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Abstract

The purpose of this research is (1) to improve the work process of relevant personnel according
to ITIL standards and (2) to evaluate user satisfaction. In the study, object oriented principles are used for
system analysis and design using UML and Microsoft System Center architecture. From the study, it is
found that the system has clear guidelines for providing services. The situation and importance of the
work has also been considered. It can increase convenience, speed up and efficiency of work based on
the ITIL standard. The researcher conducted a survey of satisfaction with the developed system from the
sample of 60 people, whose users were satisfied at the highest level with an average score of 4.53 from 5

full score and standard deviations at 0.70.
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