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Abstract

This survey research aims to investigate the factors affecting successful
implementation of ITIL in IT service organizations, especially IT outsourcer companies.

The participants of this study are Thai operational staffs who work for the IT
service organizations which implement ITIL, particularly the IT outsourcer companies.
The data is collected from 200 samples of 5 sections during 2 weeks by using paper
questionnaires and electronic questionnaires. After that, the data is analyzed by using
multiple regression and simple regression analysis.

The results indicate that some factors leading to the successful
implementation of ITIL in these organizations are quality of IT staffs concerned with ITIL
and participation of IT staffs. Nevertheless, the factor most affects the successful
implementation is the participation of IT staffs. It represents that the organizations
applying ITIL should support the IT staffs concerned with ITIL to participate in decision
making and define their own working methods. Moreover, qualified IT staffs and ITIL
experts in the organizations should be promoted to provide suggestion and advice for
other staffs to follow ITIL roadmap easily. Additional, supporting factors from executives
directly affect the participation of IT staffs also. If the executives encourage the ITIL
implementation in the organizations, the staffs are willing to cooperate and drive the
organizations to the goal. Besides, the staffs’ knowledge and understanding of ITIL are
significant factor for the qualified IT staffs while the communication is not regarded as an
important factor for the qualified IT staffs. It can be said that if the IT staffs have good
understanding of ITIL implantation in the organizations, they can develop themselves to
be the qualified IT staffs to achieve the organizational success. All of knowledge and
understanding are available from training, according to entire theories, researches and
referred articles.

The findings of this study are useful for further research as the case study
for any organizations which desire to implement ITIL successfully. The executives can

use the data of this research to improve efficiency of IT service of their organizations
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and to shift the level of organizations in aspect of the implementation of accepted
international standards for information technology control.

For future researches and additional studies, certain case studies of other
organizations should be included to compare similarity and difference which will be
helpful to provide or develop resolutions for organizational process. The researcher
may prove the conceptual framework of this research in several countries under different
environment and culture from Thailand to explore relationship of the factors in such
conceptual framework if it can explain the success factors of ITIL implementation in
every organization under various culture or not. This method will enhance the value of

data for useful application and more perfect results.
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