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Abstract

Event management can be defined as useful information in usual or unusual
incident and sustain business growth in organization. Time and knowledge are required
in preliminary event resolution, especially without guidance of expert in the field. This
paper presented important problem solving skill in two aspects for dealing with a
variety of concerns. The first aspect used the Information Technology Infrastructure
Library (ITIL) Framework in the Incident Management Process Framework. The second
developed a prototype to examine resolved previous events using Ontology Technology

and subsequently web applications were developed and used in incident analysis. The
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events were compared in two variables, a month with Ontology Technology, and
another month without. Results indicated that implementing Ontology Technology
took shorter time and reduced risk in unusual incidents supported by the Information

Technology Infrastructure Library (ITIL) Framework

Keywords: management, unusual incident, information technology infrastructure
library (ITIL) framework
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Figure 1 Research method
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Figure 2 Core component of the ITIL Version 3 process, This work is specific to
Incident Management (as indicated by the arrow).

(Office of Government Commerce, 2007)
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Figure 3 Design a framework designed by ITIL
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Figure 4 The process of creating semi-automatic Ontology (Theeravis, 2014)
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Figure 5 Incident Ontology structure designed for use in the system
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Ontology MuAIWY 5 (Figure 5) Inagdl Incident class, Incident Mode class, resolve incident
class, Incident type class, Hardware class, Network class, Software class, Priority class g
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Figure 6 Screen for open incident
Remark 1) Display the request Incident
2) Select the Resolve Incident status in “Option” field
3) Press “Search Old Incident” button for incident searching
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Figure 7 Screen for Sematic Ontology Incident Search

Remark 1) Select the Incident condition for incident searching

2) Result from incident searching
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Table 1 Comparison between non-ITIL companies and companies using ITIL in a 7-day

workflow
Duration No ITIL Implemented ITIL Implemented
(Minute) Times Percentage Times Percentage
The events <10 26.00 46.43 44.00 73.33
happened before 10-60 19.00 33.93 9.00 15.00
> 60 11.00 19.64 7.00 11.67
Total 56.00 100.00 60.00 100.00
The event never < 10 1.00 3.13 9.00 36.00
happened 10-60 13.00 40.63 10.00 40.00
> 60 18.00 56.29 6.00 24.00
Total 32.00 100.00 25.00 100.00
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