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The rapid development of technology has significantly altered the human
mindset in performing daily activities, one of which is the utilization of
information technology services. In Indonesia, the utilization of information
technology has become a widespread and vital necessity, prompting both the
government and private enterprises to implement and develop their
information technology services. The aim of using information technology is
to shorten the time and distance between entrepreneurs and customers. To
achieve this goal, Information Technology Service Management (ITSM) is
needed, especially in the telecommunication industry. A literature review,
which studies several case studies, is crucial to further understand the
effectiveness of ITSM itself. Based on that perspective in mind, this research
focuses on the role of ITSM and ways that the industry uses to determine its
level of performance. This research shows that the most used method in the
industry is by using maturity level models. Additionally, it is found that

utilizing ITSM, especially in service operation, helps telecommunication
industry to keep their competitive advantage in the market. With this research,
it is hoped that it will serve as a reference for certain industries, especially the
telecommunications industry.
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1. INTRODUCTION

The rapid development of technology has significantly altered the human mindset in performing daily
activities [1]. This is due to technology's ability to accommodate humans in accessing, processing, and storing
information with high speed and efficiency [2] [3]. The presence of information technology not only alters the
way we interact with the world [4] but also aids in significantly enhancing efficiency and productivity [5].
Moreover, technology utilization optimizes not only internal processes within organizations but also all
business processes and operational aspects as a whole [6]. The implications of these technological
advancements can be observed in the development and delivery of information technology services [7] [8], as
well as in the role information technology plays within organizations, from managing business processes to
interacting with potential customers and providing customer service [9]. In Indonesia, the utilization of
information technology has become a widespread and vital necessity, prompting both the government and
private enterprises to implement and develop their information technology services [10] [11]. This is evidenced
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by government policies related to the implementation of an electronic-based government system [12] [13] [14]
[15] and the continuous adoption of information technology by private enterprises within their business
processes [16].

The aim of using information technology is to shorten the time and distance between entrepreneurs
and customers [17], which can reduce the gap between demand and supply [18]. To achieve this goal,
management of IT services or what is known as Information Technology Service Management (ITSM) is
necessary. Additionally, ITSM also helps organizations in decision-making [19]. ITSM is a comprehensive
framework that assists IT service providers in enhancing service management practices and delivering value
to customers by improving service quality [20]. One of the most effective best practices from ITSM that has
been proven and is used internationally is ITIL (Information Technology Infrastructure Library) [21] [22] [23].
In its implementation, ITIL focuses on the continuous assessment and enhancement of the quality of IT services
in line with the needs of the organization and its customers [24]. Furthermore, ITIL also provides
comprehensive guidance for organizations in planning, implementing, and maintaining IT services to support
core business processes. Based on ITIL v3, the five domains within the service lifecycle as depicted in Figure
1 are as follows: (1) service strategy, which includes long-term strategic planning related to IT services aligned
with business needs and organizational goals, (2) service design, which includes the design of IT services
aligned with the service strategy, (3) service transition, which includes the development and change of IT
services with minimal risk and disruption, (4) service operation, which includes the management and
maintenance of IT services, and (5) continual service improvement, which includes continuous monitoring and
evaluation of IT services at all stages of the service lifecycle [25].

Continual
service
improvement

Service
strategy

Service
design

Figure 1. ITIL v3 Service Lifecycle [26]

Service operation is a domain that includes all operational-related aspects of IT services [27]. This
field focuses on how IT services are implemented and managed, ensuring the delivery of value to the audience
[28]. This domain is also used to improve all operational aspects related to management and IT service
operations and ensure that every service runs smoothly in accordance with all of the business needs [29]. The
scope of processes in service operation includes event management, incident management, request fulfilment,
problem management, and access management [30] [31]. It is essential to note that one of the most important
aspects in this domain is ensuring the seamless operation of all IT service components. In case of any
disturbance or problems arising in the services provided, not everyone is affected by it in the same way. Some
users might be unimpeded and able to use the services as if nothing ever happened, while others might not be
able to use it as they did before or lose access and completely cannot use the services that were once available
[32]. These problems are crucial aspects to consider, especially in the telecommunication industry, as they
could serve as a competitive advantage [33]. Unfortunately, not every company in the industry utilizes the ITIL
framework, resulting in unoptimized services given to the customer. An unoptimized service could cause
companies to lose their advantage and lose their place in the market [34].

Some research had shown that by utilizing ITIL framework, specifically service operation has become
one of the main reasons for survivability in the telecommunication industry [35]. One way to measure the
maturity of a service is by determining the value of the maturity level of every business process of the company
[36]. This measurement is done in order to find out how well the IT services perform and help organizations
to identify areas that might need improvement and to increase the maturity level to the highest possible level
[32] [37]. Each maturity level indicates the company’s ability to exploit and manage their IT services to achieve
their business goals [38]. According to ITIL v3, maturity level consists of six main levels: (1) level zero or
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non-existent maturity level, (2) level one or initial maturity level, (3) level two or repeatable maturity level, (4)
level three or defined maturity level, (5) level four or managed maturity level, and (6) level five or optimized
maturity level [39]. Each of the mentioned levels possesses unique characteristics and requires a different type
of analysis to help organizations and companies achieve overall effective, efficient, and optimized business
processes [40].

Based on the introduction, this paper will explain how service management plays such a crucial role in
the service operation domain, especially the telecommunication industry. This review will include discussions on
the implementation and management of service operation in an organization and how it impacts the organization’s
overall business processes.

2. METHOD

To explore and investigate further on the discussion, a qualitative approach is used to gain a deeper
understanding and analysis of a specific issue [41]. Qualitative research focuses on getting an understanding
from the subject or topic researched. Results from research that utilized qualitative approach tend to be
descriptive [42]. The qualitative method also emphasizes the suitability and relevance of the data to the topic
researched [43]. So that, drawing conclusions or interpretations from the acquired data can be done easily [44].
In this case, the research will utilize a qualitative method and a systematic literature review approach, which
involves literature studies to gather data or information relevant to the specific topic [45]. The research will
commence by first determining the main topic to be discussed. Subsequently, literature studies and data
collection will be conducted through Google Scholar, encompassing various journal articles. The gathered data
will then undergo a comparative analysis to uncover answers to the research problems. The results of the
analysis will be organized into the main discussion of this journal, followed by conclusions. Figure 2 illustrates
the research flow from beginning to end.

Topic Determination

l

Literary Studies

L

Data collection

l

Data analysis

)

Results and Discussion

l

Conclusions

Figure 2. Research Flow

3. RESULTS AND DISCUSSION

Findings upon the research are divided into two sections. The first section would provide an overview
of all the findings found in the previous research, and the following section would provide an analysis based
on the information from the previous section.

3.1. Previous Research

Mahardhika et al., did research through interviews and observations to identify the underlying causes
of the issues that occur and to evaluate the management of Base Transceiver Station (BTS) monitoring services
towards the Network Monitoring System (NMS) units. Badan Aksesibilitas Telekomunikasi dan Informasi
(BAKTI) utilizes the PRTG app but faces data discrepancies affecting payments. This research assesses
BAKTT’s service management with ITIL v3 using service operation domain. The form of evaluation conducted
is by analyzing the current conditions of the NMS unit and assessing the maturity level of the BTS monitoring
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service management. BAKTI provides financial reports on component availability and signs SLAs with
providers. The results show the maturity level in Service Operation averaging 1.93, with an average expectation
score of 2.76, indicating a gap score with the average value of 0.84. The average maturity result suggests a
Repeatable level, signaling a need for extensive improvement, with many activities and processes requiring
clear definition and documentation. Therefore, the authors recommend implementing clear SOPs, defining
service desk functions, documenting actions, and establishing incident models [46].

Santoso and Wijaya conducted research on IT service practices using ITIL v3 within the Service
Operation domain. The paper discusses the analysis of IT services at GraPARI Salatiga by interviewing
employees like Mr. Andy and observations of daily operations. GraPARI, a Telkomsel service center, utilizes
apps such as Digital Smart Care (DSC) and Customer Relationship Management (CRM) to handle complaints
and number transfers. Adhering to standards like ITIL enhances business value. GraPARI Telkomsel employs
CRM for customer service efficiency. Processes like event management, incident management, request
fulfilment, problem management, and access management ensure smooth operations and prompt issue
resolution, with secure data backup for service continuity. The author finds a lack of on-site technical or IT
staff, necessitating assistance from the center when application issues arise, leading to delays in resolution.
Hence, the authors recommend assigning dedicated IT experts to each GraPARI office to promptly address
application problems [47].

Mahdalena and Cholil did research on service operation domain due to frequent connection failures.
To facilitate the research, questionnaires were mostly distributed to parties related to operational aspects. All
results will be averaged using a maturity level model and will serve as a reference for decision regarding the
issue. From this research, it is noted that recording and documenting issues and solutions, as well as assessing
customer satisfaction, are necessary [48]. On the other hand, Mujahid and Legowo conducted research on
behalf of the internal stakeholders. Similar to previous research, the steps taken are almost identical. However,
in this research, gap analysis is conducted to identify discrepancies between the current maturity level or current
condition and the desired maturity level. From this research, it can be seen that gap analysis will determine the
impact of the gap on the overall business process [49].

Yandri et al., did an evaluation on corporate governance that implements IT by using Fuzzification
method and ITIL framework to produce an accurate evaluation. This study provides not only evaluation on the
corporate governance, but as well as giving recommendations on what the future maturity level should be or
reach. Such methods are necessary to distinguish between opportunity and risks pertaining to the existing
business processes. The study obtained necessary data for the maturity assessment through a questionnaire.
The results of maturity level obtained are as follows; level of maturity in service strategy is 2.73, level of
maturity in service design is 2.47, level of maturity in service transition is 2.82, and the level of maturity in
service operation is 2.58. After obtaining the results, fuzzification and defuzzification is done in order to check
if the data the validity of the data used. The study shows that the input of the data used, and the recommended
future maturity level were proven to be valid and that the level of maturity needs an improvement for further
optimization that directly impacts on customer satisfaction. The latter point further emphasizes the need for
improvement of the business processes in each subdomain [50].

A case study was conducted on an Internet Service Provider (ISP) by Fahrurrozi Lubis and Muharman
Lubis in 2020. This study focuses more on the how the public service is delivered and assessing ISP company
as a whole as it could be a solution or serve as a core competency and a competitive advantage for ISP
companies to gain benefits, such as higher revenue. The author stresses the challenges in integrating IT services
with the objective of the company in mind. This is crucial as it is important to maintain the consistency of the
organization and to prevent poor service delivery due to inconsistency. This study utilizes a qualitative
approach and was categorized into 4 main criteria in assessing the quality and maturity within NetHost. In
addition to the approach, the authors determine the level of maturity through four (4) groups of people. Each
of these existing groups provide their own maturity assessment on each sub domain. The result from each group
varies, hence producing a variety interpretation which at times could cause difficulty in deciphering the reasons
why such diverse results occur. The conclusion reached in this case study indicates that there is a need for the
company to focus on increasing the consistency of the services provided and to continually improve their
services in order to differentiate themselves in the market [51].

Another study similar to the previous company was done by Krismayanti et al. Instead of service
delivery, this study focuses on the usage of 5G technology. This study used a qualitative approach to assess the
maturity level by spreading an online questionnaire using Google Forms. This study assessed the level of
success or the technological advances as well as measuring the level of efficiency at Telkomsel branch in
Palembang. The questionnaire uses Likert Scale to look for the median of each subdomain from all of the
responses by a total of 51 samples or respondents. The maturity level in some sub domains are below of what
seems to be ideal in accordance to gap analysis and ITIL v3, such as the level of service strategy regarding 5G
network reachability is 2.35, the level of service strategy regarding the availability of this particular network
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is 2.45, the level of service operation is 2,51. These results indicated that 5G networks are not distributed evenly
around the city, not all smartphones that are used have the option or able to use this type of network and
oftentimes people that did used 5G faced an issue or trouble whilst using it. Other than the issues mentioned,
overall, the company obtained a maturity level of 3.65 or level four (managed) [52].

The study, conducted by Mbeka and Wausi focused on telecommunication companies in Kenya,
specifically targeting IT service managers and service management agents from nineteen organization using a
random sampling. The researcher employed a multiple linear regression analysis to examine the relationship
between ITIL practices and its impact on IT service quality aspects, utilizing primary data from questionnaires
using the random sampling and secondary data from literature reviews. The result indicates that service level
management, change management, incident management, problem management, and access management
practices all significantly and positively contribute to improvement of IT service quality, supported by various
associated benefits [34].

Arianti and Dewa conducted a study to assess the performance of information system service
management within the MyTelkomsel application. The analysis revealed a current maturity score of 4.03 and
expected maturity score of 4.18 for the service operation domain positioning it at Level 4 of maturity level,
with identified gap analysis of 0.14 that indicated effective operational management. The recommendations
formulated by this study are to focus on achieving Level 5 of maturity level, so that the existing processes can
reach the best practices through continuous improvement [53].

Another study was done by Lubis et al., which was conducted at PT. Inovasi Tjaraka Buana, an
Internet Service Provider (ISP) company focused on analyzing and improving service operations, particularly
incident management and problem management. The study utilized a qualitative approach to examine incident
management and problem management workflows, highlighting the significance of well managed service
operation for ensuring business continuity, and recommending the implementation of ITIL practices to enhance
efficiency and effectiveness [32].

3.2. Literature Review
Analysis of journal articles conducted can be mainly classified into two main categories: (1)
implementation of ITSM in the telecommunication industry; and (2) assessment and measurement models.

3.2.1. ITSM Practices

The preceding research outlined has demonstrated that organizations may adopt ITSM process
differently. This indicates that a universal approach to implementing ITSM across different organizational
settings does not exist. Factors like the size of organizations, its corporate culture, and its level of technological
advancement can impact how ITSM processes are tailored and embraced to meet specific goals and needs.
However, it is important to note that each domain in ITSM has its own distinct role, as evident in previous
research regarding service operation domain. Organizations that focus on service operation domain will
continuously strive to maintain and uphold service continuity. In the event of issues posing a threat to service
continuity, organizations conduct research within this domain to obtain recommendations regarding the issues
faced. Table 1 lists the contributing factors to the service operation domain research in the telecommunication
industry.

Table 1. Previous Research Methods

Study Factors

[46] Discrepancies in Base Transceiver Station (BTS) monitoring
availability values between different monitoring applications,
affecting Service Level Agreement (SLA) justification and
payments.

[47] The lack of human resources and local expertise, leading to
dependency on central support, operational disruptions, and
challenges in problem resolution.

[48] Connection failures due to inadequate operational aspects.

[49] Disruption on workflow, such as time wastage, technical
constraints, lack of efficiency, system complexity, and insufficient
training.

[52] The 5G network in the area is heavily unevenly distributed in some
areas, resulting in inefficiency, and needing improvements in
performance.

[51] An adequate training program before conducting an assessment by
people in groups is needed to avoid huge gaps in scores and
intangible results.

[50] The performance of each cycle in ITIL is expected to improve
significantly if ITSM was implemented correctly as proven
through calculations and a simulation.
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[34] The demands for IT services are becoming increasingly complex
and escalating.

[53] Users were not aware of new features, frustrated with app
instability after updates, and felt the Al assistant was unhelpful.

[32] The company’s drastic user and coverage area growth
overwhelmed their incident handling process.

The table indicates frequent concerns regarding the fluidity of services in the telecommunication
industry, in which it might influence both internal and external aspects in various ways. These issues lead
organizations to conduct research to understand and identify their root causes. This is where the utilization of
ITSM, particularly in service operation domain, becomes crucial. Previous research outlined has shown that
understanding the issues within service operation domain provides valuable insights that will serve as a
reference for recommendations to organizations. This reference provides a solid foundation for the
telecommunication industry to thrive despite the fierce competition. By optimizing recommendations derived
from service operation domain research, the telecommunication industry can identify significant areas for
improvements and perform relevant actions to enhance the quality of services that they provide. Furthermore,
the use of ITSM in service operation domain allows organizations to improve internal efficiency, optimize
resource allocation, and reduce the risk of future service disruptions. As a result, developing and implementing
ITSM best practices will not only increase the competitiveness of telecommunication industry, but also allow
them to remain relevant and adapt to dynamic market changes effectively.

3.2.2. Assessment and Measurement

To identify the root causes, there are several assessments and measurements that need to be conducted.
Generally, organizations will utilize maturity model to measure the performance of the organization’s business
process. However, some organizations will employ different methods and even a combination of other
methods. Most of the research regarding service operation domain in the telecommunication industry focus
on improvements that could further increase the service capacity and efficiency, consequently impacting the
customer’s level of satisfaction and the company’s survivability. Table 2 lists the various methods used to
assess and measure the performance of service in the telecommunication industry.

Table 2. Methods for Assessing and Measuring Performance

. Multiple
Study Mat'L\J/II'(IJtélell_seVd Gap Analysis Fuzzification Linegr
Regression
[32]
[34] v
[46] v v
[47]
[48] v
[49] v v
[50] v v v
[51] v
[52] v v
[53] v v

From the table above, it is shown that there are various methods that can be used, depending on the
analysts’ preferences and existing standards in the field. As mentioned in the preceding section, one approach
to assessing a company's flexibility and resilience is by administering a maturity level test to each of the
business processes involved. Maturity level models typically define a staged progression of an organization's
capability in a specific process area. These models typically have six levels, with each level representing an
increasing level of the company's capacity to utilize and oversee their IT services effectively to accomplish
their business objectives. While the specific description of a maturity model may vary, the underlying structure
within the telecommunication industry often exhibits a remarkable degree of consistency. This consistency
allows organizations to benchmark their performance against industry standards and identify areas for
improvement. Table 3 shows the descriptions of each level in maturity level models and the maturity level for
ITIL service operation domain in the telecommunication industry.

Table 3. Maturity Level for Service Operation Domain in Telecommunication Industry

Maturity Level Description Study
Level 0 (Non- IT services are entirely absent, with no
existent) awareness of the need for IT solutions
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Level 1 (Initial) IT services are chaotic, ad-hoc, and -
undocumented, relying on individual skills and
knowledge
Level 2 (Repeatable) IT services are based on past project [46], [49],
experiences, with some level of adherence and [52]
occasional documentation
Level 3 (Defined) IT services are standardized, documented, and [50], [51]

integrated across the organization, forming part
of training and project culture
Level 4 (Managed) IT services have quantitative quality plans, with [48], [53]
data collected and analyzed regularly for
process evaluation and risk management
Level 5 (Optimized)  IT services are continuously improved using -
tools and techniques, with a focus on preventing
defects, innovation, and consistent error
analysis

Reviewing the maturity level distribution of service operation within telecommunications industry
provides valuable insights into the current state of ITSM practices. The results reveal an emphasis on level 2
(Repeatable), level 3 (Defined), and level 4 (Managed), with no organizations on level 0 (Non-existent), level
1 (Initial), and level 5 (Optimized). This suggests that most telecommunications industry have effectively
established the service operation domain and made a substantial advancement in ITSM practices, with three
studies found companies at level 2 (Repeatable), while only two reached level 3 (Defined) and 4 (Managed). In
the telecommunications industry, those at level 2 rely on past experiences and occasional documentation to
address issues, while those at levels 3 and 4 use standardized processes and data analysis for issue resolution.
However, the absence of organizations at level 5 (Optimized) suggests that the average telecommunications
industry still has opportunities to improve service quality and operational efficiency. Table 4 shows the impact
of ITIL service operation domain in the telecommunication industry.

Table 4. Impact of ITIL Service Operation

Impact Study

This study revealed that the impact of using ITIL in the MyTelkomsel apps  [32]
can help the company to improve the quality of its IT services. This is because

ITIL is a framework that provides best practices for IT service management.

By following the ITIL guidelines, MyTelkomsel can ensure that its IT
services are well-designed, implemented, and managed. This can lead to
improved customer satisfaction, reduced costs, and increased efficiency.

This study shows that adopting and implementing ITIL framework [34]
significantly improves the quality of IT services. It suggests that
organizations focusing on full adoption of ITIL are likely to attain improved

IT service quality. This indicated a positive impact of using ITIL on
enhancing IT service quality within organizations.

This study shows that if BAKTI manages to implement in each domain of  [46]
ITIL successfully, it would greatly optimize their fluidity of service
significantly. If ITIL was successfully implemented, each domain in ITIL

would increase by on average 1 in terms of score. As BAKTI had not
implement ITIL fully, the authors had given some recommendations, such as

to do an assessment from a variety of methods other than ITIL, to gain a
deeper understanding and various perspective as a reference on what is truly
happening.

This study shows that the implementation of ITIL v3 Service Operation at  [47]
GraPARI Telkomsel Salatiga has improved IT service management by
identifying operational strengths and areas for improvement. However, the

study revealed a shortage of in-house IT expertise, leading to reliance on
centralized support for problem resolution, potentially impacting service
delivery. Recommendations include allocating dedicated IT experts to each

office to streamline problem resolution and enhance service delivery,
underscoring the importance of strategic resource allocation to address
operational challenges effectively.

The results from the assessment found that the current state of service that  [49]
PT Telkom Aksel provided was not optimized. The maturity test result (as is)

done various domains of service operation shows that by adopting and
implementing ITIL, the company may achieve a higher maturity score and
overall, a more optimized, and efficient workflow as the current problem the
company face (system error, human error, and so on) would be greatly
reduced, further eliminating waste in terms of time, cost and room for
small/minor errors.

The data used in this research is proven to be valid and through the [50]
assessment, the company gains not only an insight on what level of service
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they provide currently, but also on what areas they might need to improve. If

the recommendations were executed and implemented in the company, not

only would the company level up their services, but also further increase their
productivity as it optimizes the processes within the business.

While technology may be an important factor within the telecommunication  [51]
industry, NetHost as a business and their IT have a common goal to improve

the quality of their services. It is found that by adopting ITIL, they are able

to maintain a clear line of consistency. This results in reduce possible risk

and further increasing their resilience within the industry, as well as
differentiating between customers’ wants and needs and continual
improvements.

By adopting ITIL v3 framework, this study shows that PT Telkom in [52]
Palembang would improve their CRM significantly. This enable them to
further gauge their success and how advance are they hold in terms IT
(compared to the others within the industry), which have a direct impact on
effectivity and efficiency of the company.

This study showcases that implementing ITIL at PT. Inovasi Tjaraka Buana  [53]
brings a significant benefit to the company’s business continuity. By
implementing ITIL, the company can improve its ability to handle incidents

and prevent them from recurring. This will lead to more efficient IT services

and reduce disruption caused by incidents.

From the table above, it can be concluded that any method utilized for assessment and measurement
has one universal objective, namely, to gauge the performance of each business process within the organization.
The results of the measurement can then provide insights into whether the company needs to improve its
services in terms of flexibility, effectiveness, or both, or if the company correctly implements ITIL v3, thereby
holding a competitive advantage within its industry. On the other hand, by combining multiple assessment and
measurement methods, organizations can also gain a deeper understanding of the issues they face. Although
this research may have the same purpose, employing a combination of approaches provides more in depth and
insightful perspectives. This has proven to be very beneficial, especially in the telecommunication industry,
where competition is intense, and innovation is key to success. In addition, utilizing multiple methods not only
helps organizations stay ahead in a competitive market but also enables them to meet and even exceed customer
satisfaction.

4.  CONCLUSION

The review of research emphasizes the critical role of service management in the telecommunication
industry, essential for ensuring uninterrupted service delivery and addressing operational challenges. Through
assessments of service maturity levels and adherence to ITIL practices, organizations can streamline operations
and enhance customer satisfaction, crucial for maintaining competitiveness. Each domain in ITSM has its own
distinct role, as evident in previous research regarding service operation domain. In other hand,
telecommunication industry, particularly that focus on service operation domain, will continuously strive to
maintain, and uphold service continuity. In the event of issues posing a threat to service continuity, the
telecommunication industry will conduct research within this domain to obtain recommendations regarding the
issues faced.

The telecommunication industry employs diverse research methods, from maturity level models to
regression analysis, showing a commitment to improving service operations. While many companies have
achieved commendable maturity levels, there's still room for growth, especially in optimization and innovation.
This underscores the crucial role of IT service management (ITSM) in identifying and addressing operational
challenges, enabling organizations to enhance service quality and remain competitive. The distribution of
maturity levels within the telecommunication industry underscores both strengths and areas for improvement.
While standardized processes approaches prevail, there's an evident opportunity to advance towards higher
levels of optimization and efficiency. Ultimately, continuous improvement and innovation are essential for
staying competitive in the dynamic telecom landscape. By leveraging insights from assessment methods and
fostering a culture of ongoing improvement, companies can enhance service quality, meet customer
expectations, and drive business success in an increasingly competitive environment.

ACKNOWLEDGEMENTS

Authors would like to express their deepest gratitude to their professors, which are Sir Ade Maulana,
S.Kom., M.T.l and Sir Romindo, M.Kom for their involvement in this research. Words cannot express authors’
gratitude for their invaluable time, patience, and feedback. Authors are also extremely grateful to their
classmates who provided their knowledge and expertise. Lastly, Authors would like to mention their family

Implementation and Impacts of ITIL Service Operation Within The Telecommunication Industry (Stephanie)



International Journal of Computer Science and Information Technology (1JISIT) |39
e- ISSN 3063-4156 | p-ISSN 3063-4172

and friends for the moral support they provided. This journey could not have been possible without the
involvement of any of the party mentioned.

REFERENCES

[1] R. Huang and I. Ngadijaya, “Analisa Tata kelola teknologi informasi pada PT. BJIMS dengan Framework ITIL Versi 3 Domain
Service Operation,” Journal of Informatics Engineering Research and Technology, vol. 1, no. 1, pp. 41-47, 2019.

[2] M. K. Meidiandra and T. Sutabri, “Analisis Manajemen Pelayanan Teknologi Informasi Menggunakan Framework ITIL Versi
3 pada Unit Operasional,” Journal of Comprehensive Science (JCS), vol. 2, no. 1, pp. 344-348, 2023.

[3] M. Muttagin et al., Pengantar Teknologi Digital. Yayasan Kita Menulis, 2023.

[4] R. Anggraeni and 1. Elan Maulani, “Pengaruh Teknologi Informasi Terhadap Perkembangan Bisnis Modern,” Jurnal Sosial
Teknologi, vol. 3, no. 2, pp. 94-98, Feb. 2023, doi: 10.59188/jurnalsostech.v3i2.635.

[5] M. J. Castillo and H. Taherdoost, “The impact of Al technologies on e-business,” Encyclopedia, vol. 3, no. 1, pp. 107-121,
2023.

[6] O. H. Prabowo, A. Merthayasa, and N. Saebah, “Pemanfaatan Teknologi Informasi dan Manajemen Perubahan pada Kegiatan
Bisnis di Era Globalisasi,” Syntax Idea, vol. 5, no. 7, pp. 883-892, 2023.

[7] A. Rosano and D. Sudaradjat, “Pemeriksaan Maturitas Manajemen Infrastruktur Bagian Pusat Data Bank XYZ Menggunakan
Kerangka Kerja ITIL V.3,” remik, vol. 7, no. 2, pp. 884-895, Apr. 2023, doi: 10.33395/remik.v7i2.12191.

[8] Y. Pratama and T. Sutabri, “Service Operation ITIL V3 Pada Analisis dan Evaluasi Layanan Teknologi Informasi,” Nuansa
Informatika, vol. 17, no. 1, pp. 169-178, 2023.

[9] N. Ashshidiqy and H. Ali, “PENYELARASAN TEKNOLOGI INFORMASI DENGAN STRATEGI BISNIS,” Jurnal Ekonomi
Manajemen Sistem Informasi, vol. 1, no. 1, pp. 51-59, Oct. 2019, doi: 10.31933/jemsi.v1i1.46.

[10] Celvine Adi Putra and Tata Sutabri, “Analisis IT Service Management (ITSM) Layanan GoFood Menggunakan Framework
ITIL V3,” Jurnal llmiah Binary STMIK Bina Nusantara Jaya Lubuklinggau, vol. 5, no. 1, pp. 47-53, Apr. 2023, doi:
10.52303/jb.v5i1.96.

[11] W. Wilonotomo, W. E. Putra, and D. Muhaemin, “ANALYSIS OF E-ARRIVAL CARD SYSTEM WITH COBIT 5
FRAMEWORK IN THE DELIVER, SERVICE, SUPPORT (DSS) DOMAIN,” TEMATICS: Technology ManagemenT and
Informatics Research Journals, vol. 3, no. 1, pp. 91-102, May 2021, doi: 10.52617/tematics.v3i1.308.

[12] R. Bisma, “Risiko Aset Teknologi Informasi: Studi kasus Implementasi Manajemen Risiko SPBE Dinas Komunikasi dan
Informatika Pemerintah Kota Balikpapan,” Journal of Information Engineering and Educational Technology, vol. 6, no. 2, pp.
73-79, Dec. 2022, doi: 10.26740/jieet.v6n2.p73-79.

[13] C. I. Safitri, D. Supriyadi, and S. Astiti, “Analisis Tingkat Kematangan Manajemen Layanan Teknologi Informasi Menggunakan
Framework (ITIL) V3,” JUPITER: Jurnal Penelitian IImu dan Teknologi Komputer, vol. 13, no. 1, pp. 134-144, 2021.

[14] A. C. Puspitaningrum, L. D. Fitrani, and E. S. Sintiya, “Systematic Literature Review: Implementation COBIT as a Best Practice
of Electronic Based Government System Governance,” SISTEMASI, vol. 13, no. 1, p. 335, Jan. 2024, doi:
10.32520/stmsi.v13i1.3639.

[15] A. Maulana et al., Manajemen Bisnis Digital dan E-Commerce. Yayasan Kita Menulis, 2023.

[16] W. B. Alfajri, A. Puji Widodo, and K. Adi, “Penerapan Tata Kelola Teknologi Informasi pada Instansi: Systematic Literature
Review,” Jurnal Nasional Teknologi dan Sistem Informasi, vol. 7, no. 3, pp. 191-198, Jan. 2022, doi:
10.25077/TEKNOSI.v7i3.2021.191-198.

[17] A. Asnawi, “Kesiapan Indonesia Membangun Ekonomi Digital Di Era Revolusi Industri 4.0,” Syntax Literate ; Jurnal llmiah
Indonesia, 2022, [Online]. Available: https://api.semanticscholar.org/CorpusID:245965326

[18] K. Resmi Hayati, I. Nugraha, F. Sholeha, A. Adriyanto, and R. L. Astutik, “Penerapan E-Business dan Teknologi Informasi
dalam Revolusi Industri 5.0,” WALUYO JATMIKO PROCEEDING, pp. 401-410, Nov. 2023, doi: 10.33005/wj.v16i1.56.

[19] A. Davila, R. Janampa, P. Angeleri, and K. Melendez, “ITSM model for very small organisation: an empirical validation,” IET
Software, vol. 14, no. 2, pp. 138-144, 2020.

[20] J. Serrano, J. Faustino, D. Adriano, R. Pereira, and M. M. da Silva, “An it service management literature review: Challenges,
benefits, opportunities and implementation practices,” Information, vol. 12, no. 3, pp. 111-134, 2021.

[21] Y. Ernawati and G. Wang, “Assessing IT Services Management with ITIL Framework V3: A Case Study,” Journal of System
and Management Sciences, vol. 13, no. 4, pp. 152-164, 2023.

[22] J. Y. Mambu, E. Matindas, S. Adam, and T. Wulyatiningsih, “Self Assessment Manajemen Layanan Menggunakan Framework
Information Technology Infrastructure Library (ITILv4) Pada Incident Management Rumah Sakit Hermina, Lembean, Sulawesi
Utara,” Jurnal Informasi dan Teknologi, pp. 9-18, Jun. 2023, doi: 10.37034/jidt.v5i2.319.

[23] T. Sutabri and D. Oetari, “Analisis Manajemen Layanan Akademik Menggunakan Framework ITIL V3 Pada Fakultas Sains dan
Teknologi Universitas Pgri Silampari,” INTECOMS: Journal of Information Technology and Computer Science, vol. 6, no. 2,
pp. 1224-1228, Dec. 2023, doi: 10.31539/intecoms.v6i2.8149.

[24] M. I. A. Ranius, T. Sutabri, and A. Y. Ranius, “Analisis Manajemen Pelayanan PT. KAI Sebagai Pengguna pada Aplikasi KAI
ACCESS Berbasis Teknologi Informasi Menggunakan Framework ITIL Version 3,” Indonesian Journal of Multidisciplinary on
Social and Technology, vol. 1, no. 2, pp. 135-140, 2023.

[25] P. M. A. Padel and T. Sutabri, “Analisis Standard Operating Procedure (SOP) Manajemen Insiden Menggunakan Framework
ITIL V3 dengan Metode Analisis Gap Layanan Pada PT Lingkaran Sistem Intelektual,” Indonesian Journal of Multidisciplinary
on Social and Technology, vol. 1, no. 2, pp. 61-68, 2023.

[26] A. K. Kaiser, Become ITIL® 4 Foundation Certified in 7 Days, 2nd ed. Apress, 2020.

[27] A. Imron, W. Cholil, and L. Atika, “Perancangan Helpdesk Sistem Model Berbasis Itil Versi 3 Domain Problem Management
Dan Incident Management,” Jurnal llmiah Informatika Global, vol. 11, no. 1, pp. 1-8, Dec. 2020, doi: 10.36982/jiig.v11i1.1065.

[28] Nur Hasan Assobarry, Fariza Nanda Sabila, and Siti Mukaromah, “Analysis Of Information Technology Services Management
Using ITIL V3 Domain Service Operation (Case Study: Hotel Sinar Sidoarjo),” IJCONSIST JOURNALS, vol. 3, no. 2, pp. 30—
33, Jun. 2022, doi: 10.33005/ijconsist.v3i2.60.

[29] K. R. Fauzan, “Analysis of the Implementation of ITIL V3 Domain Service Operation in Enhancing the Quality of Information

Technology Services,” International Journal for Applied Information Management, vol. 3, no. 4, pp. 177-183, Dec. 2023, doi:
10.47738/ijaim.v3i4.67.

Implementation and Impacts of ITIL Service Operation Within The Telecommunication Industry (Stephanie)



| 40 | International Journal of Computer Science and Information Technology (1JISIT)

e- ISSN 3063-4156 | p-ISSN 3063-4172

[30]

[31]

[32]
[33]
[34]
[35]
[36]
[37]

[38]

[39]

[40]
[41]
[42]
[43]

[44]
[45]

[46]

[47]

[48]

[49]

[50]
[51]

[52]

[53]

D. Krismayanti and T. Sutabri, “Analisis IT Service Management (ITSM) Pada Layanan Administrasi Mahasiswa STIPER
Sriwigama Menggunakan Framewok ITIL V3,” Indonesian Journal of Multidisciplinary on Social and Technology, vol. 1, no.
3, pp. 190-195, May 2023, doi: 10.31004/ijmst.v1i3.149.

C. Tjonadi, K. V. Wijaya, V. Roselin, V. Natalie, and A. Maulana, “Manajemen Layanan Teknologi Informasi Perusahaan
Perseroan Menggunakan Information Technology Infrastructure Library Service Operation: Literature Review,” JDMIS:
Journal of Data Mining and Information Systems, vol. 1, no. 2, pp. 5662, 2023.

M. Lubis, R. C. Annisyah, and L. L. Winiyanti, “ITSM Analysis using ITIL V3 in Service Operation in PT. Inovasi Tjaraka
Buana,” IOP Conf Ser Mater Sci Eng, vol. 847, no. 1, pp. 1-8, 2020, doi: 10.1088/1757- 899X/847/1/012077.

Y. P. Setiawan and I. Krisnadi, “Analisis Evaluasi Strategi Implementasi Jaringan 5G Untuk Meningkatkan Daya Saing Operator
Telekomunikasi di Pasar Global,” academia, 2023.

S. M. MBEKA and A. N. Wausi, “Influence of Information Technology Infrastructure Library (Itil) Framework Adoption on
Information Technology (it) Service Quality -A Case of Telecommunication Companies in Kenya,” SSRN Electronic Journal,
2022, doi: 10.2139/ssrn.4058704.

Y. Abdulahi, “Optimization of telecommunications incident management process,” 2023.

A. F. Deyantoro, R. Setyadi, and Y. Saintika, “Penerapan Framework Information Technology Infrastructure Library (ITIL)
Versi 3 pada Domain Service Operation untuk menganalisa Manajemen Layanan Teknologi Informasi,” JURIKOM (Jurnal Riset
Komputer), vol. 9, no. 3, p. 629, Jun. 2022, doi: 10.30865/jurikom.v9i3.4232.

R. C. Santos and J. L. Martinho, “An Industry 4.0 maturity model proposal,” Journal of Manufacturing Technology Management,
vol. 31, no. 5, pp. 1023-1043, Jan. 2020, doi: 10.1108/JMTM-09-2018-0284.

A. M. Figri and T. Sutabri, “Analisis Manajemen Layanan E-Learning Berbasis Teknologi Informasi Menggunakan Framework
ITIL Versi 3 Pada SMK Muhammadiyah 1 Palembang,” Indonesian Journal of Multidisciplinary on Social and Technology,
vol. 1, no. 2, pp. 74-80, 2023.

M. K. Anam, N. Lizarti, and A. N. Ulfah, “Analisa Tingkat Kematangan Sistem Informasi Akademik STMIK Amik Riau
Menggunakan ITIL V3 Domain Service Operation,” Fountain of Informatics Journal, vol. 4, no. 1, p. 8, May 2019, doi:
10.21111/fij. v4i1.2810.

W. K. Mahardika and A. W. R. Emanuel, “Analysis of Information Technology Services Using the ITIL V.3 Framework,”
Jurnal Sisfokom (Sistem Informasi dan Komputer), vol. 12, no. 2, pp. 205-211, Jul. 2023, doi: 10.32736/sisfokom.v12i2.1624.

H. Z.S. 1. K., M. S. Abdussamad, Metode penelitian kualitatif. CV. Syakir Media Press, 2021.

K. Kaharuddin, “Kualitatif: ciri dan karakter sebagai metodologi,” Equilibrium: Jurnal Pendidikan, vol. 9, no. 1, pp. 1-8, 2021.
M. N. Adlini, A. H. Dinda, S. Yulinda, O. Chotimah, and S. J. Merliyana, “Metode penelitian kualitatif studi pustaka,”
Edumaspul: Jurnal Pendidikan, vol. 6, no. 1, pp. 974-980, 2022.

M. Hasan et al., “Metode penelitian kualitatif,” Penerbit Tahta Media, pp. 1-94, 2023.

M. Waruwu, “Pendekatan penelitian pendidikan: metode penelitian kualitatif, metode penelitian kuantitatif dan metode
penelitian kombinasi (Mixed Method),” Jurnal Pendidikan Tambusai, vol. 7, no. 1, pp. 2896-2910, 2023.

S. A. Mahardhika, I. Aknuranda, and Y. T. Mursityo, “Evaluasi Tingkat Kematangan Manajemen Layanan Pemantauan Base
Transceiver Station (BTS) Pada Unit Network Monitoring System (NMS) Berdasarkan ITIL V3 Dengan Domain Service
Operation Pada Badan Aksesibilitas Telekomunikasi Dan Informasi Kominfo,” Jurnal Pengembangan Teknologi Informasi dan
llmu Komputer, vol. 3, no. 4, pp. 3208-3216, 2019.

D. A. Santoso and A. Wijaya, “Grapari Information Technology Service Analysis of Telkomsel Salatiga Using ITIL V3 Domain
Service Operation,” Journal of Information Technology Ampera, vol. 1, no. 3, pp. 144-154, 2020.

D. Mahdalena and W. Cholil, “PENILAIAN IT SERVICE MANAGEMENT PADA INFRASTRUKTUR TEKNOLOGI
INFORMASI PT. TELKOM KOTA BENGKULU MENGGUNAKAN ITIL V3,” Gema Teknologi, vol. 21, no. 1, pp. 34-41,
Oct. 2020, doi: 10.14710/gt.v21i1.33082.

P. E. Mujahid and N. Legowo, “Management Analysis System Inventory of FTTX (Fiber To The X) With GESmallworld Using
ITIL Method Domain Service Operation PT Telkom Akses Regional 1 Sumatera,” International Journal of Engineering and
Technology, vol. 11, no. 2, pp. 187-203, Apr. 2019, doi: 10.21817/ijet/2019/v11i2/191102017.

R. Yandri, Suharjito, D. N. Utama, and A. Zahra, “Evaluation Model for the Implementation of Information Technology Service
Management using Fuzzy ITIL,” Procedia Comput Sci, vol. 157, pp. 290-297, 2019, doi: 10.1016/j.procs.2019.08.169.

F. Lubis and M. Lubis, “Internet Provider Service Value Delivery Index Problem: Case Study of the NetHost,” J Phys Conf Ser,
vol. 1566, no. 1, p. 012081, Jun. 2020, doi: 10.1088/1742-6596/1566/1/012081.

D. Krismayanti, R. Klarasati, and T. Sutabri, “Penggunaan Teknologi 5G Untuk Mendukung Manajemen Pelayanan Pelangan
Telkomsel Menggunakan ITIL V3 Pada Telkomsel Palembang,” Jurnal RESTIKOM: Riset Teknik Informatika Dan Komputer,
vol. 5, no. 1, pp. 55-63, 2023.

Y. M. Arianti and W. A. Dewa, “IMPLEMENTASI FRAMEWORK ITIL VERSI 3 PADA EVALUASI MATURITAS
MANAJEMEN LAYANAN SISTEM INFORMASI MYTELKOMSEL,” Jurnal Dinamika Dotcom, vol. 13, no. 2, pp. 113—
119, 2022.

Implementation and Impacts of ITIL Service Operation Within The Telecommunication Industry (Stephanie)



