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Abstract

This research’s purposes were to study the development of the information service
according to the ITIL of Digital Technology Center, Phetchaburi Rajabhat University. And study
for evaluate the system performance and satisfaction of the information service system of Digital
Technology Center, Phetchaburi Rajabhat University. The sample group of this study consisted of
75 students and personnel of Phetchaburi Rajabhat University by using a purposive sampling
methodology. Research indicated the following results: The study for the development of the
information service according to the ITIL of Digital Technology Center, Phetchaburi Rajabhat
University on the part of the service recipients: service status is tracked, show troubleshooting steps
and service agreement with service recipients. On the part of the service providers: KPI is set to
measure service efficiency, notification of service requests via email and application LINE.
The system has placed the order of service according to an urgent need and helps service recipients
to receive fast service. Satisfaction results from using the system of service recipients and service
providers were the highest level, as the shown mean of 4.63 and 4.58, respectively. The system can

be applied and integrated with the information service of the digital technology center in order to be

more efficient in working.

Keywords: Service Information System, Web Application, Information Technology Infrastructure Library
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Figure 1. Research methodology
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Table 1.The results of IOC analysis from experts

Expert
1 2 3

Evaluation list Total IoC Meaning

1. Functional Requirement Test
Part of service user
1.1 Support problem solving 1 1 1 3 1 Good
so that users can use IT
systems or services as
quickly as possible
1.2 Modified data is stored 1 1 1 3 1 Good
and the details of the problem
are displayed
1.3 Can track status service 1T 1 1 3 1 Good
request
1.4 Ability to show solutions 1 0 1 3 0.67 Good
to problems
Part of service provider
1.1 Supporting IT services, 1 1 1 3 1 Good
helping to develop and
improve operational quality
1.2 Support problem solving 1 1 1 3 1 Good
so that users can use IT
systems or services as
quickly as possible
1.3 Modified data is stored 1T 1 1 3 1 Good
and the details of the
problem are displayed
1.4 Checking what the service 1 1 1 3 1 Good
receiver notifies is a service
request or a Incident
1.5 The ability of the system to 1T 1 1 3 1 Good
display statistical reports
2. Functional Test
Part of service user
2.1 Accuracy of storing service 1T 1 1 3 1 Good
request information
2.2 Accuracy of updating 1 1 1 3 1 Good
service request information
2.3 Accuracy of the results 1 1 1 3 1 Good
obtained from the processing
2.4 The system provides data 1T 1 1 3 1 Good
validation and prevents any

possible errors
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Table 1. The results of IOC analysis from

experts (cont.)

Expert

Evaluation list Total IoC Meaning
1 2 3

Part of service provider
2.1 Accuracy of IT services and 1 1 1 3 1 Good
improve operational quality
2.2 Accurate solutions support 1 1 1 3 1 Good
users to deploy systems or IT
services as quickly as possible
2.3 Accuracy of data storage, 1 1 1 3 1 Good
modification, tracking and
detailed information on
problems
2.4 Accuracy of checking what 1 1 1 3 1 Good
users report is a problem. or
service requests
2.5 The system provides data 11 1 3 1 Good
validation and prevents any
possible errors

3. Usability Test
3.1 Easy to use system 11 1 3 1 Good
3.2 The suitability of using the 1 0o 1 2 0.67 Good
size of the text on the screen
3.3 The suitability of using text 1 1 1 3 1 Good
colors and image
3.4 The suitability of using text 11 1 3 1 Good
Symbol or picture to explain
3.5 The system screen design 1 1 1 3 1 Good
is of the same standard
3.6 The suitability of user 1T 1 1 3 1 Good
interaction

4. Security Test
4.1 Define of username and 1 1 1 3 1 Good
password to verify access to
the system
4.2 User authentication of the 11 1 3 1 Good
system
4.3 User access control 1 1 1 3 1 Good
4.4 Appropriateness for overall 1 1 1 3 1 Good

system security
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Table 2. The results of the satisfaction study of

service users on all aspects of the system

Evaluation list X S.D. Meaning

1. Functional Requirement 4.56 0.33 Very good
Test

1.1 Support problem solving 4.60 0.60 Very good
so that users can use IT systems
or services as quickly as possible

1.2 Modified data is stored 4.54 0.63 Very good
and the details of the problem are
displayed

1.3 Can track status service 4.53 0.58 Very good
request

1.4 Ability to show solutions to 4.57 0.63 Very good
problems
2. Functional Test 4.68 0.35 Very good

2.1 Accuracy of storing service 4.71 0.49 Very good
request information

2.2 Accuracy of updating 4.66 0.59 Very good
service request information

2.3 Accuracy of the results 4.67 0.53 Very good

obtained from the processing
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Table 2. The results of the satisfaction study of

service users on all aspects of the system

(cont.)
Evaluation list X S.D. Meaning
2.4 The system provides data 4.69 0.53 Very good
validation and prevents any possible
errors
3. Usability Test 4.62 0.40 Very good
3.1 Easy to use system 4.64 0.51 Very good
3.2 The suitability of using the 4.66 0.54 Very good
size of the text on the screen
3.3 The suitability of using text 4.54 0.65 Very good
colors and image
3.4 The suitability of using text 4.63 0.54 Very good
Symbol or picture to explain
3.5 The system screen design is 4.64 0.51 Very good
of the same standard
3.6 The suitability of user 4,59 0.50 Very good
interaction
4. Security Test 4.66 0.43 Very good
4.1 Define of username and 4.61 0.55 Very good
password to verify access to the
system
4.2 User authentication of the 4.71 0.46 Very good
system
4.3 User access control 4.66 0.54 Very good
4.4 Appropriateness for overall 4.67 0.50 Very good
system security
Total 4.63 0.30 Very good
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Table 3. The results of the satisfaction study of

service provider on all aspects of the system

Evaluation list X S.D. Meaning

1. Functional Requirement 4.64 0.38 Very good
Test

1.1 Supporting IT services, 4.60 0.55 Very good
helping to develop and improve
operational quality

1.2 Support problem solving 4.60 0.55 Very good
so that users can use IT systems
or services as quickly as possible

1.3 Modified data is stored 4.40 0.55 Good
and the details of the problem are
displayed

1.4 Checking what the service 4.80 0.45 Very good
receiver notifies is a service
request or a Incident

1.5 The ability of the system to 4.80 0.45 Very good
display statistical reports
2. Functional Test 4.52 0.18 Very good

2.1 Accuracy of IT services 4.40 0.55 Good
and improve operational quality

2.2 Accurate solutions support 4.40 0.89 Good
users to deploy systems or IT
services as quickly as possible

2.3 Accuracy of data storage, 4.80 0.45 Very good
modification, tracking and detailed
information on problems

2.4 Accuracy of checking what 4.40 0.55 Good
users report is a problem. or
service requests

2.5 The system provides data 4.60 0.55 Very good
validation and prevents any
possible errors

3. Usability Test 4.57 0.15 Very good

3.1 Easy to use system 4.80 0.45 Very good

3.2 The suitability of using the 4.40 0.55 Good

size of the text on the screen
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Table 3. The results of the satisfaction study of

service provider on all aspects of the system (cont.)

Evaluation list X S.D. Meaning
3.3 The suitability of using text 4.20 0.45 Good
colors and image
3.4 The suitability of using text 4.80 0.45 Very good
Symbol or picture to explain
3.6 The suitability of user 4.60 0.55 Very good
interaction
4. Security Test 4.60 0.38 Very good
4.1 Define of username and 4.40 0.55 Good
password to verify access to the
system
4.2 User authentication of the 4.80 0.45 Very good
system
4.3 User access control 4.40 0.55 Good
4.4 Appropriateness for overall 4.80 0.45 Very good
system security
Total 4.58 0.09 Very good
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