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RESUMEN

La presente investigacion es con el fin de adquirir el titulo profesional de ingeniero
de sistemas, esto comprende la: Implementacion de la Gestion de Problemas
mediante ITIL 4 y su integracion con Microsoft Teams en la empresa Anida Latam,
conlleva como objetivo general determinar la influencia de ITIL 4 para la gestion de
problemas y su integracién con Microsoft Teams en la empresa Anida Latam, en la
cual comprende con la mediciéon de 3 indicadores: numero total de problemas,
porcentaje de problemas graves, porcentaje de problemas resueltos , para realizar
la implementacion de itil 4 con la integracién de Microsoft Teams se basé en sus
buenas practicas de gestion de servicios de Tl ,esto ademas de realizar una
reingenieria de sus procesos, diagramas de Ishikawa, mapeo de procesos, analisis
de infraestructura y tecnologia. La implementacion de Itil 4 con la integracion de
Microsoft Teams tiene como producto final: para su primer indicador namero total
de problemas en la gestién de problemas se obtuvo un resultado final en su pre-
test sin la implementacion una media de 3,6% y con la implementacion una media
de 0,43% existiendo asi una disminucion favorable del 3,17% para su primer
indicador, y para el porcentaje de problemas graves se obtuvo una media de
18,22% en su pretest y para el post test un 0,0% lo que se infiere una disminucion
favorable del 18,22% para la reduccién de su segundo indicador, finalmente para
el 3er y ultimo indicador porcentaje de problemas resueltos se obtuvo una media
en el pretest de 19,94% y para su Post test una media del 90,27% lo cual nos indica
un aumento venturoso del 70,33% para la resolucion de problemas dentro del
tiempo acordado.

Palabras clave: Gestion de problemas, Microsoft Teams, ITIL 4.
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ABSTRACT

The present investigation is in order to acquire the professional title of systems
engineer, this includes: Implementation of Problem Management through ITIL 4 and
its integration with Microsoft Teams in the company Anida Latam, the general
objective is to determine the influence of ITIL 4 for problem management and its
integration with Microsoft Teams in the Anida Latam company, in which it includes
the measurement of 3 indicators: total number of problems, percentage of serious
problems, percentage of solved problems, to carry out the implementation of itil 4
with the integration of microsfot teams was based on their good IT service
management practices, this in addition to reengineering their processes, Ishikawa
diagrams, process mapping, infrastructure and technology analysis. The
implementation of Itil 4 with the integration of Microsoft Teams has as a final product:
for its first indicator total number of problems in problem management, a final result
was obtained in its pre-test without the implementation an average of 3.6% and with
the implementation an average of 0.43%, thus existing a favorable decrease of
3.17% for its first indicator, and for the percentage of serious problems an average
of 18.22% was obtained in its pretest and for the post test a 0.0%, which infers a
favorable decrease of 18.22% for the reduction of its second indicator, finally for the
3rd and last indicator, percentage of solved problems, an average of 19.94% was
obtained in the pretest and for its posttest an average of 90.27% which indicates a

successful increase of 70.33% for solving problems within the agreed time.

Keywords: Problem management, Microsoft Teams, ITIL 4.
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