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RESUMEN

La investigacion describe la construccion de un Sistema web para la gestion de
incidencias basado en ITIL V.3 en la empresa Analisis Clinicos ML S.A.C, debido
a que la situacion inicial de la empresa presentaba deficiencias frente al
tratamiento de incidencias de TI. Por consiguiente el objetivo de investigacion
consistid en determinar la influencia de un sistema web para la gestiéon de

incidencias basado en ITIL V.3 en la empresa Analisis Clinicos ML S.A.C.

Se presenta iniciando con las teorias relacionadas de la gestion de incidencias
basado en las buenas practicas de ITIL V.3, arquitectura del sistema web, asi
como el marco de trabajo aplicado su desarrollo. Asi mismo se emple6 SCRUM
durante sus fases para el desarrollo de software, por ser la metodologia mas
valorada a través del juicio de 3 expertos de acuerdo a las necesidades y fases
del proyecto. El software se desarrolld6 basado en el lenguaje y arquitectura Java
Web, apoyada con la maquetacion y disefio de interfaces mediante

Html/bootstrap, y validadas en JavaScript. La base de datos aplicada en MySq|.

Se elaboré con el tipo de investigacion fue aplicada- experimental, disefio Pre-
experimental y enfoque cuantitativo. Asi mismo la poblaciéon se determind en 195
incidencias registradas las cuales se aplicaron para los dos indicadores de
estudio. El tamafio de la muestra conformado por 130 incidencias, estratificadas
en 20 dias y agrupadas en fichas de registro las cuales fueron validadas por

expertos y se determiné la confiabilidad de los datos con un valor por aceptable.

Finalmente el sistema web permitio incrementar el porcentaje de incidencias
resueltas dentro del plazo acordado de 59.93% a un 86.20%, del mismo modo se
redujo el porcentaje de incidencias re categorizadas del 58.29% al 24.42%. Asi
mismo, gracias a los resultados descritos se pudo afirmar que el sistema web
mejora la gestion de incidencias basada en ITIL V.3 en la empresa Analisis
clinicos ML S.A.C.

Palabras Clave: Software, Gestidon de servicios TI, ITIL V.3, Scrum, Java web



ABSTRACT

The research describes the construction of a web system for the management of
incidents based on ITIL V.3 in the company Analisis Clinicos ML S.A.C, due to the
fact that the initial situation of the company presented deficiencies in dealing with
IT incidents. Therefore, the research objective was to determine the influence of a
web system for the management of incidents based on ITIL V.3 in the company
Andlisis Clinicos ML S.A.C.

It is presented starting with the related theories of incident management based on
good practices of ITIL V.3, architecture of the web system, as well as the
framework of work applied to its development. Likewise, SCRUM was used during
its phases for the development of software, since it is the most valued
methodology through the judgment of 3 experts according to the needs and
phases of the project. The software was developed based on the Java Web
language and architecture, supported by the layout and design of interfaces using

Html / bootstrap, and validated in JavaScript. The database applied in MySql.

It was elaborated with the type of research was applied- experimental, Pre-
experimental design and quantitative approach. Likewise, the population was
determined in 195 registered incidents which were applied for the two study
indicators. The sample size was made up of 130 incidences, stratified in 20 days
and grouped into record sheets which were validated by experts and the reliability

of the data was determined with a value of acceptable.

Finally, the web system allowed to increase the percentage of incidents resolved
within the agreed period from 59.93% to 86.20%, in the same way the percentage
of re-categorized incidents was reduced from 58.29% to 24.42%. Likewise, thanks
to the results described it was possible to affirm that the web system improves the
management of incidents based on ITIL V.3 in the company Clinical Analysis ML
S.A.C.

Keywords: Software, IT service management, ITIL V.3, Scrum, Java web
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