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ABSTRAK 

 

Evaluasi Incident Management Sistem PLAVON Dispendukcapil Sidoarjo 

menggunakan Implementasi FMEA dan RCA berbasis Framework ITIL V4 

 

Oleh : 

Amanda Salsabila Nasution 

 

Sistem pelayanan via online (PLAVON) Dispendukcapil Sidoarjo telah 

mempermudah masyarakat dalam mengakses layanan administrasi kependudukan 

secara digital. Namun, berbagai insiden yang terjadi pada sistem tersebut 

menunjukkan perlunya evaluasi mendalam terhadap pengelolaan insiden yang ada. 

Penelitian ini bertujuan untuk menganalisis mode kegagalan menggunakan 

pendekatan Failure Mode and Effect Analysis (FMEA), mengidentifikasi akar 

penyebab insiden melalui Root Cause Analysis (RCA), serta mengukur tingkat 

kematangan dan kesenjangan praktik Incident Management berdasarkan kerangka 

kerja ITIL V4. Penelitian ini menggunakan pendekatan kualitatif deskriptif dengan 

teknik pengumpulan data berupa wawancara, analisis dokumentasi, dan observasi. 

Hasil penelitian menunjukkan terdapat 9 temuan insiden, terdiri dari 3 insiden 

dengan kategori risk priority number (RPN) very high, 2 insiden high, dan 4 insiden 

moderate. Dari 3 insiden kategori very high, insiden dengan nilai RPN tertingginya 

berupa kegagalan pengiriman email hasil pengajuan layanan yang dibutuhkan 

pengguna dalam waktu dekat, dengan skor RPN sebesar 486. Ketiga insiden dengan 

kategori very high yang menjadi prioritas utama dalam pemberian rekomendasi 

perbaikan. Selain itu, tingkat kematangan pengelolaan insiden pada unit kerja 

Pengelolaan Informasi Administrasi Kependudukan (PIAK) masih berada pada 

Level 1 (Initial), sedangkan unit kerja Pemanfaatan Data dan Inovasi Pelayanan 

(PDIP) berada pada Level 2 (Managed), yang menunjukkan perlunya standarisasi 

dan peningkatan proses secara menyeluruh. Gap analysis menunjukkan bahwa unit 

PIAK memiliki nilai GAP sebesar 2,92, sedangkan unit PDIP sebesar 1,67, 

dibandingkan dengan tingkat kematangan ideal yang diharapkan instansi, yaitu 

Level 4 (Quantitative). Temuan ini menegaskan perlunya perbaikan mendalam 

khususnya pada unit PIAK agar mendekati kondisi yang diharapkan. Sehingga 

direkomendasikan perbaikan dalam aspek dokumentasi, pemantauan insiden, serta 

pengelolaan berbasis data. Penelitian ini memberikan dasar bagi pengembangan 

tata kelola insiden layanan publik digital secara lebih efektif dan berkelanjutan. 

 

Kata Kunci  : Manajemen Insiden, ITIL V4, RCA, FMEA, Tingkat Kematangan 
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ABSTRACT 

 

Evaluation of Incident Management System PLAVON Dispendukcapil Sidoarjo 

using FMEA and RCA Implementation based on ITIL V4 Framework 

 

By : 

Amanda Salsabila Nasution 

 

The online service system (PLAVON) of the Sidoarjo Population and Civil 

Registration Office has made it easier for the public to access digital administrative 

services. However, various incidents that have occurred in the system indicate the 

need for an in-depth evaluation of incident management. This study aims to analyze 

failure modes using the Failure Mode and Effect Analysis (FMEA) approach, 

identify the root causes of incidents through Root Cause Analysis (RCA), and 

measure the maturity level and gaps in Incident Management practices based on 

the ITIL V4 framework. This study uses a descriptive qualitative approach with data 

collection techniques including interviews, document analysis, and observation. 

The results of the study show there were 9 incident findings, consisting of 3 

incidents with a very high risk priority number (RPN), 2 high incidents, and 4 

moderate incidents. Of the 3 incidents categorized as very high, the incident with 

the highest RPN value was the failure to deliver email results of service requests 

needed by users in the near future, with an RPN score of 486. The three incidents 

categorized as very high were the top priority in providing recommendations for 

improvement. Additionally, the maturity level of incident management in the 

Population Administration Information Management (PIAK) unit is still at Level 1 

(Initial), while the Data Utilization and Service Innovation (PDIP) unit is at Level 

2 (Managed), indicating the need for standardization and comprehensive process 

improvement. The gap analysis shows that the PIAK unit has a GAP value of 2.92, 

while the PDIP unit has a GAP value of 1.67, compared to the ideal maturity level 

expected by the agency, which is Level 4 (Quantitative). These findings underscore 

the need for significant improvements, particularly in the PIAK unit, to bring it 

closer to the desired condition. Therefore, improvements are recommended in the 

areas of documentation, incident monitoring, and data-driven management. This 

research provides a foundation for the development of more effective and 

sustainable governance of digital public service incidents. 

 

 

Keywords : Incident Management, ITIL V4, FMEA, RCA, Maturity Level. 
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