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ABSTRACT

The independent study on “Application of ITIL Process for IT Services Management for
Intelligent Business Solution Co., Ltd.” aims to develop guidelines manual for System and
Technology Group Department. In the development guidelines manual, the study initial from
mapping company problems and ITIL processes then selects the most related ITIL processes. And
the selected processes have been developed to operational manual include Incident Management,
Problem Management, Configuration Management and Change Management. This study is
conducted SWOT analysis before and after the introduction of the ITIL processes
implementation, in order to reduce the vulnerability which occur during the practical period.
Furthermore, the analyzed results are used to improve for future service management, including a
discussion of this study.

The results of the study present that the application of ITIL processes to improve
information technology services of the company that is recognized to a great extent and
cooperation of all stakeholders. The ITIL process to be used in this company is just getting
started. The company also has the opportunity to improve performance by the management
software to help make operations more efficient, including the deployment of ITIL processes in

the future.



