An Empirical Examination of Critical Success Factor on ITIL Implementation
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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.

Keywords : Information Technology Infrastructure Libraryd FactorC) Analytical Hierarchy Processd Critical Success Factor

O Analytical Hierarchy Process

Table of Contents

ooooboobobobobooobooboboboobooob
oooobooboboboboooboobooboooooo
oooobooboboboboooboobooboooooo
gboobgoobobboobooboobobooboon
gbooobgoobobboobooboobooboobooon
gboooboobobboobooboobooboobooon
goooboobobbooboobooboboobooon
gbooobgoobobbooboobooboboobooon
gbooobgoobobboobooboobobooboon
gbooobgoobobboobooboobobooboon
gbooobooboboobooboobooboobooon
gbooobooboboobooboobooboobooon
goooboobobboobooboobobooobooon

iii
iv
v
vi
viii

© 00 o b P - X

10

gooobooboboboboobooboobooboobooio

ooooboobobbooboooboobobooobooon
oooobooboboboboooboobooboobooon
oooobo0oboboboboooboobooboobooob
ooooboobobobobooobooboboboobooob
ooooboobobobobooobooboboboobooob
000 o00o0obo0obOobooobo0oboboboobooo 42
000 000b0o0bOobobo0oboo0obOoobOonbooo 45
gboobgoobobboobooboobobooboon
gbooobgoobobboobooboobooboobooon
gboooboobobboobooboobooboobooon
oo ooooboooooooboooouoboboon e
gbooobgoobobbooboobooboboobooon
gbooobgoobobboobooboobobooboon
gbooobgoobobboobooboobobooboon

20
24
35
35
40

45
53
62

67
68
69

oo oobooboboobooboboooboogo 7o

gbAd0O0OODOOODOO0ODbOObOOobDOObDOOD 8o
gbopbOo0obObOOoO0ObOoO0ObOoO0bOobbOOobDOn 83



REFERENCES

O00000000000000000000D0009%40000020050000(2007)0ITILO OIT Service Managementd 0 0 O O
0000000000 0000000000@0g)UITO 000000 0D0O0N0NDN0NO0ON0N0NDO0N0N0OOOOOnOOd(2008)0I1TIL
00000000010 00: http://www.itsma.org.tw/news/showl.asp0 news_id=191[2008, October 1010 O O (20040 C2cO OO0 OO
gdooo0oO0O00-000000000000U00U00U00U00UO0U0U0UDUOUOUOEEITODODD:DDODDODODOO
O0000000000O0O0OD0ODOO0OODODOOOOOODOODOODOODODOOEOCGRODODODODODODODODOOODODODOOOOOOOO
O0000000D0O0O0O0OD0OO0OD0OO0ODOOODOOODOOEOCS)DODOODOOOITILODDDDODODODODODODODODO@EOOOIOOn:
http://www.fisc.com.tw/FISCWEB/FISCBimonthly/BimonthlylnSideMain.aspx( Volume=42&TNo=31[2008, October 3]0 O (2006)0 O
OITILOOBrianJohnsonD OO OO OITOOOOOOOITILOODODODODOOOOO@OODOO]OOO:
http://app.digitimes.com.tw/ShowNews.aspx] zCtld=771&zNotesDocld=28F8992041CDD3C4482572190037EBAF[2008, October 3]0 O
gRoog) U OOITILOOODOITODODOO[ODOODO]OOO: http://www.ithome.com.tw/itadm/article.phpd c=50165[2008, October 14]
gofjEoUipooCMMIDOOIDDOODOONDDO0OODOOODONDODO0ODOO0DDOOOODO((2002)00 O 1SO 9001:2000
0000000000 0o0oo00oo0o00ooo00oo000o0o0U0Do00DOoO000ooDDOooDooOoo@ess IO O
0000000000 0o0oo00oo000oo00oo00o0oooUDo00DooOoooEess oo oooDooooO
O00O0ooooP8UIIOOEROI)IDOODOIONDODOONDNDOODODONODODODUNDOOUNDOOUO0NDDO0NDDOOODOOO(2007)
000000000000 000000000000000000000000000000000D0 (2008 0itSMAO OO OOOOO
OOOOITILOiThome Online O[O0 00O OO0 OO : http://www.ithome.com.tw/itadm/article.phpd ¢=49967[2008, October 14]0 00 O
oo OOCMMID DO OODOOWOO0O00D0D0O0O0NDDO0OOoOoooooooECcMMOOOooooEoos)Doooong
DERPOCDOODDDOO0OOOOOODOO0ODOOOOOOOOODDOOOOOOOOOEOYODOOOITILOO0NDDOOoOo@mO
00100 0O : http://www.mis.nccu.edu.tw/download/conference/C080703000920.pdf[2008, September 14100 O 0O (2008)C ITILO O OO OO
O[@dD00O0]000: http://www.zdnet.com.tw/enterprise/technology/0,2000085680,20127342,00.htm[2008, October 1110 O O (1996)00 O O
O0000000O0O0O0O0O0O0O0O0O0OO0OODOOODOOOOOEOOOOOITILODOOOO0OOOITOOOOOOOO(ER007)DITIL
0000000000000 [@OOD00O]d00d: http://www.ithome.com.tw/itadm/article.php0 ¢=45900[2008, October 1410 [0 O (2006)
OITILOODODOODO0ODOODOO0ODOO0O0OOOOO[OOO]o00: http://city.udn.com/54146/2001054

O tpno=0&cate_n0=60262[2008, November 510 0 0 (20050 O 0 O O ITILO OO0 0000000000000 O0O0O]100O:
http://www.fisc.com.tw/FISCWEB/FISCBimonthly/Article.aspxC Volume=42&TNo=30[2008, November 3]0 0 00 0 0 0O O O O (2005)0
oomImoooo-ooImiLob0oodooooooodoooooEess) 000D dbdbooooooooooooooooo
0000000000 0000000@o)UIDDAHPOODOODOOUOERPOOODDODOODOODOOODDOODOOODODOODODOOO
00ooooooRoee)dnITILODO201ITO O OO0 [DDOO0O]000: http://www.ithome.com.tw/itadm/article.php

0 ¢=41083[2008, November 14]0 0 0 (2006)0 D00 CIOD DO O0O00OODOO—TILO[DOOOIOOO:
http://www.ithome.com.tw/itadm/article.phpd ¢=35073[2008, October 26]0 O O (2008)0 ITIL/ISO 200000 O O O OO [DOOOJoO0O:
http://www.iiiedu.org.tw/ites/portal/ITIL_Series06.htm[2008, October 2510 0 0O (20050 ITILO D000 O00D0OOO0OOO[OOOO]
O O O : http://www.fisc.com.tw/FISCWEB/FISCBimonthly/BimonthlyInSideMain.aspx Volume=42&TNo=33[2008, October 2510 O
oo OOCMMIDDOODDOOO0ODODOOODDOOO@EOOODODUODODOooDoDoDoDOoECMMN)OO)DOOoDOD:OD0O000O0O0O
OO00(oogOitsMAD OO OO OD0OODOODOITILD[DODO]0DOO: http://www.ithome.com.tw/itadm/article.phpd ¢c=49967[2008,
October22]0 000000198 D DO 00O0OOO0O0OOOM@OO)000DOOOOoe2nuuooEgyOoITOOOO
oBsisooo0 0000000 [@OOOO0O]Oon:

http://www. fisc.com.tw/FISCWeb/FISCBimonthly/Article.aspx?Volume=42& TNo=32[2008, October 20]00 0 00 (2007)0 ITILO O OO OO
OO0[@COO0O0O]00O0: http://www.zdnet.com.tw/enterprise/technology/0,2000085680,20123186,00.htm[2008, October 2010 0 0O O O O
g@oo7ODDODODOITILODODODODONONOONONONDONONON00000oooooooo:0o0oooooooooonEo7YDunonon
0000000 ITO0DO0000000[@0DOO0]000: http://www-07.ibm.com/tw/blueview/200701/p16-19_viewpoint.htmlI[2008,
October 2010 O O O O O Aaker, D.A. (1988),Strategic market management ,2nd.ed.,Canada:John Wiley & Sons, 32.BMC (2006), ITIL for the
Small and Midsized Business. The BMC Software Company.Boynton, A.C. & Zmud, R.W. (1984), An assessment of critical success factor, Sloan
Management Review, 25(4), 17-27.Cater-Steel, A. & Toleman, M. (2007), The Role of Universities in IT Service Management Education, In Felix
B. Tan and James Thong and Lech J. Janczewski (Eds.), Managing Diversity in Digital Enterprises, Australia: The University of Auckland Business
School, 369-382.Carol, P. & Cater-Steel, A. (2009), Justifications, strategies, and critical success factors in successful ITIL implementations in U.S.
and Australian companies:An exploratory study, Information Systems Management, 26, 164-175.Commons, J.R. (1934), Institutional Economics,
New York:The Macmillan Company.Desanctis, G., & Gourtney, J.F. (1983), Toward friendly user MIS implementation. Communication of the
ACM, 26(10), 732-738.Hair, J.F., Anderson, R.E., Tatham, R.L., 0 Black, W.C. (1998)(0 O Multivariate Data Analysis, Prentice Hall.Hofer, C. &
Schendel, D. (1978), Strategy Formulation:Analytical Concept, West Publishing Company.HP (2008), Why ITIL implementations fail?
[Online].Available: http://h20427.www2.hp.com/program/taw/ap/en/200806/4008.htm[2008, December 14]IBM (2006), Support
implementation of ITIL-based processes with a unified approach to managing assets and servicesdd IBM Company.itSMF (2009), Certified



Organisations[Online]. Available: http://www.isoiec20000certification.com/lookuplist.aspd Type=9[2009, May 22]King, S.F. & Burgess, B.F.
(2006), Beyond critical success factors: A dynamic model of enterprise system innovation. International Journal of Information Management, 26(1),
59-69.Kaiser, H.F. (1974), An index of factorial simplicity, Psychometrika, 39, 31-36.Leslie, W. & Richard, S. (2000), Enterprise resource
planning: The role of the C1O and IT Function in ERP, 43, Communication of The ACM, 43(4), 32-38.Laughlin, S.P. (1999), An ERP game plan.
Journal of Business Strategy, 20(1), 32-37.McLaughlin, K.A. & Damiano, F.(2007), American ITIL, user services conference, Proceedings of the
35th annual ACM SIGUCCS Conference on User Services, NY:Hobart and William Smith Colleges, 251-254.Niazi, M., Wilson, D., & Zowghi,
D. (2005), A framework for assisting the design of effective software process improvement implementation strategies, The Journal of Systems and
Software, 78(2), 204-222.Nunnally, J. (1978), Psychometric theory, 2nd Edition, New York:McGraw-Hill. OGC, [Online]. Available:
http://www.ogc.gov.uk/[2008, Septemper 22]Pollalis, Y.A. & Frieze, I.H. (1993), A new look at critical success factors in information technology,
Information Strategy: The Executive’ s Journal, 10(1), 24-34.Pink Elephant (2006). The ITIL Story White Paper, The Pink Elephant Company.
Available: http://www.pinkelephantclub.com/Rockart, J.F. (1979), Chief executives define their own data needs, Harvard Business Review, 57(2),
81-93.Sharifi, M., Ayat, M., Rahman, A.A., & Sahibudin, S. (2008), Lessons Learned in ITIL Implementation Failure, The 3rd International
Symposium on Information Technology 2008, 1, 1-4Satty, T.L. & Vargas, L.G. (1980), Models, methods, concepts & application of the Analytic
Hierarchy Process, Boston, Kluwer Academic Publishers.



