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Abstract

The objectives of the research were as follows: (1) To develop best practice in quality
management and IT Service for Thai ceramic industry based on ISO 9001:2015 and ISO 20000:2005
(2) To develop web service for digital transformation of Thai ceramic industry based on the best
practice (3) To evaluate the performance of the developed system in term of time, cost and
satisfaction by comparing before and after of the system usage.

Research methodology consisted of follows: (1) Studied ISO 9001:2015, ISO 20000:2005,
ITIL Version 3 and IT Structure of Thai ceramic organization (2) Analyzed the alignment of the
standards. (3) Developed the best practice based on the standards. (4) Developed web service for
digital transformation of Thai ceramic industry from the best practice in quality management and IT
Service. (5) Evaluated the effectiveness of the developed system comparing before and often system
usage.

Research results showed that (1) The standard alignment of ISO 20000:2005 and ITIL
Version 3 as of 100% and ISO 20000 with ISO 9001:2015 alignment was 72.31% (2) The web
service form the best practice for digital transformation in Thai ceramic industry (3) Performance
evaluation the developed system in term of cost-reducing with fasten service time and higher users’

satisfaction.

Keywords: ISO 20000: 2005 ISO 9001:2015 ITIL Best Practice Ceramic Industry Digital

Transformation
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