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ABSTRACT

The purpose of this research is to study the critical success factors that
stimulate the sustainability on organization’s [TIL adoption, based on Gosoft
(Thailand) Co., Ltd as the case study.

The concept for this research is based on the IT Service Management
framework. The method utilized was collecting data via online questionnaires in the
format of emails submitting to Gosoft’s employees. Altogether, 200 completed
questionnaires were collected. In order to analyze this data, Statistical Software was
used for Regression Analysis to determine the relationships between the
independent variables and the dependent variable.

The results prove that continuous support from Management raises
employees’ standard awareness of the organization. Moreover, setting up groups of
ITIL Champion within the organization encourages employees to involve in the
streamlining work process. However, evaluation and coherent follow-up are
necessary. It is crucial to be aware of and to stay informed on the progress, as well
as implementing the necessary improvements. The effective use of ITIL will ensure

the long-term maintenance and maximization of organization standards.
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The benefit of this research shows that in order to make the most
effective use of ITIL, the continuous support from the management is considered to
be the most important success factor. Due to the fact that, not only management
can create awareness of standard within the organization, management also has the
authorities in term of organizing and setting up ITIL Champion. By doing so, these
groups of people will reinforce the appropriate use of ITIL, and enable its
implementation to be accordance with the organization’s standard. Moreover, the
management should allow employees to involve throughout the entire process,
including; the discussion process, the planning process, the improving process, and
the regular/routine follow up. These are the things that will result in the continuous
improvement process of the ITIL, so that the ITIL can remain effectively in the

organization.
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