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ABSTRACT

Nowadays, information technology standards are widely used in the field of
information technology services as a management tool, standardizing the system. Therefore, users
will benefit the most from the service. This study was performed to examine the satisfaction of IT
users toward the organization’s IT service provider, as well as to examine the significance of ITIL
integration in the organization’s 1T services. The sample consisted of a total of 286 employees in
a selected company. Moreover, literature review from various sources (i. e. articles, papers, and
the internet) was performed to ensure the accuracy and comprehension of the data used in this
study.

The result indicates that ITIL has a crucial necessity and importance for the
organization, especially for the organization’s IT services. Statistical analysis used in this study
comprised of percentage, average, and Chi Square with factors of personal issues, satisfaction,
and significance. Analysis shows that the ITIL standard has a high level of significance in IT
service. The most obvious evidence from the responses of the samples encourages the ITIL
standard, seeing its necessity and significance for the organization with an average of 4.33%
which is the most highly significant. Moreover, the necessity and significance of the working
process is at an average of 3.99%, which is of high significance.

This study provides suggestions for the company to conduct a policy in order to
encourage the employees, both service users and the service provider. Such employees should be
facilitated to participate in ITL standard workshops, progressively, and especially those who have

been involved with ITIL standards in their work. Normally, such employees should participate in

111 -



- the workshop. However, the standard has always been adjusted to fit with the working
procedures, so it is necessary to perform workshops in order to update the adjustments for those
involved, to improve their understanding and capability. The employee should enforce the ITIL
standard to improve services for their users in various fields such as financial or human resources,
in which ITIL has been embedded, to improve the efficiency of every division. For the service
user, the company should provide a workshop about using the ITIL standard, to improve their
capability as well. For the workshop, the company may subject the company’s service provider
employees to instruct the service users, executively. If the company prefers advanced workshop
details, the company may outsource to other organization that has specialized in the ITIL standard
workshop. Also, the company may facilitate the workshop by providing a special budget for each

division, to encourage them to send their personnel to such workshops to improve their IT

capabilities.
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- Incident Management
Service Support is concerned with :* Problem Managemant
technology related processes and =* Change Management

Configuration Management
Release Management
Service Desk

inciudes these six componentsy
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