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Abstract

This research studies ITIL framework to apply for IT Helpdesk Services of Airport of Thailand PIc.
(AOT) in order to proceed the management of service quality systematically and effectively.
Especially IT Helpdesk Service Management, the management should comply with international
standard of ITIL. In the research process, ITIL framework is applied to the process of receiving
ICT user’s problems, emphasizing on the Service Operation Process and the Incident Receiving
Process. The research also conducts the workshop to receive ICT users’ calls via the electronic
system called Smart Service ITIL Program. Then, the program is tested with Incident Management
Process. After testing the applied program, it could be found that the problems are possible to

verify and review their historical data. This cause the problems deliver to the person who could
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find the solution to the problems. IT Helpdesk could search the recorded solutions which used to
solve the problems in the past and could solve the problems that are similar occurrences
immediately. This way, the problems will be solved faster and it will make the users more

satisfied.

Keyword: ITIL framework, Incident management, Service help desk, SLA
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