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ABSTRACT

While e-business getting to the mature stage resulted in difficulty of managing a variety of information infrastructures, many

enterprises have increasingly noticed the importance of Information Technology Infrastructure Library(ITIL) adoption. In order for

understanding the practical perspectives of ITIL implementation perceived by enterprises and institutes, this study empirically

investigated the critical success factors of ITIL adoption through a survey of practitioners. Results showed a total of 14 sorted critical

success factors attributed to three dimensions (i.e. managerial organizational, personnel) were extracted by exploratory factor analysis

(EFA) and analytical hierarchy process (AHP) approaches. Findings work as the ITIL implementation guideline for potential

adopters, so as to increase success rates of ITIL executions.
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