the growth of information technology is developing very fast and 

rapidly. This growth is marked by the existence of various kinds of technology that 

are widely used by an business, especially in the sector of information and data 

processing using computer media as a tool for help. Corporate Information System 

(CIS) is a working unit at PT. Sigma Cipta Caraka whose job is to integrate all 

internal applications to be centralized and more easily managed. In the working 

unit CIS there is an IT Operation & Service Management division that handles 

incidents or requests and this process is not yet integrated with the system. The 

impact of the system not being integrated is that users find it difficult to monitor 

incidents or requests that have been reported. Framework Information Technology 

Infrastructure Library version 3 (ITIL v3) was used in developing the Ticketing 

Service Management system with PHP native programming language, as well as 

the Oracle 10g XE database. The system that has been designed and implemented 

facilitates the process of recording incidents or requests related to ticketing, the 

SLA (Service Level Agreement) monitoring process, and calculating KPI (Key 

Performance Indicator) in ticket handling. 

 

Key words: 

 Framework ITIL V3, Key Performance Indicator, Service Level Agreement, 

Ticketing Service Management, PHP Native. 
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