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(monitoring and maintain system), and for employee in their
operational activity (operational system).
Organization life is depends on how it capture, protect,
retain, and maintain their information technology. According
to that description, now we know that information technology
(IT) is very important in organization, and if we want establish
information technology correctly and maintainability, need a
good management of that information technology itself.
One of activity that can be used to manage information
technology (IT) in organization is information technology
service management (ITSM). Information technology service
management (ITSM) delivers IT based services to
organizations. ITSM supports the attainment of business goals
by aligning IT activities with business processes requirements.
ITSM is of increasing importance to IT organizations around
the world, while information systems play a crucial function in
private and public sector organizations. ITSM is the paradigm
shift from a traditional IT department to a customer and
service orientation. The need to align the IT strategy with the
business strategy, increasing the transparency of IT process,
and quality while reducing the cost of IT services [1] [2].
There are several benefits in implement a good ITSM in
organization, such as increase efficiency and effectiveness in
use of information technology (IT), monitor and maintain of
IT cost, increase business productivity, and many more.
Because there are a lot of benefits in conduct ITSM,
international organizations agree to make several standards
that correlated with implement a good ITSM. Of course this
several standards are not really directly improved the
implement of a good ITSM.
Even though this several standards cannot directly help
organization improve their ITSM implementation in their
business lifecycle, this several standards can be used as
organization benchmark, so organization can know about what
domain in their organization to be improved, to get a good
information technology service management (ITSM).
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Abstract— Organization life is depends on how it
capture, protect, retain, and maintain their information
technology. According to that description, now we know
that information technology (IT) is very important in
organization, and if we want establish information
technology correctly and maintainability, need a good
management of that information technology itself. One of
activity that can be used to manage information
technology (IT) in organization is information technology
service management (ITSM). Information technology
service management (ITSM) delivers IT based services to
organizations. ITSM supports the attainment of business
goals by aligning IT activities with business processes
requirements. There are several standards that correlated
with implement a good ITSM. These several standards can
be a benchmark of organization to improve their ITSM.
One of interesting standard to be discussed is ISO 9001.
This paper will briefly explore and elaborate about how
ISO 9001 standard enhance information technology
service management (ITSM) in organization.
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I. INTRODUCTION
In this era, most of organization life is correlated and
depend on information technology (IT). This is because the
use of information technology (IT), can provide all of business
lifecycle of organization, and help organization in
competitiveness with others also. Information technology (IT)
can be used to support organization commissioner/CEO in
decision making (decision support system), managers to
monitoring and maintain their organization condition
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organization [4]. ISO 9001 is “inputted” into organization
expert system.
An integrated model of ISO 9001:2000 and CMMI for ISO
registered organizations is implemented. This research
proposed an integrated model by inserting CMMI practices
into ISO 9001:2000 requirements. Researcher expect that this
model will be helpful to ISO registered organizations as it will
allow existing ISO assets to be re-used without redundant
efforts. In addition, the model will help organizations to
perform gap analysis and maintain their quality manual
without any difficulty when adopting CMMI [5].
BPM Model of GQIMP for ISO 9001:2008 supported by
CASE tools implemented, to make integration of quality
management system (QMS) in an integrated way into a ISO
9001:2008 real case. The results through the selection of this
strategy presents is lean and concise, for obtaining ISO
certification. ISO 9001 uses as benchmark and guidelines to
develop all of aspect service in organization [6].
Preliminary investigation from Taiwan’s certified
companies is implemented to investigate what personality
traits should the ISO 9001 QMS auditor possess and improve,
from audited company's viewpoint. By application of
ISO19011 (Guidelines for quality management systems
auditing and environmental management systems auditing)
and ISO9000 standard, questionnaires were used to collect
data from ISO 9001 certificated companies in Taiwan. Quality
management system auditor will be proposed, and those will
be provided for certification organizations on their
qualification identification and training planning for new
auditors. ISO 9001 is used to determine about the all of aspect
service in organization well establishing [7].
Research to find about impact of ISO 9001 in software
development maturity is implemented. It finds that ISO 9001
lead to software process improvement. The answer is based on
2.5 BOOTSTRAP maturity assessments carried out in Danish
companies; twelve of these for IS0 9001 certified companies.
It is not only the quality system and software quality
management that is influenced by an IS0 9001 certification,
but other software processes such as project management,
testing, and resource management are also influenced [8].
Exploratory study to investigate the correlation and
contrast between ISO 9001 and CMMI framework in context
of software quality management implemented. All of the
quality related activities demanded by the ISO 9001 version
2000 or 2008 can only be met by only one KPA of CMMI,
known as Configuration Management. CMMI is much more
detailed and comprehend model to adopt. ISO is surely not a
replacement of CMMI, but if organization is afraid of CMMI
complexity, it’s better to start with an ISO standard and then
making transition to CMMI [9].

II. STUDY OF LITERATURES
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One of interesting standard to be discussed is ISO 9001.
ISO 9001 is a quality management system standard that is
recognized internationally. Management system refers to what
the organization does to manage the process, or activity, so
that the products or services meet organization goals [3].
ISO 9000 series of standards first emerged in 1987 as the
torch-bearer of the standards for doing business in Europe.
Immediately after the emergence, it has got fast acceptance all
over the world. According to the International Organization
for Standardization (ISO), up to December 2010 more than
1064785 ISO 9001 certificates had been issued in 178
countries and economies [4].
According to that description, raises interesting question:
Can organization enhance their information technology service
management (ITSM) by implementing ISO 9001 standard?
The answers of that question will briefly explore further. This
paper divided into four sections. Section one is introduction,
section two will briefly explain about issues, usefulness,
frameworks, and models that have been developed conformed
to the existing research about ISO 9001 standard. Section
three is finding and evaluation, and section four is conclusion.

No. 010/32.02/BDT/2017

bd
t

bt
.e

In exploring and elaborate about how ISO 9001 standard
enhance information technology service management (ITSM)
in organization, as the focus topic of discussion, there are
many issues, usefulness, frameworks, and models that have
been developed and researched. The authors make description
and investigation of the problem based on the existing
research and literatures as follows.
A software application to improve human rights watching
activities and to prepare police stations to face the ISO
9001:2008 certification procedures is implemented. This
research is about the conceptual design of the IT support for
human rights watching, police transparency and police
performance evaluation. From a software engineering point of
view, reports a very specific and innovative software
development project oriented both to support human right
watching activities, to evaluate police performance and to
prepare police stations for ISO 9001 certification [3]. Based on
that research, we know that ISO 9001 can be “trigger” to
enhance the usefulness of software application.
An expert advisory system for ISO 9001 based quality
management system (QMS) of manufacturing environment is
researched. The purpose of this research is to integrated ISO
9001 quality system guidelines and domain experience into a
knowledge-based expert system. By identifying the critical
ISO elements and comparing the company’s current quality
performance with ISO standards, this advisory system
provides assessment results and implementation suggestions in
terms of corrective and preventive action reports to the
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researched. This research presents an analysis of extreme
programming (XP) from the ISO 9001 and ISO 90003
perspectives. The focus is to extract the requirements related
to the ISO product realization process and to determine the
strengths and weaknesses of XP in handling those
requirements [15].
A case study of managing a new computer device
development in a creative ISO 9001 is a research about how
organization developing a new computer device based on ISO
9001. The findings of a case study that explores the micro
level factors, surrounding the processes of creativity and
process management in a creative organization. The paper
adopts an interpretive approach, which involves the collection
and analysis of qualitative data [16].
OffshoreQA, a framework for supporting the efforts of
offshore software development outsourcing vendors to comply
with ISO 9001:2008 and in particular clause 7, which relates
to product realization. The solution consists of an integrated
requirements management, configuration management and test
management system that define the main roles during each
software development phase for every site [17].
Process improvement towards IS0 9001 certification in a
small software organization is a research about software
process improvement in small organizations that become a
challenging task where the ”smallness” brings a number of
unique problems. It also report the status of work on creating
IS0 9001 compliant quality system in a small software
organization [18].
There is a research about national project to develop
checklist to support audits and assessments of IS0 9001,
compliant quality management systems in the field of software
implemented. This national project is reviewed in terms of
project requirements, process and product quality objectives
and quality management practices; participation by industry
locally and internationally; the use of the Internet for
communication and document distribution; the product
development and review process; and the trial (or validation)
of the product [19].
A web application to prepare police stations to face an ISO
9001:2008 certification process and to improve watching
activities of human rights is researched. The joint of web
application, ISO 9001:2008 standard requisites and software
engineering concept of process, has proven to have, at a
prototype level, an important and positive synergic [20].
Based on the study of literatures in exploring and elaborate
about how ISO 9001 standard enhance information technology
service management (ITSM) in organization that became the
topic of discussion, description and investigation of the issues
problem, raised an interesting finding and evaluation. In next
section, will briefly explore and elaborate about that finding
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Modeling of the design process MEM`s products based on
the process approach by ISO 9001 is researched. The design
process of complicated technical means as one of the phase of
total product life cycle (LCP) has been analyzed. According to
the recommendations to ISO 9001 standards design process is
considered as a set of interrelated processes. The process
divided into stages. There are defined objective, criteria and
specifications for each stage, formalized model of the design
process and the scheme of algorithm analysis and control
process parameters has developed [10].
Applying ISO 9001:2000, MPS.BR and CMMI to Achieve
Software Process Maturity: BL Informatica’s Pathway
implemented to describes BL Infomática’s software processes
improvement plan, lessons learned, difficulties and benefits
that where collected during the execution of the improvement
plan. Quantitative results of applying presented approach in
BL Informática are significant: it has obtained ISO 9001:2000
certifications, it has been evaluated as MPS.BR Level F and
CMMI Level 3 adherent. Moreover, classic project problems
as schedule delays, budget overrun, poor requirements
definition, scope control, risks and configuration management
were minimized and predictable more often [11].
Integrating lean Six Sigma with ISO 9001:2015 is research
that integrated six sigma and ISO 9001 in organization. The
finding is Six Sigma commonly uses as popular approach that
promotes the improvement of systems, processes, or any other
type of entity. On the other hand, quality management systems
based on the ISO 9001 standard encourage organizations to
adopt various forms of improvement to consistently enhance
its overall performance, to better be able to meet customer and
other stakeholder requirements, as well as to address their
future needs and expectations [12].
Integration of Six Sigma with a QMS based on the ISO
9001 requirements: a Portuguese SME case study is a research
that integrated six sigma and ISO 9001 also. It find that ISO
9001 quality management systems are based upon a processmodel, according to all of activities that impact customer,
legal and regulatory requirements, should be identified,
documented, controlled and continuously improved. Six
Sigma is a process-focused approach aimed at improving
business results by enhancing performance of a specific core
process [13].
Research about ISO 9001 and agile development is
implemented. This research describes how Primavera
Systems, a developer of enterprise project management
software, established a quality management system that was
aligned with ISO 9001 while still maintaining all of the
benefits of its Scrum/XP agile practices. It found that ISO
9001 helps ensure agile practices are being followed [14].
Investigation of the capability of XP to support the
requirements of ISO 9001 software process certification is
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and evaluation based on section 2 (study of literature), so that
can answer research question in section one.

business environment and standard of organization, then
how align its computer device with organization needs.

III. FINDING AND EVALUATION

o.
id

There are several usefulness about ISO 9001 for software
system development such as [3] [4] [11] [14] [15] [17]
[18] [20]. Correlated for enhance the ITSM in
organization, of course the software system development
have a strong contribution. Because if organization want
establish a good ITSM, which a part of all lifecycle
aspect in organization, software development process is
an important things to be done well. Since software is
embedded in all of activity of organization, ISO 9001
help on its benchmark about how make good software
system, so that can give organization a best software
development system to enhance their ITSM (software
system that match with organization vision, mission,
objective, and all of requirements) This is match with
ITSM goal to aligning IT services with business process.
Integrated model of ISO 9001 is also implemented for
many reasons, such as gap analysis [5], benchmark and
guidelines [6], cover system lifecycle [10], and
improvement of system process [12] [13]. Correlated for
enhance ITSM in organization, all of this activity can
increase the effectiveness and efficiency of ITSM in
organization. When organization can have a good gap
analysis of their system, benchmark and guidelines of
their IT, good system lifecycle, and improve their system
process, it means organization can have the best
usefulness about their information technology. Thanks to
ISO 9001 standard that make this activity happen,
ISO 9001 for investigation such as in [7] [8] [9] [19],
help organization to find what domain/aspect they must
improve according to ISO 9001. Of course ISO 9001
standard not only covers the IT aspect in organization,
but also their business process. The benefit for
organization is they can know how to improve and align
their IT services with business process. Once again, ISO
9001 meet with ITSM goal.
ISO 9001 standard can use for managing new computer
device also [16]. In ITSM, it is important to make sure
about your computer device, is that confirm with

Now we know about how the ISO 9001 standard, that is
implement in organization, can improve or enhance the
usefulness of information technology service management.
There is a lot of things that ISO 9001 cover as benchmark, so
organization can used that all of benchmark point, to improve
their ITSM in all of organization lifecycle process.
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IV. CONCLUSION
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At this section, explain the finding and evaluation of the
study, based on the study literatures in previous section
(section two). The aim is to answer the research question in
section one, that how can organization enhance their
information technology service management (ITSM) by
implementing ISO 9001 standard. The result and evaluation
are divided into a several point.
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