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Transformation Stages of System Operators in ITIL Introduction
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Abstract: Although ITIL is a de facto global standard, the difficulty of introduction is high, which is a prob-
lem for many companies and others. One of the success factors is in the subjectivity of the system operator,
but it is not clear how it is acquired. Based on the above background and tasks, in this research, “How
to make system managers acquire the identity in introducing ITIL it is aimed to clarify the transformation
stages.” For this reason, we interviewed 18 system administrators who experienced ITIL introduction and
analyzed them with M - GTA to model transformation processes of system operators. System administrators
have negative emotions before introducing ITIL and feel the suffering of the first term of introduction, but in
the latter stage of introduction, while understanding the significance of ITIL while receiving spiritual support
from superiors/colleagues, It turned out to be changing. In addition, in this paper, we propose a method to
make system administrator change by suggestion obtained through analysis, (1) produce small results, (2)
make a position to tell significance, (3) give spiritual support and (4) give ITIL knowledge, we present four
effective measures.

Keywords: 1TIL, independence, qualitative research, modified grounded theory approach (M-GTA)
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X1 HEHEO—HE
Table 1 List of reserch targets.

No. e Fiip AHE 50 *1 1451
1 Att 3018 20024 FEEVBYS S
2 Att 401% 19974 FRRIR S
3 Att 401% 19924 FRERIIR S
4 Aft 401% 19924 BRI S
5 Att 401% 19924 FEEUBYS S
6 Att 401% 19944 FRERIA S
7 Bt 406% 19924 FRERIA S
8 Att 406% 19924 FRERIA S
9 Bt 3018 20024 FRIA S
10 Cit 301% 20054 EE VB S
11 Bt 50f% 1990 FRERIR S
12 Dt 50f% 19904 FRRIA S
13 Bt 50f% 19914 BRI S
14 Cit 406% 19974 BRI S
15 E#t 406% 20004 BRI S
16 Ftt 406% 19994 BRI S
17 E#t 301% 20074 EiEE=UP)S S
18 Ftt 406% 1999% BRI S
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®2 SHT—7v—1tofl (1)
Table 2 Example of analytic worksheet (1).
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£33 HHT—27—1rof (2)
Table 3 Example of analytic worksheet (2).

RN xz—g)

[9]

[12]

B4 B X UK

2% ITILATRZ ICEASH, BERZEM L2V EFMEENMEZ TLDE, RLINENHED Z L,
cTeSA, FOLEHLER, Bl ERE, LI EREVET, ML, Wi, BELRZY
. FETFTR—va B ERDL NI T, ROINER RS ol LEVET, 0L
ENETRSTWVBEIBIE, EHSLTHETFR—a v BERLEN-2TT, [1]
CAUNR—DEHBELTUIAHER DI L, 220N RELSRDATE] EnHRDH
SNERT L ot BnET, [3]

L 1A 31 RN IRD I EEIT, RLENER LT EWEST, T hERoEE, BBl ED XD

BAV Yy bBRHDILEDLD ENI LR, JBIZELTROARE R LS ICRAELE,

CENFEREICIIRELS RSO TT N, WK - b= "—0OENRL T, MEHEN—
FRETLIZ, ZOEMRNRY 5T,

CEEEZIE. WEEERIDLVELER, TAREVWEZAID, BREHRVAALREE, [18]

(ZZETRDVERLDDN] LHVWELE,

CRTRREI O T R D SNBITE U o T,
ML 2o - b IR &201

hEILE, ML otz F3E

EINY,

(b SN FRIERICOWCTOMA LT 5,

CEHBEBPIMLUAVEFTEENNZILE, oL IREFICIRLIDES S,

L7z, T ANBURIE, 1 vy Ca—kx 1K1
WCZOHD) BICEFEGFFEHSREI L, Bt - Ik -
G- B L Vo TR ED . OB, xR L
BIDOF = v 72T\, BZENGRRICGZ LWL )LD
mEzIE, 2007 —2 v — bOBITIE, WHhEH4 &
13 0%E (T#ED) &by 75 RO ITIL EA % H
EMIZE B2 7B TH LD, FDLI) BIESITHLT
BXRE GO EELRRR 21To72. $£72, £33 13IWMeE%
2OIFEIL B AOBITH Y, OB RN A€
Wcicsk L7z (THED). 2ogdb+—7> - a—7+
YT L AMEOML - Bk - et E 2 A, AR
L7 a3 AT 24 I 7 o 72,
INSDOEELIATLT, BT OfERE 7T [
DR 2 R TAERKOMER b BltG LT, L EN % B AT
ERRERIICER L. 72, DEOBRT, ST —~ -4

72, BEOMBIIREN 14 NH2 S 17T THEDE S
O, 16 NH TH 7z &k S g, BRI faffkisE
L7z & L7225, 202018 AHFTAL vy ¥ —if)
HEFERLUL. BRI —7 1 > 7 LI04T L TRERR OB
EDHED, TRTCOA VYV a—FEAKT LI-EETA
F=1U =54 V&R L. %8B, ITIL EAIZEK L -F
B & TTIL 38 AZ IS L 72 b O RSB 12T 2 ¢ 12 52
B LS A vy Ea— LT, WHEFICIE R VIED
b Air- 72,

© 2020 Information Processing Society of Japan

3. AR

3.1 BEDERK

SN OFER, BN 1T O, 6 MDA T T A
Fahi (R4). el ERI/ vy —THIM L7
EmEmMOFOFFHEM L. B, KT (19 &, M-GTA
AT X AR 10 25 20 @25 L T\ b & xR T
BY, RFEOBMEBITFNIZEZ LTV,

SHIMEME S T T BOBMELHETL, B 1 I1IRT
FER 2R L7z, SRR 2 S AR A~EER AN AL B
MyrRL, »7IT)VHOELZELRINTRT. 20K
M5, ITIL EAFORF T 1 7HEDS ITIL EAHO R
DT A THEAELINT A DODEBERH LT L E5h Db,

3.2 Ah=U—-51>

M-GTA (2 & 550 ClE, FHRKEZ CHELTLFHRE %
ARN=) =54 IR, DTFICAHEDA =) —F 4
YERIBRRD, )R T SO, XPTIE T T
# [1 <, #a%x [] THaZLi27 5.

VAT LEHEOERIIBIT L AT T LNV DA S —
=94 RO EBY TH A, ITIL HY451E, ITIL E
ARNE [T 1 7% - BRG] Lo 72585 - &S T
HY, FEBIEANIEE > T, —HFWNLEEEOMAE
1LY [HEAROFELAR] ZELL. LALEDNS, FHET
&5 LA DB ag] 220 ahs, BbE®RE
AEARERREICL Y [fimodkl] »3ns. 2L T, ITIL
BARIIEFERE S L CEAEL, [RYT74 7EE] (12
%Y AT LEAENS . —, ITIL ST 5

1068



1EEAIEF /S Vol.61

No.5 1064-1072 (May 2020)

a4 M- A7)0

Table 4 List of concepts and categories.
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Fig. 1 Result diagram after M-GTA.
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