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Dissertation Title: Information Service Model of Information Technology System Maintenance based on ITIL
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Abstract

The purposes of this research were to 1) develop the model of information technology
maintenance based on ITIL at Rajabhat Universities on the East Coast of the Southern Region and 2) investigate
the acceptance of information technology maintenance model based on ITIL. The samples were nine
administrators and 30 information technology maintenance service officers who were the populations of the
three Rajabhat Universities on the East Coast of the Southern Region, including Nakhon Si Thammarat
Rajabhat University, Songkhla Rajabhat University, and Surat Thani Rajabhat University, and 381 users
selected by using accidental sampling method. The research instruments used in this study were a questionnaire
on the requirement of the information technology, a model of information technology maintenance, a software
of information technology maintenance, and a questionnaire on the model acceptance. The data were analyzed
by using mean and Chi-square test.

The results of this study revealed that:

1. The model of information technology maintenance based on ITIL at Rajabhat Universities
on the East Coast of the Southern Region consisted of four parts, including information and technology service
system, database system, service quality maintenance system, constructed by integrating ITIL best practices
and DMAIC process, and the information technology consisting of 28 items. According to those items,
14 items could be used by the administrators to support decision making on policy setting, to plan and follow up
working, 12 items could be used by the service officers to increase the service quality, and two items could be
used as directions for users to solve the information technology problems by themselves and follow up
the service progress in case of their requests.

2. The majority of the administrators, information technology maintenance service officers and
users accepted the model of information technology based on ITIL at Rajabhat Universities on the East Coast
of the Southern Region at a high level. The samples that accepted and denied the model were significantly
different at 0.05 level.

The finding of the study was that the model of information technology system maintenance
based on ITIL developed by integrating QIT and DMAIC could be used to develop and control the quality
of the information technology maintenance service in academic institutions or other organizations. Moreover,
the model developing processes could be also used as guidelines for developing other quality information

technology systems.
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