DAFTAR PUSTAKA

Ayachitula, N., Buco, M., Diao, Y., Maheswaran, S., Pavuluri, R., Shwartz, L., et
al. (2007). IT Service Management Automation A Hybrid Methodology
to Integrate and Orchestrate Collaborative Human Centric and
Automation Centric Workflows. Service Computing IEEE International
Conference.

Beck, K. (2000). Extreme Programming Explained: Embarce Change. Addison-
Wesley. Addison-Wesley Professional.

Bordley, Robert F. (2001). Integrating GAP Analysis and Utility Theory in
Service Research ( diakses dari alamat bordley.prg/mpe/quality4.pdf).
Journal of Service Research, 3.4, 300:309.

Boundless. (2013). The GAP Modek.

Elephant Pink. (2008). The Benefits of ITIL.

Frank, C. (2008). ITIL: a framework for managing digital library services. OCLC
Systems & Services.

Geambasu, C. V. (n.d.). BPMN VS UML ACTIVITY DIAGRAM FOR BUSINESS
PROCESS MODELING. Accounting and Management Information
Systems.

Haviluddin. (2011). Memahami Penggunaan UML (Unified Modelling Language).
6(1).

Herliana, W., & Achmad, A. (2012). Desain Manajemen Service Desk Layanan
Jaringan Pemerintahan menggunakan kerangka kerja ITIL. ITS Paper.

Highsmith, J. (2002). Extreme Programming: Agile Project Management
Advisory Service Whitepaper. Cutter Consortium.

Indrajit, R. (1999). Teknik Analisa GAP Pengembangan Teknologi
Informasi(n.d).

Jason, L. (2010). Pro PHP and jQuery. United States.
Kadir, A. (2011). Buku Pintar jQuery dan PHP. Yogyakarta: Mediakom.

Marc, W. (2006). Core Web Application Development with PHP anda MYSQL.

137



138

Muchsam, Y., Falahah, & Saputro, G. I. (2011). Penerapan GAP Analysis pada
Pengembangan Sistem Pendukung Keputusan Penilaian Kinerja
Karyawan(Studi Kasus:PT.XYZ). Seminar Nasional Aplikasi Teknologi
Informasi.

Nabiollahi, A., & Sahibuddin, S. (2008). Considering Service Strategi in ITIL V3
as a Framework for IT Governance.

OGC. (2007). Service Design. United Kingdom: The Stationary Office.

Octaviani, P. D. (2010). Menjadi Proggramer Jempolan Menggunakan PHP.
Jakarta Yogyakarta: Mediakom.

OGC. (2007). ITIL V3 Service Operation. United Kingdom: The Stationary
Office.

Orand, B. (2011). Foundation of IT Service Management with ITIL. USA:
ITILYaBrady.

Permana, Nendar, A., & Jaka Sembiring, Y. (n.d.). Perancangan dan Implementasi
Service Desk Menggunakan ITIL V3 untuk Perguruan Tinggi.

Pressman Robert, S. (2010). Software Engineering: A Practitioner's Approch
(Vol. Seventh Edition). Newyork: McGraww-Hill.

Riley, & Karen, E. (2002). Method for Implementing Service Desk Capability.
U.S. Patent.

Rudd, C. (2004). An Intriductory Overview of ITIL. United Kingdom: ITSMF,
Ltd.

Santoso. (2009). Perancangan Standarisasi Pengembangan Slstem Informasi Pada
Perusahaan atau Institusi Pendekatan Model Information Technology
Infrastructure Libraray.

Sugiyono. (2013). Metode Penelitian Kuantitatif, Kualitatif dan R&D. Bandung:
Alfabeta.

Syafi, M. (2005). Panduan Membuat APlikasi Database dengan PHP5, MYSQL,
PostgreSQL, Oracle. Andi Publisher.

Tarmuji, A. (2008). Tinjauan Umum Tentang Helpdesk dan Framework terkait.
Jurnal Informatika Vol 2.no.1.



139

Tohari, H. (2014). Analisa Serta Perancangan Sistem Informasi Melalui
Pendekatan UML. Yogyakarta: ANDI.

Zhang, Y., Zhang, & Jdan Chen, J. (2013). Critical Success Factors in IT Services
Management Implementation.Service Sciences (ICSS), International
Conference on. IEEE.



