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Abstract

The main objective of this research was to study ITIL implementation guideline for Electronic Government Agency
(Public Organization) by exploring about the direction of the management’s requirement in respect of application of ITIL
and development of process relating to IT service provision as desired by the management under the guideline of ITIL.
Sample group in this study included personnel working in IT Intelligence Operations Department of the Electronic Government
Agency (Public Organization). This study is considered as a qualitative research though observation and interview.
Data collection from the sample group was done through several methods ranging from collecting basic information from

agencies, in-depth interview from principal informants and the interview with key informants.
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Findings from the study suggest that the management and related staffs select certain part of ITIL version 3. With

respect to Service Operation (1 out of 5 of the major components of the ITIL framework), Gap Analysis of present process

(As is) and ITIL processes was done and referred to discuss with related staffs in order to improve the processes to be in

harmony with ITIL framework. According to the discussion and new procedures were prepared (To be) including the plan for

implementation of IT service management under the framework of ITIL of Electronic Government Agency (Public Organization),

such will ensure that the implementation of IT service management will achieve the objectives or goal set forth by the

organization.

Keywords: ITIL, IT Service Management
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