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Abstract - Information technology and management impel a strong influence not only to empower business management but 
also rapidly changing for education management. An Information Technology Service Management (ITSM) is a way with 
focus on process and how to create service quality. ITSM is a set of processes that merge to guarantee the quality of IT services. 
In addition, ITSM is a challenges and opportunities way to support and increase performance for educational management 
processes, activities and roles of IT delivery. This research studies the usage of ITSM for supporting educational management 
system and assesses the quality and satisfaction of applications for supporting system in education management. The 
quantitative approach was used to investigate the quality and satisfaction for education management supported application 
based on 35 staff of Ministry of Education. The research indicated that the expansion of ITSM for education management not 
only challenges and opportunities to users’ working but also comprehension significance of ITSM. Moreover, the study was 
revealed that the quality of educational management supporting applications is on effective level and staff’s satisfaction is 
highly satisfied level. 
 
Index Terms - Education Management, Education supporting application, Information Technology Service Management, 
ITSM model. 
 
I. INTRODUCTION 
 
The rapid growth of technology computer, 
communication and network impel a strong influence 
to empower business management. Furthermore, the 
changes and developments in the internet and mobile 
technologies affected business and services in various 
platforms to perform their operations online that 
caused to change our daily and professional life [1]. 
Information Technology (IT) disseminates most 
organizations not only in business but also in 
education organization with efficiency and quality. In 
addition, IT systems are continually developed for 
customers’ new demand and are more focus on IT 
service delivery and IT service management [2]. 
Porssa and Mizazadeh [3] pointed that IT effected on 
organization strategy in developed organizational 
performance and service presentation efficiency 
process.  
 
Education Management Information System is a 
challenges and opportunities way of supporting 
system for educational management processes, 
activities and role of IT delivery. ITSM is not only 
means to gather statistics from education institutions 
by following people, models methods, procedure, 
processes, rules and regulations but it also relates with 
the emerging computer technology to get all 
mentioned functions work together to provide 
comprehensive, integrated, relevant, reliable, and 
timely data to education chief, and staff to perform 
their responsibilities efficiently to achieve the goal. 

Computer technology provided technical support to 
education management information systems by 
providing right information to the right people at the 
right time to make the best decisions, planning and 
monitoring in the organization. 
 
II. INFORMATION TECHNOLOGY SERVICE 
MANAGEMENT (ITSM) 
 
Information Technology Service Management 
(ITSM) are described and determined by many of 
different models and methods with a focus on work 
processes and how to create service quality [2]. ITSM 
has been a set of processes that combine to guarantee 
the quality of IT services, according to the levels of 
service agreement by the customers [3]. In addition, 
Conger et al. [4]   pointed that the business/IT 
alignment by focusing on defining, managing and 
delivering IT services to support business goals and 
customer needs. ITSM refers to all managerial aspects 
of IT models such as IT planning, support, delivery, 
security, and infrastructure [5]. Rick Leopoldi [6] 
indicated that ITSM employed information 
technology infrastructure library (ITIL) have been 
developed, documented, and published by UK office of 
government commerce (OGC). They describe an 
integrated set of processes managing IT services of 
best practices companies.] The latest version of ITIL is 
its 2011 version which is a revision of the ITIL version 
3 published in 2007. ITIL groups IT business 
processes into five categories including service design, 
service strategy, service operation, service transition 
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and lastly CSI (continual service improvement) [5]. 
 
III. NATIONAL EDUCATION ACT   
 
The National Education Act of B.E.2542 (1999) has 
been influenced to education management all of levels 
in Thailand for providing Information Technology 
and communication, educational learning media to 
promote highly efficient education management and 
lifelong learning. Ministry of Education is responsible 
to handle these roles. Moreover, National Information 
Technology and communication Policy Framework 
2011-2020 emphasized in students’ quality of 
learning and education management and service 
provided the educational personnel [7]. The demand 
of technology services rapidly increase from 
stakeholder. Using Information Technology is 
beneficial and helpful to Educational Management.  
 
IV. PURPOSE OF THE RESEARCH 
 
The research aims to propose the usage of ITSM for 
supporting educational management system and 
assesses the quality and satisfaction of an application. 
 
V. RESEARCH METHODOLOGY 
 
A. Participants 
The participants were 35 staff of the Ministry of 
Education, Thailand who involved the supporting 
educational management system. 
B. Materials and Instruments 
The research materials and instruments consisted of 3 
parts as follows: 
1) Collect and analyze the usage of an ITSM in 
educational management supporting system. 
2) Create an application of educational management 
supporting system. 
3) Create an assessment and satisfaction of application 
form.  
C. Data Analysis 
The quantitative approach was used to investigate the 
descriptive statistics of the evaluation survey. 
 
VI. RESULTS 
 
The research results conformed to 2 parts as: 
A. The usage of an ITSM in education 
management supporting system 
The study found that the educational management 
supporting system started from the National ICT 
framework 2011-2020 including National Education 
Act of B.E. 2542 (1999) to perform an implementing 
of information technology with the Thailand 
Electronic Government Interoperability Framework 
(e-GIF) and SDLC waterfall model for creating ITSM 
for education management system. It consisted of two 

services; front-office and back-office. In this research 
emphasized only the back-office such as Auditorium 
Reservation System as in Figure I. 
 

 
 

Figure I. Supporting Application of Education Management 
System 

 
The auditorium reservation system provides the 
management of all auditoriums in office of permanent 
secretary, Ministry of Education. The system allows 
the users to book, cancel, update, query and report the 
meeting room in online system. 
B.   The evaluation of an ITSM in education 
management supporting system 
The evaluation of an ITSM in educational 
management indicated that quality of the supporting 
system was effective level in all aspects as shown in 
Table I. 
 

Items x  S.D. Assessment 

I. Content and 
Presentation 4.61 0.45 Effective 

1.1 Clarity in describing the 
content 4.70 0.55 Effective 

1.2 Accuracy of content 4.53 0.41 Effective 
1.3 Accuracy of language 
used 4.61 0.52 Effective 

1.4 Appropriate in style  and 
presentation 4.70 0.41 Effective 

1.5  Appropriateness of the 
content presented in each 
episode  

4.53 0.55 Effective 

II. Font and Color 4.63 0.55 Effective 
2.1 Format of font used 4.70 0.52 Effective 
2.2 Size of font used  4.65 0.52 Effective 
2.3 Color of text 4.67 0.82 Effective 
2.4 Color of Background 4.53 0.41 Effective 
2.5 Overall color of screen 4.61 0.83 Effective 



International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-4, Issue-4, Apr.-2018 
http://iraj.in 

Challenges and Opportunities of Information Service Management for Supporting Educational Management System 
 

83 

III. Technical media 
production 4.63 0.52 Effective 

3.1 Screen overall design 4.65 0.52 Effective 
3.2 Appropriateness of the 
size of the command button 

4.53 0.41 Effective 

3.3 Speed and accuracy of 
searching information 4.80 0.41 Effective 

3.4 Flexibility in use 4.65 0.52 Effective 
3.5  Suitability of the 
operating instructions  

4.53 0.41 Effective 

Total 4.61 0.43 Effective 
Table I Quality of the auditorium reservation system 

  
The evaluation of quality of the educational 
management regarding the auditorium reservation 
system found that the rating of all aspect was mostly at 
effective level )61.4x(   meanwhile, the speed and 
accuracy of searching information was at a rather high 
effective level. 
C. The assessment of staff’s satisfaction in the 
auditorium reservation system 
The assessment of staff’s satisfaction pointed that they 
were highly satisfied level in all items as shown in 
Table II. 
 

Items x  S.D. Assessment 

1.Quality of the 
supporting System 
and facilities 

4.59 0.98 Highly satisfy 

2. understanding of 
work process 4.61 0.54 Highly satisfy 

3.Services providers 
and facilitators 4.73 0.78 Highly satisfy 

4 Support policy  4.68 0.97 Highly satisfy 
5. Quality of service 4.83 0.61 Highly satisfy 
  Summary 4.64 0.83 Highly satisfy 
 
Table II Staff’s satisfaction of the auditorium reservation system 
 
The evaluation of the staff’s opinions regarded that 
they satisfied in the supporting educational 
management were mostly high level. 
 
 

CONCLUSION 
 
According to the ITSM in supporting system for 
educational management, it indicated that the 
supporting system especially back-office system 
achieved an excellent level and also gratify the users 
in high level. It leads that the application of 
supporting system for educational management is 
beneficial for the personnel. 
 
This study was intended to be the beginning step for 
challenging and opportunities of ITSM for supporting 
education management system. It would be beneficial 
to those looking for ITSM for education management 
supporting system in Thailand. For further research 
investigation, several more looking ITSM for 
education management supporting system in ITSM on 
international standards such as ITIL or ISO/IEC 
20000. 
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