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 The integration of service operations, particularly within the 

framework of ITIL into educational services offers numerous benefits 

such as enhanced efficiency and optimized resource utilization. ITIL 

V3, a widely adopted framework, facilitates effective IT service 

management by aligning processes with customer needs. So by using 

a systematic and explicit method when reviewing articles or all 

existing sources will minimize bias, so that the data can be trusted and 

it can be used to draw a conclusion. This research investigates both 

the advantages and challenges of implementing service operations 

within educational institutions, aiming to improve efficiency and 

leverage technology for better learning experiences. Managing key 

service operation processes like event management, incident 

management, and access control, along with aligning IT strategies, 

pose additional hurdles. ITIL’s structured approach helps education 

institution deliver better IT services. However, education institution 

might face challenges like limited staff, complicated ITIL processes, 

and aligning tech with education.  Overall, the study shows that good 

IT service management is important for education institution to 

properly use technology for learning. Education institution should also 

keep improving their IT operations to make sure these services are 

always effective.  
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1. INTRODUCTION 

This decade rapid development of technology has brought significant progress in human life, 

especially in the field of education. The development of technology has had positive impact on the 

advancement of educational science. Many problems in the field of education that could not be solved in the 

past can be easily resolved in this era. The development of technology is also utilized by various sectors, 

especially in the education sector. Educational institutions nowady can use technology, particularly information 

technology, to improve their services in the academic field [1][2]. The utilization of technology has a significant 

influence in realizing objectives of education implementation[3], thus the efficiency of resource use and risk 

https://creativecommons.org/licenses/by-sa/4.0/
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management must be considered [4][5]. Dependence on technology, especially information technology, to 

achieve strategic objectives and organizational needs becomes the main driver because it can increase 

productivity and make business processes efficient [6][7]. Educational services are services that support the 

implementation of education[8], achieve school goals, and to increase efficiency in the entire education system 

[9]. Generally benefits of educational services are they can create graduates with competencies that are in 

accordance with their disciplines [10]. Educational services can only be carried out properly if they are in line 

with the development of information technology [11]. The development of technology create more and more 

IT service frameworks that are a breakthrough in developing educational services[12], for example such as 

ITIL (IT Infrastructure Library), Cobit (Control Objectives for Information and related Technology), ITSM 

(Information Technology Service Management) and many more [13][14]. The IT framework that is currently 

growing rapidly and widely spread in the form of ITSM (Information Technology Service Management) 

[15][16][17]. ITSM is a collection of frameworks that are increasingly being adopted by IT service providers 

to assist organizations in effectively managing their services [18][19]. ITSM frameworks align the activities of 

IT operations, technical staff, and business processes with the needs of customers and service users[20][21]. 

ITSM will have a positive impact on the organization if utilized properly [18][22]. 

IT service management is a method of managing information technology systems centered on the 

consumer perspective in information technology services to the company's business[23]. There are 5 main 

processes that exist in ITSM [24][25], such as: Service Strategy, Service Design, Service Transition, Service 

Operation and Continual Service Improvement [26]. 

The Service Operation is a phase in the ITIL framework where services are designed, tested, and 

transferred efficiently [27][28]. Main purpose of Service Operation is to carry out the necessary processes and 

provide and manage service approvals to customers and users[29]. Service Operation is also responsible for 

managing technology and technology infrastructure to support service delivery [30]. Service Operation has 5 

(five) processes including event management, incident management, problem management, Request 

Fullfilment, also Access management [27].  

Service Operation has a big responsibility in operating and keeping IT services running and is 

expected to work according to user or customer [31].  Main purpose of  Service Operation is to coordinate and 

carry out the processes or activities needed to provide IT services to users and customers [32]. The existence 

of Service Operation provide a guide by which IT services can be managed efficiently and ensure agreed 

performance improvements [33]. 

So in this study the measurement will be carried out is in the service operation. the authors will conduct 

research on the implementation of service operations in educational services[34]. In this research, we aim to 

investigate the implementation of service operations in educational services. To achieve this, we have 

established three research questions to guide our study: The first research question, What are the benefits and 

challenges of implementing service operations in educational services? ; the second research question, What 

are the factors that influence the application of Service Operation in educational services?; and the last research 

question, How can ITIL service operation help improve user satisfaction in educational services?. The first 

research question focuses on the potential benefits and challenges of implementing service operations in 

education services. The second research question, explores the factors that influence the successful adoption 

of service operations in educational institutions. And the last research question, it investigates the role of ITIL 

service operations in improving user satisfaction in educational services. The results that we aim of this study 

are the benefits and challenges of implementing service operations[35]. 

 

2. METHOD  

  This research uses a qualitative approach to gain an depth understanding of the implementation of 

Service Operation in educational services [36]. This research uses a systematic literature review method[37], 

Systematic literature review is a research method that collects, identifies, and critically assesses relevant 

research from existing research data [38] [39]. Literature review itself can be defined as a collection of data 

and information by exploring knowledge or knowledge from various sources such as books, papers, diktat, 

lecture notes, journals, and several other sources that have relevance to the object of research [40][41]. 

Literature review can be useful if the goal is to engage in theory development [42]. The goal is to identify all 

empirical evidence so as to generate new thoughts related to a topic or problem so as to answer a research 

question in a literature review that can form the basis of scientific writing [43]. So by using a systematic and 

explicit method when reviewing articles or all existing sources will minimize bias, so that the data can be 

trusted and it can be used to draw a conclusion [44]. The stages of the research conducted can be described as 

follows:   
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Figure 1. Stage of the research 

 

In this research, we focus on the implementation of service operations in educational services. Our 

search process covers the chosen field of research, namely service operation, using keywords such as "service 

operation," "implementation service operation," "implementation service operation in educational field," and 

"implementation ITIL in educational field." We conducted searches in several existing academic databases, 

such as Google Scholar and Elsevier, and reviewed the search results based on the established keyword criteria. 

The inclusion criteria used in selecting articles or journals include journals related to service operation and its 

implementation in the field of education that can be accessed online. Non-research journals that are descriptive 

in nature and journals that do not meet the inclusion criteria were excluded. Data extraction involved taking 

information from each study, including the source (journal or article), authors and their institutions, research 

method, theoretical framework, and research questions. The data taken from each journal will be stored using 

a reference manager such as Mendeley to make it easier to categorize data with the available filters. 

Finally, at the writing stage, we will analyze and synthesize the data obtained from the research 

conducted to help understand the implementation of service operations in educational services. This will enable 

us to answer our research questions and provide insights into the benefits, challenges, and influencing factors 

of implementing service operations in education. 

 

3. RESULTS AND DISCUSSION  

3.1.  Systematic literature Review Results 

The results presented herein stem from a comprehensive analysis conducted on major academic 

journals, employing a systematic approach to reviewing the existing literature within the field. 

 

Table 1. Analysis results 

No Main References Analysis 

1 Analysis of 

Information 

Technology-Based E-

Learning Service 

Management Using 

the ITIL Version 3 

Framework at SMK 

Muhammadiyah 1 

Palembang [15] 

This identified challenges in the current system and proposes a gap analysis to identify areas for 

improvement. It discusses the benefits of using ITIL V3 to manage e-learning services and provides 

a framework for measuring maturity levels. So the analysis results from the journal are as follows: 

1. The existing e-learning system at SMK Muhammadiyah 1 Palembang is currently not 

maximally utilized.. 

2. This research uses ITIL V3 as a framework for analyzing and improving e-learning 

systems. 

3. This research identifies gaps in the current system and provides recommendations for 

improvement. 

4. This paper aims to improve the quality of the e-learning system using the ITIL V3 

framework. 

5. The study used a combination of observation and interview methods to collect data. 

6. The analysis includes an assessment of the maturity level of the e-learning system, which 

is compared with the expected maturity level to identify gaps. 

2 ITIL V3 Framework 

Domain Service 

Operation in Blended 

Learning Technology 

Management Analysis 

[27] 

This journal covers the analysis of the behavior and effectiveness of ITIL V3 framework in Service 

Operation domain in managing blended learning technology. This analysis is conducted to determine 

how ITIL V3 framework in Service Operation domain can be applied to the management of blended 

learning technology. The analysis results from the journal are as follows: 

1. This journal uses a qualitative research method with an inductive approach, where this 

research uses several responses from students who study PTI lessons. 

2. This research shows that ITIL V3 framework of Service Operation domain can be used as 

a tool to manage blended learning technology with high effectiveness. This framework 

helps blended learning technology users in managing and developing an effective and 

efficient technology system. 

3. This journal also shows that the management of information technology and services from 

information systems / information technology is very important in improving service 

quality, minimizing obstacles, and achieving company goals. 



 International Journal of Computer Science and Information Technology (IJISIT) 

 e- ISSN 3063-4156 | p-ISSN 3063-4172  

 

Enhancing Educational Services Operations: A Literature Review and Analysis Using the ITIL V3 

Framework, (Daniel Lexandrosth Halim) 

| 12 | 

3 Analysis of 

Information 

Technology Service 

Management Based 

on the Information 

Technology 

Infrastructure Library 

(ITIL) V3 Framework 

at SMA XYZ [25] 

This journal discusses the implementation of ITIL V3 in High School (SMA XYZ) to manage IT 

services and improve their quality. where the research focuses on the ITIL V3 service operation 

domain, specifically in the Incident management and request fulfillment subdomains. the results found 

that SMA XYZ has a maturity level of 3.67 which is classified as "Managed and Measurable". The 

journal also highlighted the challenges faced by the school, such as human error and system error, and 

suggested improvements to address these issues. 

4 Evaluation Of The 

Application Of 

Information 

Technology At STIE – 

AMIK Lembang 

Dempo Pagaralam 

Using Framework 

Information 

Technology 

Infrastructure Library 

(ITIL Version 3) [16] 

This journal discusses the application of information technology at STIE - AMIK Lembah Dempo 

Pagaralam using the ITIL V3 framework. Where the evaluation focuses on the service operation 

domain, specifically on the sub-domains of event management, incident management, and monitoring 

and control. the results of the analysis from the journal are: 

1. STIE -AMIK Lembah Dempo Pagaralam has a website, but the performance and quality 

of the website still needs to be improved and developed. 

2. STIE - AMIK Lembah Dempo Pagaralam is currently at the "defined process" level, 

meaning that the process is standardized and documented. However, there is still room for 

improvement in areas such as incident management and monitoring and control. 

3. The research was conducted to determine the condition, measure, and assess the use of 

information technology at STIE - AMIK Lembah Dempo Pagar Alam that is currently 

running, evaluate the maturity level, and provide solutions or recommendations for 

management actions as a reference for optimizing the STIE - AMIK Lembah Dempo 

website service process towards a better one. 

4. The research also mentions the importance of ITIL as a framework for managing IT 

services, as it provides best practices for improving and maintaining the quality of IT 

services. 

5 Analysis of IT Service 

Management (ITSM) 

Sisfo Services at Bina 

Darma University 

Palembang Using the 

ITIL V3 Framework 

[21] 

This journal discusses the ITSM analysis of Bina Darma University Palembang SISFO services using 

the ITIL V3 framework. the purpose of the analysis is to evaluate the ITSM practices implemented in 

Bina Darma University Palembang SISFO services. The following are the results of the analysis from 

the journal: 

1. Information System Services (Sisfo) at Bina Darma University Palembang is the main 

focus of this analysis. Sisfo is a system that supports various academic and administrative 

activities at the university, so it is important to ensure effectiveness and efficiency in its 

management. 

2. This research uses the ITIL V3 framework as the main framework. where this framework 

will help in evaluating and understanding the practices applied to Sisfo services.. 

3. This research uses quantitative methods to conduct the research by measuring based on 

human behavior. where the data collection of this research is through interviews, 

questionnaires and observations. 

4. The research was conducted to evaluate the maturity level of maturity levels that can help 

companies to continuously improve their level in information technology governance. 

through questionnaires from university students and lecturers as respondents to determine 

the level of maturity. 

5. This research highlights the importance of the service operation domain in ensuring quality 

IT services. where through the results of the research shows that there is room for 

improvement in the university's ITIL service operation. 

6 Information 

Technology 

Infrastructure Library 

Framework (Itil V3): 

Information 

Technology Audit of 

Higher Education 

Academic Information 

Systems (Siakad) [26] 

This journal aims to provide assistance to University XYZ by determining the performance or quality 

of information technology services in the Academic Information System (SIAKAD) using ITIL V3. 

The analysis results are as follows: 

1. This research conducts an audit to evaluate the current level of IT service maturity and 

compares it with the expected level of maturity. 

2. The study utilizes data collection methods through direct observation, interviews with 

technology developers and users, and questionnaires. 

3. In this study, it is found that the current level of maturity varies across different domains, 

with the highest level in the Continuous Service Improvement (CSI) domain and the lowest 

in the Service Strategy domain. 

4. Through this journal, it is demonstrated that IT audit can provide valuable information to 

enhance the performance and quality of IT services. 

7 Analysis Of ITSM 

Components In 

Higher Educational E-

Learning In 

Palembang City Using 

ITILV.3 [20] 

This journal aims to assess the management of IT services on e-learning at universities in Palembang 

using the ITIL V3 framework. the results of the analysis are as follows: 

1. This research collects data using a questionnaire. The data obtained from the questionnaire 

results were analyzed to determine the condition of the running system..  

2. This journal also identifies the importance of IT service management in e-learning to 

support the implementation of university e-learning. 

3. This study also uses a Likert scale measurement scale to measure individual attitudes in 

the same dimension and individuals place themselves towards a continuity of question 

items. and also conduct reliability tests with the Cronbach Alpha formula, and also conduct 
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maturity level analysis. 

4. This journal highlights the role of ITSM in managing IT services in e-learning, which is 

very important for universities to assess the effectiveness and efficiency of their e-learning 

implementation. so through the research they emphasize the importance of managing IT 

services in e-learning to support university e-learning implementation based on the results 

of research that has been done with ITIL V3 processes.    

8 Analysis of Academic 

Service Management 

Using the ITIL V3 

Framework at the 

Faculty of Science and 

Technology, Pgri 

Silampari University 

[22] 

This journal identifies academic service management using the ITIL V3 framework at PGRI Silampari 

University. The analysis results are as follows: 

1. PGRI Silampari University has implemented the ITIL V3 Framework for academic service 

management in the Faculty of Science and Technology. 

2. This research utilizes the ITIL V3 framework with the service operation domain as the best 

practice framework. 

3. The use of the ITIL V3 Framework has developed well, but there are some challenges in 

its implementation, with the main obstacle being the lack of understanding among staff 

about the systems used. 

4. The study was conducted through data surveys at the Faculty of Science and Technology 

at PGRI Silampari University and interviews with respondents. The data collected from 

interviews and observations were analyzed and processed using the ITIL V3 framework 

with the service operation domain as a reference to analyze the issues faced and the 

handling methods for each problem. 

5. The research results indicate that the ITIL V3 Framework system has been functioning 

well and consistently, but there are still challenges such as human error and system errors. 

6. The proposed solutions to the problems identified in the research include conducting 

periodic training on system usage by IT experts and measuring and monitoring existing 

procedures to facilitate troubleshooting if issues arise. 

9 Analysis of the 

Maturity Level of the 

Academic Information 

System at STMIK 

Amik Riau Using 

ITIL V3 Domain 

Service Operation 

[28] 

This journal identifies the academic information system of STMIK Amik Riau using ITIL V3 in order 

to provide more effective and efficient services. the results of the analysis are as follows: 

1. STMIK Amik Riau uses an academic information system (SIASAR) to provide services to 

students and other academic activities.. 

2. This system evaluation is carried out to find out the system can run well and optimally in 

providing more effective and efficient services. And IT Audit is used to measure the 

maturity level of SIASAR and provide recommendations for the system. 

3. This research uses the Service Operation Domain of ITIL V3 as the main framework for 

analysis. The domain is the most appropriate domain to evaluate the system carried out by 

management in implementing the system at STMIK Amik Riau in terms of services. This 

domain also focuses on the day-to-day operations of IT services and ensures that IT 

services run efficiently and effectively. 

4. This research uses the method of distributing questionnaires to users or those involved with 

the system directly to obtain data. 

5. This study observes the object of research, determines RACI (Responsible, Accountable, 

Consulted, Informed), validates the questionnaire, assesses the maturity level, and provides 

recommendations for improving the level of SIASAR. 

10 Analysis of IT 

Incident Management 

in the Universitas 

Negeri Manado 

Academic Information 

System [5] 

This journal aims to analyze IT incident management in Universitas Negeri Manado's academic 

information system and provide recommendations for proper incident management using the ITIL V3 

framework. The results of the analysis are as follows: 

1. This study found that IT incident management is very important to ensure system 

continuity and provide optimal services. 

2. This research uses a qualitative method and an inductive approach, which describes the 

problems that occur in the case study and looks for solutions to problems in the form of 

recommendations and conclusions. 

3. This research also found that the ITIL V3 framework is a best practice for IT service 

management, which can be applied to manage incidents effectively. 

4. This research identifies that incident management in academic information systems 

includes identification, incident recording, incident categorization, incident prioritization, 

initial diagnosis, incident escalation, investigation and diagnosis, resolution and recovery, 

incident closure, incident management reports, and incident management evaluation. 

Every incident encountered must be handled so that it does not become a problem. 

5. The obstacles faced by Universitas Negeri Manado based on the ITIL V3 framework in 

managing incident management are people, process, and technology. 

11 Analysis of IT Service 

Management Service 

Levels in the 

Implementation of 

Education Unit Exams 

Using the ITIL V3 

Framework at SMK 

The journal analyzes the level of ITSM services in the implementation of the education unit exam at 

SMK Negeri 8 Palembang using the ITIL V3 framework. The results of the analysis are as follows: 

1. The use of the ITIL V3 framework in the framework of education unit exams at SMK 

Negeri 8 Palembang is very important to optimize IT services and improve the overall 

quality of education. 

2. The method used is descriptive qualitative with data collection techniques through 

interviews and observations. 

3. The results showed that there are three processes namely Event Management, Request 
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3.2.  Discussion 

What are the benefits and challenges of implementing service operations in education services? 

Benefits of Implementing Service Operation in Educational Institutions within the field: 

 

Table 2. Benefits of Implementing Service Operation in Educational Institutions 
Benefits Journals 

Increased Efficiency [1], [6], [7], [9], [13], [14], [15], [16], [17] 

Better Service Provision [1], [4], [6], [7], [9], [10], [11], [13], [14], [15], [16], [17] 

Enhanced Organizational Performance and User Satisfaction [1], [6], [7], [9], [10], [11], [13], [15], [16], [17] 

 

Based on the table above, it can be determined that through the results of the benefits that have been 

determined, better service provision is often mentioned in the journals studied. Increased Efficiency, is 

Implementing Service Operation so that can enhance efficiency in providing educational services by aligning 

IT operational activities, technical staff, and business processes with the needs of customers and service users. 

However, benefits such as increased efficiency and enhanced organizational performance and user satisfaction 

also often appear in the benefits of implementing service operations. Better Service Provision, With Service 

Operation in place, the provision of educational services can be better organized and managed. And can 

Enhanced Organizational Performance and user satisfaction, when Implementing Service Operation can 

improve the performance of educational organizations by providing guidance on how IT services can be 

efficiently managed, and ensuring performance improvements as agreed upon and can enhanced user 

satisfaction on how IT services perform. 

 

Table 3. Challenges of Implementing Service Operation in Educational Institutions 
Challenges Journals 

Limited Resources [1], [4], [5], [6], [7], [11], [15], [17] 

Alignment with Needs [5], [6], [9], [13], [14], [15], [17] 

Change Management [13], [14], [15] 

 

Based on the table above, it can be determined that through the results of the benefits that have been 

determined, limited resources is often mentioned in the journals studied. 

Limited Resources is One of the main challenges is the limitation of resources, both in terms of technology and 

human resources, which can affect the implementation of Service Operation in educational services. Because 

the implementation of existing recommendations requires more resources so that it becomes a challenge faced 

Negeri 8 Palembang 

[13] 

Fulfilment, and Problem Management that need to be improved. It is necessary to improve 

the needs of hardware, software, infrastructure, and improve the competence of human 

resources. 

4. This research shows that the use of information technology in education is very important 

to support the objectives of organizing education. 

12 Analysis of IT Service 

Management (ITSM) 

in STIPER Sriwigama 

Student 

Administration 

Services Using the 

ITIL V3 Framework 

[32] 

This journal analyzes ITSM on STIPER Sriwigama student administration services using the ITIL V3 

framework. The results of the analysis are as follows: 

1. This research uses questionnaires distributed to students, the use of Likert scales and the 

process of assessing and measuring performance for research methods. 

2. This research uses several sub-domains, such as event management, incident management, 

problem management, request fulfillment, and access management. Where it will produce 

a maturity level that can be assessed. 

3. this research says that using the ITIL V3 framework can provide great benefits for the 

institution. where it can improve IT service management and increase student satisfaction. 

and also by using the ITIL V3 framework can identify and implement best practices in 

service management. where through the identification carried out, we can determine which 

areas need to be improved. 

13 Analysis of Student 

Satisfaction Levels 

with Politeknik Negeri 

Sriwijaya E-Learning 

Using the ITIL V3 

Framework [14] 

This journal identifies student satisfaction in using e-learning at Politeknik Negeri Sriwijaya using the 

ITIL V3 Framework. the results of the analysis are as follows: 

1. This research uses ITIL V3 domain service operations, which include event management, 

incident management, problem management, request fulfillment, and access management. 

2. The research shows that the current maturity level of e-learning services at Politeknik 

Negeri Sriwijaya is lower than the expected maturity level, this indicates an opportunity to 

improve the quality of e-learning services. 

3. Data collection methods used questionnaires, observations and literature studies. and 

determine the maturity level of IT management. 

4. There are still many obstacles faced by Sriwijaya State Polytechnic towards e-learning 

services such as lack of maintenance, inadequate staff, etc. 
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by every educational institution. While challenges such as alignment with needs and change management are 

quite rare but are also a challenge in implementing service operations. Alignment with Needs is The importance 

of alignment between the implementation of Service Operation and specific needs in the educational context. 

Because each educational institution has different needs, careful adjustments are necessary for effective 

implementation. And Change Management is the Implementation of Service Operation often involves changes 

in operational processes and organizational culture. Therefore, effective change management is required to 

overcome resistance and ensure good acceptance from all parties involved. So from some of the challenges 

mentioned, it can be expected that addressing these challenges can be a benefit. 

What are the factors that influence the implementation of Service Operation in educational services? 

There are some factors influencing the implementation of Service Operation in educational institution services: 

The first, is Resource Availability which This includes human resources, technology, and budget needed to 

effectively run operational services; next, Stakeholder Engagement, this factor involves key stakeholders such 

as faculty, staff, and students in the planning and implementation process to ensure understanding, support, 

and acceptance of the change; next, Compliance and Regulations is Ensuring that the implementation of ITIL 

Service Operation complies with standards, regulations, and policies applicable in the educational context, such 

as student data privacy and other information security measures; next, Service Quality is  Encompassing service 

performance measurements, user feedback, and efforts to continuously improve service quality; next, User 

Needs is Understanding and responding to the needs of educational service users is crucial in Service Operation 

implementation; and, Implementation Scale and Scope is Determining the appropriate scale and scope of 

implementation based on the institution's needs and priorities, either overall or focusing on critical areas 

requiring improvement. By considering the aforementioned factors and implementing ITIL Service Operation 

in a mature and strategic manner [45][46], it can enhance IT services in educational institutions and meet user 

needs more efficiently [47]. 

How can ITIL service operation help improve user satisfaction in educational services? Based on the 

presented research findings, ITIL Service Operation provides useful guidelines and advice for developing steps 

to achieve business goals [48], enabling financial savings by avoiding rework [49], and facilitating daily 

operational activities for organizations [50]. ITIL Service Operation can help improve user satisfaction [51] in 

educational institution services [52] through the following ways: first, Incident Management is managing and 

handling incidents or issues that arise in the provision of educational services quickly and efficiently, 

educational institutions can minimize disruptions in the user experience. Swift and accurate resolution will 

enhance user trust and satisfaction with IT services; Request Fulfillment is an Effective request management 

processes ensure that service requests from educational users are processed promptly and accurately. By 

providing responsive services tailored to user needs, educational institutions can enhance their satisfaction; 

Problem Management is analyzing the root causes of emerging problems and identifying preventive measures, 

educational institutions can reduce the likelihood of recurring issues in the future. This will increase user 

satisfaction by reducing disruptions they experience; Access Management is Ensuring that user access rights 

and permissions to IT systems and services are properly monitored and managed can help enhance security 

and compliance [53]. Users will feel more comfortable and confident using IT services if they are assured that 

their access is well-regulated and protected; Monitoring and Service Performance Measurement: ITIL Service 

Operation allows educational institutions to continuously monitor and measure the performance of IT services, 

enabling them to make necessary improvements to enhance user experience. So, from the service operation 

that provided, if it implemented with a good performance it will definitely increase the level of user satisfaction 

with these services. 

 

4. CONCLUSION 

After we review the paper using systematic literature we can conclude that the implementation of 

service operations within educational services yields numerous benefits while also presenting several 

challenges. Through the integration of information technology, educational institutions can enhance the 

efficiency of their systems, optimize resource utilization, and mitigate risks associated with training. 

Additionally, the utilization of IT frameworks like ITIL V3 facilitates effective IT service management, aligns 

organizational processes with customer needs, and ensures the continuity of IT services according to user 

requirements. However, challenges persist in various aspects of implementation. Limited resources, inadequate 

risk management, and difficulties in understanding and implementing IT service management processes hinder 

the seamless integration of technology into education services.  

Furthermore, challenges extend to managing key service operation processes such as event 

management, incident management, problem management, request fulfillment, and access control. The 

complexities of aligning IT service strategy, planning, transition, operations, and service improvement pose 

additional hurdles, as does the task of coordinating and implementing IT service delivery processes effectively. 
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Moreover, challenges in maintaining IT services as required and integrating various key service processes 

within the educational context underscore the multifaceted nature of implementing service operations in 

education services. 

In conclusion, while the integration of service operations into educational services offers significant 

benefits in terms of efficiency, resource optimization, and IT service management, it also presents formidable 

challenges. Overcoming these challenges requires a comprehensive understanding of IT frameworks, effective 

coordination, and strategic planning to ensure the seamless functioning of IT services and the continual 

improvement of educational processes. Through careful consideration of these factors, educational institutions 

can harness the full potential of technology to enhance learning experiences and drive positive outcomes in the 

education sector.  
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