
 

88 
 

DAFTAR PUSTAKA 
 

Almalki, Sami. 2016. “Integrating Quantitative and Qualitative Data in Mixed 

Methods Research—Challenges and Benefits”. Journal of Education and 

Learning Vol. 5, No. 3. 

Arikunto,Suharsimi. 2006. Prosedur Penelitian Suatu Pendekatan Praktik. Jakarta: 

PT. Rineka Cipta. 

Benhima,Mounire, et al. 2013.”Telco Business Process Transformation using 

Agile Lean Six Sigma and Frameworx components”. International Journal of 

Computer Science Issues Vol. 10, Issue 1, No 1. 

Bober, Peter. 2014. “Simulation For IT Service Desk Improvement”. Quality 

Innovation Prosperity Journal. 

Brue, G. 2008. “Six Sigma for Managers”, A Briefcase Book, Mc Graw-Hill. 

CEN. 2010. EN 13306.“Maintenance terminology”.Technical report, European 

Committee for Standardization (CEN). 

Chalapathi, R S. 2005.“Six Sigma Tool Master for Green and Black”. Institute of 

Sigma Learning Pvt. Ltd. 

Daniela Marzagão. "Cp, Cpk, Pp and Ppk: Know How and When to Use Them". 

https://www.isixsigma.com. Diakses pada 14 Januari 2018. 

Emerson Process Management. 2003. “Reducing operations & maintenance 

costs”. Texas. 

Evans, J.R. dan Lindsay, W.M. 2007.“An Introduction to Six Sigma and Process 

Improvement”. Penerbit Salemba Empat, Thomson. 

Ghosh, Bilas. 2013. “Incident Management & Service Level Agreement: An 

Optimistic Approach”. International Journal of Computer Science and 

Information Technologies, Vol. 4 (3). 

Kajko-Mattsson,Mira. 2002. “Corrective maintenance maturity model : problem 

management”. ResearchGate. 

Pande, Peter S. Robert Pneuman & Roland R. Cawanagh.2003. “The Six Sigma 

Way”. Penerbit Andi, Yogyakarta. 

Patil, Basavaraj, et al. 2003. “IP In Wireless Network”. Prentice Hall. 

Sandholm,T. 2005. “Service Level Agreement Requirements of an Accounting – 

Driven Computational Grid”. Hawlett Packard Labs. 

Sugiharto, S. 2004. “Six Sigma, Perangkat Managerial Perusahaan pada Era 

Ekonomi Baru”. Jurnal Management dan Kewirausahaan, Vol. 6, No. 

1,Maret: pp 27-33. 

Strahonja, Vjeran dan Saletovic, Kristijan. 2007. “Proactive Approach To The 

Incident and Problem Management In Communication Networks”. Journal 

of information and organizational sciences, Volume 31, Number 1 (2007). 

Tihomirovs, Juris dan Grabis, Janis.2016. “Comparison of SOAP and REST Based 

Web Services Using Software Evaluation Metrics”. De Gruyter. 

Vanany, I. dan Emilasari, D.2007.“Aplikasi Six Sigma pada Produk Clear File di 

Perusahaan Stationary”. Jurnal Teknik Industri, Vol. 9, No. 1, Juni, pp 27-

36. 

Walliman, Nicholas. 2011. “Research Methods: The Basics”. Routledge. 

  

ANALISIS PENCAPAIAN SERVICE LEVEL AGREEMENT (SLA) DALAM PEMELIHARAAN PERBAIKAN
DI PT HUAWEI SERVICES
DESTIAN ARDIANSYAH, Fahmy Radhi, Dr., M.B.A.
Universitas Gadjah Mada, 2018 | Diunduh dari http://etd.repository.ugm.ac.id/

https://www.isixsigma.com/

	DAFTAR PUSTAKA 

