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AGT: The Rekanbaru City Investment and One-Stop Integrated Services Office (DPMPTSP) is one of the parts of the
@vgﬂ@e@ sector iffPekanbaru that handles matters related to investment, licensing and non-licensing services in an integrated
[gar‘ﬁe% Df_MPTSPnb\as one of the services, namely the Service Management Information System (SIMPEL) for licensing
aggrg and nonztjcensing services and is an important part of supporting the principles of good governance but does not yet
ﬁ%véa %n?__hmark thaf can be used as an evaluation to optimize services. This study aims to determine the level of capability of the
§r\6&"ce§\/|§aagement:|nformation System (SIMPEL) using COBIT 5 Deliver, Service, and Support (DSS) domains with 6 sub-
@Jn’ging ngmely DSS01, DSS02, DSS03, DSS04, DSS05 and DSS06. This research obtained the results of the recapitulation of the
capapilgy Evel of the Service Management Information System (SIMPEL) at DPMPTSP, which is at level 4 (Predictable) which
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Bear %’a@t this level the information system is well integrated and the service process is controlled and predictable.
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REREDUCTION

‘Fhegjeglopment of Information Technology (IT) plays a
\ery igiph@tant role in various sectors today. In the
gﬁvermﬁeri_sector, the technological revolution has moved
@vern B officials to prepare changes that can help
@provg_‘ b@reaucrati&) performance and improve services
tgward%t@ realization of good governance. The use of
ioform@io%’technoloﬁ‘y in the field of government is known
% (A@wgﬂy & Fifgti, 2025) electronic government (e-

ermger}'-g) or Efgctronic-Based Government System
g;BE)% = =

eAlesynin

e E-g@/eglment camconnect people's needs, businesses and
er a&tiv?ties suclfas helping people reduce costs and
\@iting:limes to get grvices from the government. With the
Risteng of E—goveQment, the public can get information
%‘out seii_vices more éfsily. (Aulia & Nerisafitra, 2024; Rusdy
&FlamBonita, 2023)<
5 The?;.?ekanbaru CRy Investment and One-Stop Integrated
$rvicex: Office (DRMPTSP) is one of the parts of the
g’ﬁvermﬁent sector ifRekanbaru that handles matters related
@investment, Iicengng and non-licensing services in an
iﬁtegra@d manner. DPMPTSP has several types of online-
based %rvices, one=of which is the Service Management
Inform%ion System§.SIMPEL) which is a digital solution
made f§ support tH€ smooth process of service to the
commuﬁ'ity, especially’in applying for permits. SIMPEL aims
to simpEfy the servicEflow, speed up the process and provide
easier gmd more trahsparent access for users. With this
system=he public cﬁ submit various applications such as

&E%W'C%DS: COBIT 5, DSS, IT governance, e-government, SIMPEL

business licenses and other administrative services online and
centrally. In addition, the Pekanbaru City DPMPTSP can also
monitor service performance effectively. (Capital and One-
Stop Integrated Services of the City of Pekanbaru & Radiani,
2025) (Licensing Services at the Investment Office and One-
Stop Integrated Services of Riau & Akhwany Province, 2025)

Maintaining service performance is the responsibility of
government agencies engaged in services. Decreased service
performance can be a sign of problems in IT so that it is
necessary to measure the level of capability to find out the
progress of the IT process that has been carried out and can
more easily find parts that need to be improved or improved.
SIMPEL in DPMPTSP as one of the service fields in
government agencies is an important part of supporting the
principles of good governance but does not yet have a
benchmark that can be used as an evaluation to optimize
services. Therefore, IT service level measurements are
needed to find out if the system is running as standard, detect
disruptions early and make timely repairs so that services are
not disrupted. (Damayanti & Manuputty, 2019)

Various frameworks have been used for service
performance measurement, one of which is COBIT 5. COBIT
5 is an IT governance and management framework for
measuring the quality of public services. COBIT 5 produces
comprehensive guidelines to align IT with government
business strategies and meet the needs of the community so
as to improve the efficiency and effectiveness of public
services. (Petrus I.S. Lemu et al., 2024)
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, Domain Deliver, Service and Support (DSS)
focus of this research. This domain was chosen
because it is directly related to the implementation of day-to-
E IT serwc& mclu.@ng service delivery, technical support

_Sp%a%naj man&gement. This system is used by the
wbg: @né} @vern&ent employees to access licensing
ser\%e‘@ s@tharellaty;lty and responsiveness of the service is
@rwmg)ogami Thrggigh the DSS domain, DPMPTSP can
@alﬂaté’ t&% gxtent I which IT services are successfully
ﬂp@r@gglsﬁ needs, both in terms of system availability,
gr\@emspgecgand guality of support for incidents and
wchﬁlcﬁ p@bgpms =
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@ Basel] & the series of studies in figure 1, it can be
rﬁscrlbéﬁ @ more detail as follows:
£ proffed Identificgtion
=) Th‘gs marks &],e beginning of the research process to
fmcﬁa formulafB the main problems to be researched.
Bas@ g1 the preSﬁ_ous background description, it can be
|derﬂ|flgd that th&re is no measurement of the level of
capéailﬂ to deteg‘-nine the extent to which the Service
Ma@g&tnent Inf&rmatlon System (SIMPEL) has run
optlglally and sugports an effective service process.
Datg,Collection g
In tEs stage, vargpus research activities are carried out,
inclgding: -
1. Sobservation
EObservatiorﬁs carried out by collecting information
directly to tigf DPMPTSP in order to understand the
mreal condlﬁns related to how the Service
HManagemer(ﬁlnformatlon System (SIMPEL) works,
mWho are the G8ers and the obstacles or existing needs.
2. mQuestlonnalg
@The prepargtion of questionnaire questions is
.-.adjusted to $ke activities contained in the Deliver,
BSerwce and%upport (DSS) domain consisting of 6
ﬁsubdomalns fter the questionnaire was compiled,
_the relevantﬁspondents were determined using the

‘nery e)sng NN u!zg gdue) undede >|m,ua
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RACI charts approach. This method is used to
facilitate the distribution of questionnaires and
identify the roles of each party, starting from those
who carry out their duties (Responsible), the main
accountant (Accountable), the advisor (Consulted)
and the recipient of information (Informed).
(Nurhuda et al., 2021)
3. Interview

The interview process was carried out with the
parties involved in the management of the system,
namely administrators or managers of SIMPEL,
service counter officers, technical teams and
helpdesk teams.

C. DSS Capability Level Analysis

All data that have been obtained from DPMPTSP related
to the Service Management Information System
(SIMPEL) are analyzed using the likert measurement
scale. This scale was used to analyze respondents' answers
from questionnaires created based on the COBIT 5
framework. All questions contained in the questionnaire
are made based on the Deliver, Service, and Support
(DSS) domain guidelines. Details of the likert scale values
are given in the following table (Amalia et al., 2020) .

Tables I. Likert scale

Answer Value
Strongly disagree 1
Disagree 2
Nervous 3
Agree 4
Strongly agree 5

Furthermore, the following formula is used to calculate
the overall questionnaire answers that have been carried out

¢ =2%x100%
JK

Information:

C = Questionnaire answer recapitulation

JK = Number of questionnaire answers

JR = Number of respondents

To calculate the value and capability level, the following

formula is used:

(NrxLO) + (NrxL1) + (NrxL2) + (Nrx L3) +
(NrxL4) + (NrxL5)

Nk =
r 100

Information:

Nk = Capability value

Nr = Recapitulation value
L = Level level (0-5)

After completing the calculation, a gap or difference will
be found between the level of capability obtained and the
level of capability that is expected or desired to be achieved.
So that later it can be analyzed to what extent the
(Kurniawan et al.,, 2023) current Service Management
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stem (SIMPEL) is in accordance with the
ected by the DPMPTSP.
Recommendations
ecommeﬁjatlo@are obtained based on existing gap
Iiecomﬁh'endatlons are made so that weaknesses
sgorabo'gnngs iontamed in the Service Management
f(ﬁmratloa Systgm (SIMPEL) can be identified and
%cﬁo incggase the current level of capability to be
Iiﬂecﬁntg'the I€yel of capability that DPMPTSP wants
aghlgle‘“
eﬁoqg searcg
r&ogs capgglllty level analysis has been carried out
Fae @yo Pgandika using COBIT 5 DSS domain. In
uay,g_t Wasifound that the problem was that the
@L&npun State  Administrative Court in the
|§grat|ve pr‘%%:ess of document archiving was still
d?.gut manuedly so that there was a forgetfulness in
mg data a@compiling documents which resulted
a gcumulatign and loss of documents. This research
an overgl result of 4.8 which means that it is at
ved E(Optlmlzed) information technology has been
? pgeq‘g and is used as an evaluation to improve
%rr@nce with the recommendation that the Bandar
npugy State Court must improve services to
Ié’h ers and convey the results of the measurement
Bagit is handled immediately so that document
iﬁ\/l@ is protected safely and is no longer done
ar[@al%/ (Thyo Priandika et al., 2020)
ZT% research was then conducted by M Rizky Astari
Sbilul Hasanah Islamic Boarding School (PPSH)
wh(Ee\B'Iuated the assessment of the PPSH information
sys@m-:usmg COBIT 5 DSS domain. The evaluation
obtﬁn@ the resulg8of the capability level DSS01, DSS02,
DS4BDSS05, BISS06 at level 1 and DSSO3 at level 2.
Thei’efcﬁe recon&endations are given to PPSH to make
guu@ln@as in marffiging documents and carrying out tasks
as v@ll@s monitogng every action related to COBIT 5 in
ord%t@achleve the desired targets. (M Rizky Astari &
Barﬁ)a% Sugianero, 2023)
mThe next regéarch by Daffa Igbal who conducted an
mfaﬁnatlon teclﬁology audit using COBIT 5 DSS
dongm at Stikyflank University Semarang aimed to
ensme that smart &mpus technology is managed properly
as @contrlbutlorbto achieving university goals. After
ana@sw and cal€tlation of the process, the capability
Iev@'of the DSS g%)mam as a whole is at level 2. At this
Iev@ the IT gove@ance that occurs in the smart campus
systgm of Stikuknk University as a whole has been
mar*gged well, b@some aspects still need improvement,
such as the need for the development of Standard
Opéfating Procedtires (SOP) that are in line with the
CO%IT 5 framewgrk. (Agselmora et al., 2022)
3The next reﬁarch was conducted by Novian Steven
on, %naly&s of @DBIT 5-Based Information Systems on
LT@ UKSW. Thiggresearch involved 3 resource persons
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using the same domain as the previous research, namely
DSS with all its sub-domains, namely 6 sub-domains.
Through this analysis, the results of the measurement of
the capability level are at level 1 (Performed Process)
which means that the process has been implemented well
and the goal has been achieved but is still far from the
expected level of 5. So that to be able to achieve the
desired level, it is necessary to make several
improvements such as doing regular documentation,
reviewing, recording and evaluating problems in the
continuity of business processes. (Steven et al., 2021)

I1l. RESULT AND DISCUSSION
A. Domain Deliver, Service, and Support (DSS)

Deliver, Service, and Support (DSS) is one of the five
domains in COBIT 5 that focuses on IT service management
and support. In E-Government, DSS plays an important role
in supporting quality IT services to improve public services.
DSS ensures that e-government services can run stably and
provide a good experience to users (Erizal et al., 2021;
Hamidah et al., 2024) .

The following conditions are currently occurring in the
Service Management Information System (SIMPEL) based
on the DSS sub-domain, namely:

1. DSS01 Manage Operation

The implementation of service SOPs has not been
carried out optimally and training for employees has
not been carried out related to rescue in emergencies.
In addition, the recording of events and the
identification of the level of information to be
recorded based on risk and performance
considerations have not been fully carried out.

2. DSS02 Manage Service Request and Incidents
Verification of service requests and service status
tracking are still not consistent and closures of service
incident requests that have been successfully resolved
have not been fully implemented.

3. DSS03 Manage Problems
Problem groupings have not been fully categorised
and reports to communicate progress in problem
resolution have not been done regularly.

4. DSS04 Manage Continuity
Analysis of business impact including reviewing
current business plans, continuities, operational
objectives and strategies is still not routinely
conducted.

5. DSS05 Manage Security Services
Data security has not been done more wisely and
robustly to ensure the security and confidentiality of
users are maintained.

6. DSS06 Manage Business Process Controls
Data classification, use, and security policies and
procedures have not been fully implemented to protect
information assets and preserve evidence of corrective
actions as future evaluation reports.
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rt Mapping

I Chart is a method for clearly and effectively
describing responsibility and involvement in a process
(Rsnal & Bitg 2026P. The RACI Chart is used to depict
r{%p%ﬂ%tgirﬁhe capability level questionnaire to be given.
'Ehegesgorﬁiegs inv@(ed were divided into 4 roles according
tgt@@\ﬁgiogp of thg RACI chart. The respondents involved
® trgs guc@ agountggl to 5 respondents including 1 head of
@e@i@, (§ ET staff; 1 service counter officer, 2 sub-
Ggo@irgtag &% appligation and network management. For
@r§d§ai§§, @u carisee the table below.

oo e =

NVI{FAISNS NI

q

0 855 8
= = 3 -~
Eais & 1£2%) Mapping
; gnd R of} Position
— o &
3 FALIE 2 o
o @e@o@ible o IT staff, Service counter officer
& ?c“(_i'pugtable 9 Sub-coordinator of application
§ e o 3 a) and network management
&’-%o@u&ed = Sub-coordinator of application
ol2 9 o] and network management
o = - -
o | $nf8nied 9 Head of licensing
e
= e =
% @_a@bgty Level Calculation Results
c Fog tgn a more readable questionnaire score, the scale
iﬁra:ﬁnd%d irst as listed in the following table:
S0
c O g =
ﬁb% E_E].gcaling rounding
3SFE wCgpability level Value Interval
® &0 =Non-existent 0-0,49
c =)
% §lzPerformed 0,50 - 1,49
S5 =29 Managed 1,50 — 2,49
§  [©3 3 Established 2,50 - 3,49
L [4ZPredictapfe 3,50 — 4,49
= 55 SOptimizggl 4,50 — 5,00
2 £ = )
c

wn

il %e%ription @ the table above is Level 0 (Non-
@(isteng, @eaning t@t the process has not been carried out
fBoroug§lySor is notTn accordance with the set objectives.
I;evel % ('Performe@ the process has started but the
iglplen_gntation is n@-yet orderly and inconsistent. Level 2

.anaggd), steps ha® been taken to manage processes more
&hfectivEly and corfistently. Level 3 (Established), the
&)cessgiescribed earHer is now applied to achieve the desired
Qitcome; Level 4 (Peedictable), the agency has achieved a
IBvel ofonsistency wnprocess results and continues to make
i?;lprov%tnents to iméove quality. Level 5 (Optimized), the

ency= achieves ghe best level of performance by
&ntinughsly improy}pg processes through learning and
innovapn  so as“go achieve continuous operational
excellegte. (July etil, 2021)

Frongthe results 0?6 calculation of the value analysis of
the capg"oility value @f'the Service Management Information
System@SIMPEL) inBPMPTSP on the DSS domain process

which g)hs 6 sub—doiains and a total of 38 processes, the
=7

ot
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results of the capitulation value of the capability level are
obtained as in the following table:

Table IV. Value of DSS capabilities

Domain Index Level Model level
capability capabilities
DSS 01 3,81 4 Predictable
DSS 02 3,55 4 Predictable
DSS 03 3,60 4 Predictable
DSS 04 3,65 4 Predictable
DSS 05 3,74 4 Predictable
DSS 06 3,67 4 Predictable
Average 3,67 4 Predictable

Based on Table IV, it can be seen that the results of each
process measured with a capability model using COBIT 5 are
at level 4, which means that the implementation of the
Service Management Information System (SIMPEL) in
DPMPTSP has run effectively and in accordance with good
governance standards.

D. Gap Analysis

Gap analysis is carried out after knowing the current level
of maturity (as is) and the expected level of maturity (to be)
to identify activities or improvements that need to be made by
the DPMPTSP to achieve the expected level. To find out how
big the gap is between the capability level target and the
capability level that has been achieved by the Service
Management Information System (SIMPEL) in DPMPTSP,
you can see the following table:

Table V. Gap Analysis
Process Capability Level
As is To be GAP

DSS 01
DSS 02
DSS 03
DSS 04
DSS 05
DSS 06

I N NN E I EES
g|ojo|o|a| o
L L T

Based on the results in the previous table, the average
current capability value (as is) is 3.67 with a capability level
of 4. Meanwhile, the condition to be achieved (to be) is level
5, so that the GAP value for the entire DSS process from
DSS01 to DSS06 is 1 which means that the performance of
services in the Service Management Information System
(SIMPEL) at DPMPTSP must make continuous improvement
efforts so that known errors do not occur again and are able
to reach the desired level.

E. Recommendations

To achieve the capability level process at level 5, which
is an optimized process, several recommendations are given
as follows:
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anage Operations

nt service SOP more clearly and in detail so
that services can be appropriate and not become
obnsjtaEfesﬁ.': in |@olving user requests and provide
: ;tpegogweztrainﬂfg to employees on rescue in case of
Qerfier n'%/ in t@;event of a fire or similar incident.

e Managespervice Request and Incident

'E'V‘g'ifg s@Vvice {ggguests and track service status so that
i’ysg_rséargget clgar information about the status of their
SfolowEUfs and—gomplaints and close service incident
3reﬁ.legts ﬁter the-incident is successfully resolved.
QDSS NBanagezRroblem

c «Q q . . .
%Gﬁaumnglssu%to make it easier to handle issues
gacﬁorainﬁ_ to their categories and creating reports to

128 e . .
xcorzlpr@ngzate progress in problem solving.
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Gimpact over tirrg and the consequences that may occur
:’frgnguch disggptions and regularly review current
:,btg_ings plans,aontinuities, operational objectives and
<stigtegies. =

D%S(g Manage Security Services

mr@e data security to ensure user security and
=Zoafigentiality, assign access rights to  sensitive
Qiasurllents and conduct regular reconciliation.

(& Manage Business Process Controls
gn@l@ent data classification, use, and security policies
Sarfg Brocedures to protect information assets and
" prgsee evidence of corrective actions as future
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Aﬂ_gr BnalyzingYand calculating  the DSS domain
Upabil'ﬁyé_level pilicess in the Service Management
lgform%io)ﬁ,rSystem @MPEL) in DPMPTSP using COBIT 5
\;ii;th 6 gutgdomainsffaamely Manage Operations (DSS01),
%anag@ sgrvice regdest and incidents (DSS02), Manage
oblerg- @8803), anage continuity (DSS04), Manage
Seuring s&vice (Dg805) and Manage business process
@ntrol@(DSSOG), thgXotal number of processes is 38. A total
& 141 guestions by i@erviewing 5 respondents, the results of
tise recg)itulation ofgthe level of capability of the Service
I@_anage?nent Information System (SIMPEL) at DPMPTSP
\ZEre ogtained, whicg was at level 4 (Predictable). At this
I&el, @3 informati6ft system is well integrated and the
%rvice ﬁrocess is corg’olled and predictable. It was found that
Jmap cgl to be ablg'_'-'to reach level 5 (Optimizing) so that
@MP'DESP must corinue to improve and optimize service
effecti\ﬁéhess by i@?easing the automation of service
process&s to reduceﬁ response time so that the goal of
improviag performargg is truly achieved and provides greater
benefitgo the comn@ity.
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