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ABSTRACT

IT SYSTEM DESIGN FOR A DIGITAL BUSINESS PLATFORM IN THE
HOMESTAY SECTOR: A CASE STUDY IN CILANDAK, SOUTH JAKARTA
USING ITIL 4

By

Rifki Danu Rendradi
Dr. Ir. Mohammad Achmad Amin Soetomo, M.Sc, Advisor
Dr. Ir. Maulahikmah Galinium, S.Kom., M.Sc, Co-Advisor

SWISS GERMAN UNIVERSITY

Many homestays in Cilandak, South Jakarta still rely on manual booking and payment,
which caused some errors, inefficiency, and low customer satisfaction. This research
aims to design an IT based digital business platform tailored to growing need, especially

amid the digital transformation.in.micro

all hospitality. bus&@ess, the study adopts
ITIL 4 as a core framework to gu1 ng and development of service oriented
and quality IT system:" Through the research identifies operational
challenges and servicejimprovemen homestay sector. The methods are
integrating service design principle and pr ping to create an IT system design,
ensure propose platform aligning with business goals and tenant expectations. The
results showing applying ITIL 4 can improve booking, payment, and customer
communication, lead to higher service quality, operational efficiency, and customer
satisfaction through validation and verification through Focus Group Discussion, based
on scoring 1-5 within 3 aspects, such as user interface, user experience and technical
and data verification.

Keywords: IT system design, Digital business platform, digital transformation, ITIL 4

framework, service quality, customer satisfaction
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