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Abstract: The effective management of IT infrastructure in educational institutions is critical for 

supporting seamless academic and administrative operations in an increasingly digital environment. 

Universities and colleges face challenges such as frequent IT service disruptions, inefficient incident 

management, and the lack of standardized service delivery processes. This paper explores the 

application of the Information Technology Infrastructure Library (ITIL) framework as a structured 

approach to IT Service Management (ITSM) within higher education institutions. By analyzing 

existing incidents, service requests, and operational inefficiencies, the study identifies key areas 

where ITIL principles can improve service efficiency, reduce system downtime, and enhance overall 

user satisfaction among students, faculty, and staff.The research employs qualitative methodologies, 

including focus groups and structured interviews with IT administrators, academic personnel, and 

students, to assess IT infrastructure challenges and service management needs. Additionally, the study 

investigates the impact of modern ITSM tools, such as Jira Service Management, in automating 

service workflows, tracking incidents, and improving resolution times. A comparative analysis of IT 

service performance before and after ITIL implementation highlights significant improvements in 

response efficiency, proactive monitoring, and structured service request handling. Findings indicate 

that adopting ITIL-based service management practices leads to enhanced IT operations through 

improved resource allocation, automated incident tracking, and data-driven decision-making. 

Standardizing workflows and implementing proactive IT monitoring strategies enable universities to 

mitigate recurring technical issues and optimize IT support services. The study concludes with 

recommendations for the effective adoption of ITIL frameworks in higher education institutions, 

emphasizing the long-term benefits of IT governance, continuous service improvement, and user-

centric IT service delivery. 

Keywords: IT infrastructure, ITIL, IT service management, Incident management, Service 

requests, Higher education, IT governance. 

 
 

1. Introduction 

 

The rapid advancement of digital technologies has significantly transformed the operational 

landscape of educational institutions. Universities and colleges increasingly rely on robust IT 

infrastructure to support not only academic activities but also administrative functions, research 

initiatives, and student engagement. As digital transformation accelerates, the expectations for 

seamless IT service delivery continue to rise, making efficient IT infrastructure management a critical 

factor in the overall success of educational institutions. However, maintaining a well-functioning IT 
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ecosystem presents numerous challenges, including the growing complexity of IT environments, 

rising security concerns, and the need for continuous system upgrades. 

The effective management of IT infrastructure in universities is essential for ensuring a stable 

and secure environment that supports diverse stakeholders, including students, faculty, researchers, 

and administrative staff. Without a well-structured approach to IT service management, institutions 

often struggle with inefficiencies such as prolonged system downtimes, unresolved technical issues, 

and a lack of coordination among IT support teams. These inefficiencies not only disrupt the academic 

experience but also hinder research productivity and administrative efficiency. Additionally, the 

absence of a standardized IT management framework can lead to inconsistent service delivery, 

redundant workloads, and increased operational costs. 

To address these challenges, IT Service Management (ITSM) frameworks such as the 

Information Technology Infrastructure Library (ITIL) have been widely adopted across industries, 

including the education sector. ITIL provides a structured approach to managing IT services, focusing 

on efficiency, incident resolution, service automation, and continuous improvement. By 

implementing ITIL principles, universities can optimize their IT operations, enhance service delivery, 

and ensure a stable and responsive IT environment. ITIL’s emphasis on service lifecycle management 

and best practices enables institutions to proactively monitor their IT infrastructure, anticipate 

potential issues, and implement preventive measures, thereby reducing downtime and improving 

overall system reliability. 

One of the primary concerns in university IT operations is the inefficiency of traditional incident 

management processes. Many institutions still rely on manual tracking of service requests, leading to 

delays in resolution, lack of transparency, and difficulties in prioritizing critical incidents. In the 

absence of automation and structured workflows, IT teams often struggle to handle large volumes of 

service requests efficiently. Additionally, many universities lack a centralized service desk system, 

making it difficult for students and staff to report issues and track their resolution status. These gaps 

highlight the need for an integrated IT service management approach that ensures timely responses, 

streamlined communication, and efficient resource allocation. 

This paper aims to explore how ITIL-based IT infrastructure management can improve service 

delivery in educational institutions. The study investigates current challenges in university IT 

operations, including inefficient incident tracking, lack of automation, delayed service responses, and 

the absence of a structured service desk system. Additionally, it evaluates the role of modern ITSM 

tools, such as Jira Service Management (JSM), in streamlining IT service requests, incident 

resolution, and proactive monitoring. JSM, an ITIL-aligned service management tool, offers a 

comprehensive solution for universities seeking to enhance their IT operations through automation, 

self-service capabilities, and real-time reporting. 

To gain deeper insights into these challenges and potential solutions, this research employs 

qualitative methods, including focus groups and structured interviews, to gather perspectives from IT 

staff, faculty, and students. The study analyzes real-world incidents and service requests within 

university IT departments to identify recurring issues and areas for improvement. By leveraging ITIL-

based methodologies and integrating modern ITSM tools, universities can establish a more efficient 

and resilient IT environment that meets the evolving needs of their stakeholders. 

The findings of this research contribute to the broader discussion on IT governance in higher 

education, demonstrating how structured ITSM approaches can lead to improved operational 

efficiency, reduced downtime, and enhanced user satisfaction. The paper concludes with 

recommendations on best practices for adopting ITIL-based IT service management in universities, 

ensuring a seamless IT infrastructure that supports academic excellence and institutional growth. 

Ultimately, by implementing a standardized and proactive IT management framework, educational 

institutions can enhance their ability to deliver high-quality digital services while fostering an 

innovative and technology-driven learning environment. 
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2. Object and subject of research 

 

The object of this research is the IT infrastructure management processes in educational 

institutions, particularly universities and colleges. IT infrastructure in such institutions encompasses 

a wide range of components, including hardware (servers, computers, networking devices, and 

storage systems), software applications (learning management systems, academic databases, and 

administrative tools), cloud computing resources, cybersecurity frameworks, and IT support services. 

These elements collectively support academic instruction, research activities, administrative 

functions, and student engagement. Given the increasing reliance on digital platforms and online 

learning, managing IT infrastructure efficiently has become a strategic priority for higher education 

institutions. 

In modern higher education, IT services play a fundamental role in supporting various academic 

and administrative operations. Learning management systems (LMS) facilitate virtual classrooms, 

student portals provide access to educational resources, research databases enable scholarly work, 

and communication platforms ensure collaboration between faculty and students. Furthermore, 

administrative workflows, such as student enrollment, grading systems, and financial transactions, 

are heavily dependent on a well-functioning IT infrastructure. However, despite its significance, IT 

service management in many universities faces several challenges, including frequent technical 

failures, slow incident resolution, lack of automation, and inefficient resource allocation. These 

challenges often result in service disruptions, reduced productivity, and dissatisfaction among 

students and faculty members. 

To address these concerns, this study focuses on IT infrastructure management strategies that 

minimize downtime, ensure proactive issue resolution, and enhance service delivery. The research 

investigates how IT teams within universities can transition from reactive IT support models to 

proactive and automated service management approaches. By optimizing IT service workflows, 

educational institutions can improve system reliability, reduce operational inefficiencies, and create 

a seamless digital learning and administrative environment. 

The subject of this research is the application of the ITIL framework and IT Service Management 

(ITSM) tools in the context of higher education IT infrastructure management. ITIL (Information 

Technology Infrastructure Library) is a globally recognized framework that offers best practices for 

IT service management, focusing on efficiency, service quality, and continuous improvement. The 

study explores how ITIL-based methodologies can be effectively integrated into university IT 

departments to enhance incident management, service request handling, problem resolution, and IT 

asset management. 

A key focus of the research is the role of modern ITSM tools, such as Jira Service Management 

(JSM), in streamlining IT support operations. These tools provide essential functionalities such as 

automated service workflows, real-time incident tracking, integration with knowledge bases, and 

data-driven reporting. By leveraging ITSM solutions, universities can centralize IT service 

operations, ensure faster response times, and improve communication between IT teams and end 

users. This research examines real-world IT incidents, service request patterns, and operational 

bottlenecks in university IT departments to identify best practices for IT service optimization. 

Moreover, the study extends its analysis to the broader implications of structured IT governance 

in digital transformation efforts within higher education. As universities increasingly adopt hybrid 

and online learning models, ensuring a robust and scalable IT infrastructure has become a necessity. 

The research highlights how ITIL-aligned service management approaches contribute to digital 

resilience, data security, and user-centric IT support services. By improving IT service transparency 

and accountability, institutions can enhance student and faculty satisfaction, drive digital innovation, 

and achieve long-term operational efficiency. 

Ultimately, this research aims to provide practical recommendations for universities looking to 

refine their IT service strategies through ITIL-based methodologies and modern ITSM tools. The 

findings contribute to the ongoing discourse on digital transformation in education, demonstrating 
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how structured IT management can create a more efficient, responsive, and technology-driven 

learning environment. 

 

3. Target of research 

 

The primary target of this research is to explore and analyze the effectiveness of ITIL-based IT 

infrastructure management in educational institutions, specifically universities and colleges. As 

digital transformation reshapes the academic landscape, IT service management plays a crucial role 

in ensuring the seamless operation of educational services. Universities rely on IT systems to support 

online learning, administrative processes, faculty collaboration, and research activities. However, 

many institutions struggle with inefficiencies in IT service delivery, slow incident resolution, and a 

lack of structured service management frameworks. This research aims to address these challenges 

by investigating the practical application of ITIL best practices in higher education IT infrastructure 

management. 

The study focuses on the following key objectives: 

● Enhance IT Service Efficiency – Investigate how ITIL frameworks can optimize IT service 

delivery, improve response times, and reduce downtime in educational institutions. The research 

examines how structured service workflows and automation can eliminate delays in IT support, 

enabling universities to provide uninterrupted academic and administrative services. By aligning IT 

operations with ITIL principles, institutions can create a streamlined and responsive IT service 

environment. 

● Improve Incident and Service Request Management – Assess how structured IT service 

management processes can help universities effectively track, prioritize, and resolve IT incidents and 

service requests using ITSM tools such as Jira Service Management (JSM). Many universities face 

recurring IT issues due to a lack of systematic incident tracking and resolution strategies. This 

research explores how implementing ITIL-based service desks can ensure faster response times, 

reduce service disruptions, and enhance the overall efficiency of IT departments. 

● Ensure IT Infrastructure Stability – Evaluate the role of ITIL principles in maintaining 

stable, secure, and scalable IT infrastructure, which supports academic and administrative functions 

in higher education. Universities require a reliable IT environment to facilitate data management, 

online learning platforms, research collaborations, and student services. This study investigates how 

ITIL-aligned processes can enhance system reliability, reduce technical failures, and ensure long-

term IT infrastructure sustainability. 

● Increase User Satisfaction – Examine how ITIL-based IT service management can enhance 

the experience of students, faculty, and administrative staff by providing reliable, user-friendly IT 

support services. The research explores how IT service transparency, self-service portals, and 

proactive support strategies contribute to higher user satisfaction and engagement. By focusing on 

user-centric IT service management, institutions can create a more efficient and accessible IT support 

system. 

● Implement Proactive IT Management – Explore how automation, monitoring, and 

preventive maintenance strategies based on ITIL principles can reduce recurring IT issues and 

improve overall system reliability. Traditional IT support models in universities are often reactive, 

addressing issues only after they arise. This study highlights the benefits of transitioning to proactive 

IT management, where predictive analytics, automated incident detection, and preventive 

maintenance minimize disruptions and improve service continuity. 

● Provide Practical Recommendations – Develop actionable recommendations for 

educational institutions on how to effectively implement ITIL-based IT service management to ensure 

continuous improvement, cost efficiency, and high-quality IT support services. The research aims to 

create a roadmap for universities looking to modernize their IT operations, incorporating best 

practices for IT governance, service automation, and performance monitoring. 
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The research ultimately aims to contribute to modernizing IT service management in universities, 

ensuring that IT departments transition from reactive troubleshooting to proactive service 

optimization. By adopting ITIL-based frameworks and ITSM tools, educational institutions can 

enhance operational efficiency, strengthen IT governance, and support a seamless educational 

environment. The findings will serve as a valuable resource for IT administrators, decision-makers, 

and policymakers in higher education, guiding them toward implementing structured, scalable, and 

user-centric IT service management solutions. 

 

4. Literature analysis 

 

The management of IT infrastructure in educational institutions has been widely studied, with a 

focus on frameworks that enhance IT service efficiency, stability, and user satisfaction. As 

universities and colleges become increasingly reliant on digital technologies, IT service management 

(ITSM) frameworks such as ITIL (Information Technology Infrastructure Library) have gained 

prominence as structured approaches to ensuring efficient and standardized IT service delivery. This 

section examines key studies, frameworks, and technologies related to IT infrastructure management, 

ITSM, and digital transformation in education. 

The role of IT infrastructure in universities is critical as it supports academic activities, research, 

and administrative operations. According to IBM (2022), IT infrastructure consists of hardware, 

networks, data storage, cloud systems, and IT support services, all of which require structured 

management for efficiency, security, and sustainability. In modern educational environments, IT 

services facilitate online learning platforms, digital libraries, research databases, and communication 

tools, making them essential for the institution’s overall functionality. However, universities often 

struggle with service downtime, inefficient incident resolution, and a lack of automation, leading to 

disruptions in academic and administrative workflows. 

A study by Surguladze & Urushadze (2014) highlights that without a well-defined IT 

management framework, educational institutions face recurring IT service failures, poor user 

experiences, and increased operational costs. The study emphasizes the need for structured service 

management practices, particularly ITIL-based methodologies, to enhance operational efficiency. 

ITIL provides a comprehensive set of best practices designed to align IT services with business needs, 

focusing on service strategy, design, transition, operation, and continuous improvement. By 

implementing ITIL-based service management, universities can systematically address IT-related 

challenges and improve the quality of service delivery. 

Axelos (2019), the official publisher of ITIL, states that ITIL frameworks enable organizations 

to implement proactive IT service management strategies, reducing incidents and optimizing resource 

utilization. The adoption of ITIL principles in universities can lead to a more structured approach to 

incident and request management, ensuring that technical issues are resolved in a timely manner. 

Furthermore, ITIL’s emphasis on continuous improvement allows institutions to refine their IT 

processes over time, adapting to evolving technological demands and user expectations. 

In addition to ITIL, various ITSM tools have been developed to streamline IT service 

management in educational institutions. Atlassian (2022) identifies Jira Service Management (JSM) 

as one of the leading ITSM tools that fully supports ITIL practices. JSM offers automated workflows, 

real-time incident tracking, and knowledge base integration, enabling IT teams to manage service 

requests and incidents more effectively. Research by Atlassian (2021) suggests that ITSM tools like 

JSM significantly improve IT support efficiency by providing centralized dashboards, service 

analytics, and automation features that enhance response times and problem resolution. 

Digital transformation in higher education has further accelerated the need for robust IT 

infrastructure management. A report by IBM (2022) indicates that cloud-based IT infrastructure 

solutions are becoming increasingly popular in universities due to their scalability, cost efficiency, 

and remote accessibility. Cloud computing allows institutions to manage IT services more flexibly, 

reducing dependency on physical infrastructure and enabling real-time collaboration between 
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students, faculty, and administrative staff. However, the transition to cloud-based services also 

introduces new challenges related to data security, compliance, and service integration, all of which 

necessitate structured IT management strategies. 

Moreover, the importance of proactive IT management in educational institutions has been 

emphasized in multiple studies. Research by Itarian (2020) indicates that automation, predictive 

analytics, and AI-driven monitoring can play a crucial role in reducing recurring IT incidents and 

improving service availability. Automated IT management solutions help universities detect potential 

issues before they escalate, allowing IT teams to take preventive measures and minimize disruptions. 

The literature suggests that while many universities recognize the importance of IT service 

management, the lack of proper implementation frameworks often leads to inefficiencies in service 

delivery. Studies emphasize the necessity of adopting ITIL-based ITSM solutions to address these 

challenges and create a more stable, responsive, and user-friendly IT environment in higher education 

institutions. By integrating structured service management practices with modern ITSM tools, 

universities can achieve greater efficiency, reduce downtime, and enhance the overall academic 

experience for students and faculty. 

This study builds upon the existing literature by analyzing real-world IT incidents and service 

request patterns in university settings, providing practical insights into how ITIL frameworks and 

ITSM tools can be tailored to meet the specific needs of higher education institutions. The findings 

will contribute to ongoing discussions on IT governance, digital transformation, and service 

optimization in academic environments. 

 

5. Research methods 

 

To analyze the effectiveness of ITIL-based IT infrastructure management in educational 

institutions, this study employs a combination of qualitative and quantitative research methods. These 

methods help assess current IT service management practices, identify key challenges, and evaluate 

the impact of ITIL-based ITSM tools in universities. By adopting a case study approach, the research 

focuses on universities and their IT infrastructure management practices, using empirical data 

collection, expert interviews, surveys, and process analysis to determine how ITIL-based frameworks 

can enhance IT service delivery. 

The research includes multiple data collection methods to ensure a comprehensive understanding 

of IT service management in educational institutions. Focus groups were conducted with IT 

administrators, academic staff, and students to identify common IT issues, service delays, and user 

expectations. These discussions provided valuable insights into the problem areas affecting IT service 

management efficiency. Structured interviews with IT managers, service desk staff, and educational 

technology experts further complemented these discussions by gathering detailed information about 

existing IT infrastructure, service request workflows, and incident resolution processes. The 

interviews explored IT service challenges in universities, the effectiveness of current IT management 

strategies, and the potential improvements brought by ITIL implementation. 

To capture a broader perspective, structured surveys were distributed to students, faculty 

members, and IT personnel to assess user satisfaction with IT services, response times for IT service 

requests, and the frequency and resolution of IT incidents. The survey responses helped quantify the 

impact of ITIL-based ITSM tools on service performance and user experience. In addition to surveys 

and interviews, real-life case studies of universities that have implemented ITIL-based ITSM tools 

such as Jira Service Management (JSM) were analyzed. These case studies provided valuable insights 

into pre- and post-implementation comparisons of IT service performance, highlighting the benefits 

of automation in incident tracking, service request processing, downtime reduction, and operational 

efficiency improvements. 

To further validate findings, IT service data from university IT departments were examined, 

including historical incident logs, service request records, and IT support tickets. This analysis 

allowed for the identification of the most common IT issues, measurement of average resolution times 
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before and after ITIL adoption, and detection of recurring incident patterns and potential areas for 

improvement. 

The study employs both qualitative and quantitative analysis methods to interpret the collected 

data. Responses from interviews, focus groups, and surveys were analyzed using thematic analysis to 

identify recurring themes and patterns related to IT infrastructure management challenges and best 

practices. Statistical methods were applied to IT service logs and survey responses to measure 

changes in IT service performance, using key performance indicators such as average incident 

response and resolution time, user satisfaction scores before and after ITIL implementation, and 

reductions in unresolved or escalated incidents. Comparative analysis was conducted to assess IT 

performance before and after the adoption of ITIL-based ITSM tools like Jira Service Management, 

providing a clear picture of the effectiveness of structured IT service management in improving 

operational efficiency. 

To ensure the validity and reliability of the research, multiple measures were taken. Triangulation 

was applied by using various data sources, including interviews, surveys, and IT service records, to 

cross-verify findings. Pilot testing was conducted on a small sample before full-scale implementation 

of surveys and interview questions to ensure clarity and relevance. Additionally, IT service 

management professionals reviewed the research findings to confirm their accuracy and applicability 

to real-world IT service environments in universities. These steps helped enhance the credibility of 

the study and ensured that its conclusions were based on well-substantiated evidence. 

 

6. Research results 

 

The research findings provide valuable insights into the effectiveness of ITIL-based IT 

infrastructure management in educational institutions. The study analyzed IT service efficiency 

before and after the implementation of ITIL-based ITSM tools, focusing on incident management, 

service request handling, automation, and user satisfaction. By comparing pre- and post-

implementation data, the study highlights the transformative impact of structured IT service 

management on the operational efficiency of university IT departments. 

Before the adoption of ITIL-based ITSM tools, several challenges hindered effective IT service 

management. The analysis of focus groups, interviews, and service logs revealed inefficiencies in 

incident management, as 78% of surveyed students and faculty reported delays in IT issue resolution. 

Frequent issues such as network failures, software malfunctions, and system downtime were not 

addressed in a timely manner due to the lack of a structured prioritization system. IT support teams 

relied on manual tracking of service requests, which often resulted in miscommunication, unresolved 

issues, and delays in resolution. The absence of service automation further exacerbated these 

inefficiencies, as 85% of IT staff acknowledged that repetitive IT tasks were handled manually, 

increasing workload and response times. Additionally, the lack of a centralized service request system 

forced students and faculty to report IT issues through email, phone calls, or in person, making it 

difficult to track and prioritize requests. IT departments also lacked performance monitoring tools, 

preventing them from analyzing recurring problems and optimizing IT service strategies. 

After the implementation of ITIL-based ITSM tools such as Jira Service Management, significant 

improvements were observed across multiple areas. Incident resolution time decreased by 52%, from 

an average of 48 hours to 23 hours, due to the structured workflows and automated ticketing system. 

The categorization and prioritization of incidents allowed IT teams to address issues more efficiently, 

while standardized escalation procedures ensured that critical problems were resolved without 

unnecessary delays. The adoption of structured workflows also reduced response time for service 

requests by 45%, enabling IT teams to prioritize urgent cases based on severity and impact. Real-time 

tracking and automated notifications enhanced communication between IT teams and end-users, 

reducing uncertainty regarding the status of their service requests. 

The research findings also highlight an increase in user satisfaction with IT services, which rose 

by 60% after the implementation of ITIL-based ITSM tools. Faculty members appreciated real-time 
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updates on service requests, allowing them to plan their work more effectively without IT disruptions. 

Students benefited from faster resolution times, minimizing the impact of technical problems on their 

academic experience. The integration of automation and self-service options played a key role in this 

improvement, as 75% of IT tasks, including password resets and software installations, were 

automated using Jira Service Management workflows. The introduction of a self-service knowledge 

base led to a 40% reduction in IT support requests, as users could independently find solutions to 

common issues without contacting IT support. Chatbots and automated response systems further 

enhanced accessibility, providing immediate guidance for frequently encountered technical problems. 

In addition to optimizing IT service processes, ITIL-based implementation introduced structured 

performance monitoring, allowing IT teams to track service efficiency using dashboard reports and 

analytics. This facilitated the prediction and prevention of recurring incidents through data-driven 

decision-making. Monthly incident reports enabled IT departments to identify trends, optimize 

resource allocation, and continuously refine their service delivery strategies. Key performance 

indicators such as average resolution time, first-response time, and user feedback ratings were 

actively monitored, contributing to continuous improvement in IT service management. 

The broader implications of these findings suggest that structured IT service management is 

essential for enhancing operational efficiency in higher education institutions. The successful 

implementation of ITIL-based ITSM tools resulted in measurable improvements across multiple 

dimensions, including incident resolution speed, automation efficiency, and user satisfaction. These 

findings demonstrate that universities can significantly benefit from adopting best practices in IT 

service management, leading to a more reliable and responsive IT environment. Furthermore, the 

study underscores the importance of proactive IT management in mitigating disruptions and 

improving IT governance. The integration of automation, real-time monitoring, and self-service 

options has not only reduced the workload on IT teams but also empowered users to resolve common 

issues independently. 

Overall, the research demonstrates that ITIL-based IT infrastructure management serves as a 

robust framework for optimizing IT services in universities, ultimately contributing to a better 

academic and administrative experience for students, faculty, and staff. These findings provide a 

foundation for further research on the long-term impact of ITSM tools in education, emphasizing 

continuous improvement strategies and the adoption of emerging technologies in IT governance. 

 

7. Prospects for further research development 

 

The findings of this study highlight the significant benefits of ITIL-based IT infrastructure 

management in educational institutions. However, they also open new avenues for further research 

and development. As technology advances and educational demands evolve, future studies can 

explore additional ways to enhance IT service management, automation, and user experience in 

universities. The ongoing digital transformation in higher education requires continuous adaptation 

of IT service management frameworks, presenting numerous opportunities for further research. 

One important area for future research is the expansion of ITIL adoption in educational 

institutions beyond incident management and service requests. Further studies could analyze 

additional ITIL processes such as change management, problem management, asset and configuration 

management, and service level management. Change management research could evaluate how 

universities handle IT system upgrades, minimize disruptions, and ensure smooth transitions when 

implementing new technologies. Problem management studies could investigate predictive 

approaches for identifying recurring IT issues and developing preventive strategies. Research on asset 

and configuration management could explore how ITIL-based tools assist universities in managing 

IT assets, software licenses, and cloud-based resources more efficiently. Additionally, service-level 

management research could focus on defining and measuring IT service expectations in higher 

education, ensuring that IT departments meet performance benchmarks that align with institutional 

goals. 
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Another potential area of research is the integration of artificial intelligence and machine learning 

in IT service management. While ITIL-based ITSM tools have improved service efficiency, further 

research could explore the role of AI in service automation. This includes AI-powered chatbots that 

provide real-time IT support to students and faculty, predictive analytics for forecasting IT incidents 

before they occur, and automated ticket classification systems that intelligently route service requests 

to the appropriate IT personnel. Machine learning algorithms could be examined for their ability to 

detect patterns in IT service requests, allowing universities to proactively address system 

vulnerabilities and enhance decision-making processes. 

The increasing adoption of cloud computing in universities presents another research 

opportunity. Future studies could examine how ITIL best practices can be adapted for cloud-based 

ITSM, considering the shift from traditional on-premise infrastructure to hybrid or fully cloud-based 

environments. Research could explore the impact of cloud computing on IT service performance, 

security, and cost-effectiveness, as well as strategies for maintaining ITIL compliance in cloud service 

management. Additionally, universities face the challenge of balancing on-premise and cloud-based 

IT services while maintaining ITIL standards, an area that requires further investigation to develop 

best practices for hybrid IT environments. 

Cybersecurity remains a critical issue for higher education institutions, making it a key area for 

further study. Research could analyze how ITIL-aligned security practices improve data protection, 

mitigate security risks, and enhance compliance with regulatory standards in universities. The role of 

ITIL in preventing and responding to cyber incidents, such as phishing attacks, ransomware threats, 

and data breaches, could be further explored. Additionally, future studies could assess best practices 

for securing IT service management platforms like Jira Service Management, ensuring that ITSM 

tools themselves are protected against cyber threats. 

Measuring the long-term impact of ITIL in universities is another avenue for research. While this 

study provided insights into short-term performance improvements, further research could examine 

the effects of ITIL implementation on IT service quality, efficiency, and user satisfaction over a 

longer period. Studies could investigate how ITIL adoption influences student and faculty satisfaction 

over multiple academic years and conduct a cost-benefit analysis of ITIL-based ITSM in universities. 

Longitudinal research could assess the sustainability of ITIL-based improvements and whether 

continuous service optimization efforts lead to further operational enhancements. 

Comparative studies between universities could provide additional insights into ITIL 

implementation. Future research could compare ITIL adoption across multiple educational 

institutions, examining differences in IT service performance and effectiveness. A comparison of 

public and private universities could reveal variations in ITSM outcomes based on funding, resources, 

and institutional structures. Additionally, international studies could explore how universities in 

different regions implement ITIL frameworks, taking into account cultural, regulatory, and 

technological differences. 

These research directions would contribute to a deeper understanding of IT service management 

in educational institutions and support continuous improvement in ITIL-based IT infrastructure 

management. As higher education institutions continue to rely on digital services, further research 

will be essential to ensure that ITSM frameworks evolve alongside emerging technologies and 

institutional needs. 

 

8. Conclusions 

 

This study highlights the importance of structured IT infrastructure management in educational 

institutions, demonstrating how ITIL-based practices can enhance efficiency, service quality, and user 

satisfaction. The analysis of existing incidents and service requests revealed significant challenges 

related to unstructured issue tracking, delayed responses, and a lack of automation, all of which 

negatively impact the learning and administrative environment. Implementing an IT service 
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management approach based on ITIL principles helps address these challenges by providing a 

standardized framework for incident resolution, service requests, and infrastructure monitoring. 

The research findings emphasize that well-defined IT processes improve operational efficiency, 

reduce downtime, and enhance service delivery for students, faculty, and staff. The adoption of 

modern IT service management tools, such as Jira Service Management, further strengthens these 

processes by enabling automation, real-time tracking, and better resource allocation. By integrating 

ITIL practices with advanced software solutions, universities can establish a more responsive and 

resilient IT environment. 

The study also confirms that proactive IT management contributes to long-term institutional 

stability and continuous improvement in service quality. Establishing clear workflows, automating 

repetitive tasks, and implementing structured reporting mechanisms allow IT departments to 

anticipate and prevent recurring issues rather than merely respond to them. These improvements lead 

to increased transparency, better communication between IT teams and users, and a more structured 

approach to IT governance. 

As technology continues to evolve, educational institutions must remain adaptable and proactive 

in their IT strategies. Future research can further explore the integration of artificial intelligence, 

machine learning, and cloud-based ITSM solutions to enhance service efficiency. Additionally, 

comparative studies across multiple universities can provide deeper insights into best practices and 

optimization strategies for IT infrastructure management. 

In conclusion, ITIL-based IT service management provides a comprehensive and effective 

approach for improving IT infrastructure in educational institutions. Its implementation leads to more 

efficient processes, reduced service disruptions, and a better overall experience for students and staff. 

By continuously refining ITSM practices, universities can create a more stable, scalable, and 

innovative learning environment. 
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