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Abstract —. Information Technology Service Management (ITSM) has become a critical component for
organizations seeking to deliver high-quality IT services that align with business objectives. The Information
Technology Infrastructure Library (ITIL) provides a comprehensive framework of best practices designed to
enhance service quality, operational efficiency, and customer satisfaction. Continuous improvement, a core
principle of ITIL, enables organizations to systematically evaluate, optimize, and adapt their IT services to
changing business requirements and technological advancements. This study analyzes the role of ITIL practices
in promoting continuous improvement within IT Service Management environments. It examines key ITIL
processes, including Incident Management, Problem Management, Change FEnablement, Service Level
Management, and Continual Improvement, and evaluates their contribution to service excellence. The research
highlights how organizations can leverage ITIL methodologies to identify performance gaps, reduce service
disruptions, improve resource utilization, and enhance customer experience. Furthermore, the study discusses
the benefits, challenges, and strategic implications of implementing ITIL-based continuous improvement
initiatives. The findings indicate that effective adoption of ITIL practices fosters a culture of ongoing
enhancement, supports organizational agility, and contributes significantly to achieving sustainable business
value through improved IT service delivery. The results showed that optimizing IT service delivery is greatly
helped by top-down support, technological push, open lines of communication, thorough training, and
contextualized learning. Furthermore, optimization of IT service delivery was unaffected by any independent
variable when combined with employee engagement, with the exception of technological push. Management,
communication, training, and situational learning all have a role in optimizing IT service delivery, but
employee engagement acts as a moderator in this connection. When adopting ITIL best practices for IT service
delivery, these elements are vital for any IT Organization that wants to stay competitive in the market.
Keywords: IT Service Management (ITSM), Information Technology Infrastructure Library (ITIL), Continuous
Improvement, Service Management, Incident Management, Problem Management, Change Management,
Service Level Management, IT Governance, Service Quality, Operational Efficiency, Customer Satisfaction,
Business Value, Process Optimization  Digital Transformation, Organizational Performance  Service
Excellence.
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LINTRODUCTION:

The research process is based on the analysis and interpretation of data. This involves categorizing,
organizing, and summarizing the data to provide answers to research questions. Interpretation is crucial for
giving results significance. This chapter covers the data analysis for the study's research goals, providing tables
and charts with appropriate interpretations. The information was gathered from two stakeholders: employers
managing ITIL workers and employees participating in the program. Data was digitized and examined using
SPSS software, including techniques like Chi-Square, ANOVA, t-tests, mean analysis, and percentage analysis.
Qualitative data was examined using the content analysis approach. The findings provide insights into the data
and its significance in fulfilling the study's goals.

1.1 ANALYSIS OF EMPLOYEES’ DATA:
We used SPSS version 20 to examine the data. The Employee Questionnaire was used to gather basic
information from participants, including demographic and professional characteristics. Participants were also
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asked to score their agreement with effectiveness criteria in coming sections through various questionnaire.

» Development of Skills, Knowledge, and Attitude

»  Job performance

» Advancement in career

»  Contribution to organization

» Training Methodology

»  Program Delivery

» Enhancement in compensation

Researchers were asked to rate their agreement with each statement in each segment using a five-point Likert
scale. To improve the rating's reliability, some unfavorable remarks were included in some places. These
negative comments were scored using a reverse coding system, resulting in the following results: Strongly
Disagree, Disagree, Un decided, Agree, and Strongly Agree.

II. ANALYSIS AND FINDINGS OF ITIL DATA
2.1 Descriptive analysis of Employees Data
2.1.1  Characteristics of employee’s sample
A questionnaire intended for workers was used to gather data from 287 respondents who have taken part in ITIL
Training and Certifications (Instrument No: 1 Appendix 1). During the training, employees who had already
registered their email addresses with the Accredited Training Organizations (ATO) were given a link to an
online survey that would collect data from them. Some people also received paper versions of the survey.
The section below provides a description of the traits of workers.

2.2 Gender of employees
The study sample consisted of both male and female employees, with males comprising 78.4% of the total and

females comprising 21.6%, as shown in Table 1.

Table .1: Frequency and Percentage Distribution of Employees based on Gender

Gender Frequency Percent
Male 225 784

Female 62 21.6
Total 287 100.0

The outcome aligns with the general trend of the ITSM sector, which is frequently dominated by men.

2.3 Age group of employees

The majority of ITIL training and certification employees (53%) were aged 31-40, with 30.3% aged 21-30. The
second-most age group was 21-30, with 16.7% aged over 40. The majority of responders were under the age of
40, as seen in the table. According to the numbers, most of the staff is under the age of 40.

Table 2: Frequency and Percentage Distribution of Employees based on Age Group

Age Group (Years) Frequency Percent
21-30 87 303
31-40 152 53.0
Above40 48 16.7
Total 287 100.0
2.4 Educational qualification of employees

Table 3 shows that graduates (56.4%) comprise the majority of ITIL training and certification staff, while
postgraduates (43.6%) make up a moderate share, possibly due to the increasing sophistication of IT job
demands and the need for advanced knowledge and skill sets.

Table 3: Frequency and Percentage Distribution of Employees based on their Educational Qualification

Educational Qualification Frequency Percent
Graduate (UG) 162 56.4
Postgraduate (PG) 125 43.6
Total 287 100.0
2.5 Nature of the organization of employees

Table 4. Shows that 24% of ITIL training and certification participants were from the software industry, with
58.2% from IT Enabled Services organizations. However, only 10.8% came from networking service-focused
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businesses and 7% from hardware manufacturers, indicating a diverse workforce distribution.

Table 4: Frequency and Percentage Distribution of Employees based on Nature of Organization

Nature of organization Frequency Percent
Software 69 24.0
IT Enabled Services 167 582
Hardware 20 7.0
Networking 31 10.8
Total 287 100.0

The ITES sector employed the most people, while the hardware industry employed the least, possibly due to IT
Enabled Service and Software professionals prioritizing ITIL training and certifications over hardware

engineers.

2.6 Employment sector of employees

Table .5: Frequency and Percentage Distribution of Employees based on Nature of Sector of Employment

Employment Sector Frequency Percent
Public Sector 26 9.1
Private Sector 91 31.7
Multinational Company (MNC) 170 59.2
Total 287 100.0
2.7 Designation of employees
Table .6: Frequency and Percentage Distribution of Employees based on their Designation
Designation Frequency Percent
System Administrator 62 21.6
IT Consultant 89 31.0
Project Manager 75 26.1
Service Delivery Manager 38 132
Senior Manager 23 8.0
Total 287 100.0
2.8 Experience of employees

Table .7: Frequency and Percentage Distribution of Employees based on Experience

Experience in years Frequency Percent
Upto5 78 272
6-10 125 43.6
Abovel0 84 29.3
Total 287 100.0
29 Monthly salary of employees
Table 8: Frequency and Percentage Distribution of Employees based on their Monthly Salary
Monthly Salary(inINR) Frequency Percent
Upto Ra. 30,000 27 94
Rs.30,001 -50,000 55 19.2
Rs. 50,001 -70,000 99 345
AboveRs. 70,000 106 36.9
Total 287 100.0
DOI: 10.9790/7439-0303021421 www.iosrjournals.org 16 | Page


http://www.iosrjournals.org/

An Effective Investigation on Data Analysis and Testing of ITIL Practices for ..

2.10 Levels of ITIL certification obtained by employees
Table .9: Frequency and Percentage Distribution of Levels of ITIL Certification obtained by the

Employees
Highest ITIL certification obtained Frequency Percent
Foundation 129 44.9
Intermediate 92 32.1
Expert 66 23.0
Total 287 100.0

2.11 Number of years working in present organization
Table 10: Frequency and Percentage Distribution of Experience of Employees in their Present

Organization
Number of years working n present organization Frequency Percent
Upto 2years 94 32.8
3-5Years 107 373
Above5 Years 86 30.0
Total 287 100.0

HIL.VARIOUS TYPES OF HYPOTHESIS TESTING
3.Inferential Statistical Analysis of the Employees Data
The study utilized t-tests, ANOVA, and Chi-Square tests to assess the statistical significance of differences in
workers' responses based on demographic, professional, and effectiveness aspects. Multiple experiments were
conducted to verify the study's assumptions and achieve the desired outcomes.
3.1 Testing of Hypothesis
Null Hypothesis: The efficacy of ITIL training and certifications is not significantly influenced by employee
variables such as gender, age, education level, industry, designee, experience, monthly salary, certification
level, and employment duration.
Null Hypothesis: The study found no apparent gender gap in the Success Criteria for ITIL Certifications and
Training, as indicated by the results of the t test in Table 4.19.

Table 10-A: t Examine the ITIL training and certification efficacy factors to see whether there is a
statistically significant difference between male and female staff.

Factors of effectiveness of ITIL Gender
S. No. training and certifications t value Pvalue
Male Female
Mean SD Mean SD

1 Training Methodologies 18.66 2.79 17.87 3.78 1.810 0.071
Program Delivery 18.84 2.62 18.05 2.76 2.071 0.039%*

3 Development of Skills, Knowledge 19.67 342 18.42 3.68 2.500 0.013*

and Attitude

4 Advancement in Career 19.11 3.10 19.44 3.29 0.720 0.472
5 Enhancement in Compensation 15.11 2.05 14.32 2.16 2.653 0.008**
6 Job Performance 18.99 2.73 17.77 3.10 3.003 0.003**
7 Contribution to Organization 23.05 3.66 21.85 443 2.169 0.031*

Results showed no statistically significant difference in the efficacy of ITIL training and certifications
for male and female workers. The Enhancement in Compensation and Job Performance subscales are more
heavily weighted toward male employees, possibly due to their willingness to work irregular hours and travel
on short notice. However, at the 5% level of significance, the null hypothesis about the efficacy of ITIL training
and certification in these areas is rejected.

Program Delivery, Skill, Knowledge, and Attitude Development, and Organizational Contribution as
Measures of Effectiveness there is a significant gender gap. Male workers tend to have higher ratings for these
efficacy characteristics than female employees, possibly due to their greater experience with IT infrastructure.

In terms of training approaches and career progression, the larger P value indicates that there is no
statistically significant difference between the sexes. At the 5% level of significance, the null hypothesis is
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therefore accepted.

Testing of Hypothesis1
Null Hypothesis: Results showed that both ITIL education and accreditation were equally successful among
employee age groups, excluding those aged 21-30, 31-40, and older than 40. The results of an analysis of
variance (ANOVA) were presented in.

Table 11, indicating no significant difference in the effectiveness of ITIL education and accreditation
among different age groups.

S. Factors of effectiveness of ITIL Age Group in years
No. training and certifications 2130 3140 Above 40 F value P value
1 Training Methodologies 18.14 18.43 19.31 2.391 0.093
(3.58) (2.70) (2.93)
2 Program Delivery 18.37° 18.54* 19.60° 3.760 0.024*
(2.67) (2.53) (2.91)
3 Development of Skills, Knowledge 18.41* 19.44* 21.04° 9.189 <0.001**
and Attitude (3.62) (3.29) (3.41)
4 Advancement in Career 19.24 19.03 19.54 0.501 0.607
(3.09) (3.28) (2.76)
5 Enhancement in Compensation 14.52% 14.88° 15.92° 7.383 <0.001%**
(2.39) (1.86) (1.94)
6 Job Performance 18.06 18.71° 19.98° 7.328 <0.001%**
(2.99) (2.67) (2.82)
7 Contribution to Organization 21.78* 22.78* 24.67° 9.120 <0.001**
(3.93) (3.74) (3.47)

3.2 Testing of Hypothesis 2
Null Hypothesis: The study found no significant difference in ITIL training and certification success among
personnel with different educational qualifications, considering undergraduate (UG) and graduate (PG) degrees.
The results of the t test are presented in Table 12.

Table 12 test compare the efficacy of ITIL training and certifications among personnel with varying
educational backgrounds to see whether there is a statistically significant difference.

Factors of effectiveness of ITIL Educational Qualification
S. training and certifications
No. uG PG F value P value
Mean SD Mean SD
1 Training 18.30 3.13 18.73 2.92 1.176 0.241
Methodologies
2 Program Delivery 18.60 2.60 18.75 2.76 0.482 0.630
Development of Skills,
3 Knowledge and 19.07 345 19.82 3.56 1.816 0.070
Attitude
4 Advancement in 19.30 3.11 19.03 3.18 0.707 0.480
Career
5 Enhancement in 14.80 2.19 15.13 1.96 1.332 0.184
Compensation
6 Job Performance 18.62 3.00 18.86 2.66 0.684 0.495
7 Contribution to 2242 391 23.27 3.76 1.861 0.064
Organization

33 Testing of Hypothesis 3
Null Hypothesis: The success of ITIL training and certifications is not significantly different across different
organizations. These organizations can be categorized into four types: software, hardware, IT enabled services
(ITES), and networking. An analysis of variance (ANOVA) and Duncan Multiple Range evaluate (DMRT)
were used to evaluate this hypothesis.
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Table.13 ANOVA for significant difference among different nature of Organizations that the employees

represent with respect to factors of effectiveness of ITIL training and certifications

[Factors of Nature of Organization
S. effectiveness of ITIL
No.  [training and F value IP value
certifications I .
Software IEnabled IHardware INetworking
Services
1 Training 18.16° 18.20° 19.35% 20.19° 4.713 0.003%*
Methodologies (3.51) (2.66) (2.81) (3.48)
2 Program 18.41° 18.37* 20.45° 19.71° 5.774 0.001%**
Delivery (2.97) (2.41) (2.76) (2.64)
Development
3 Of Skills, 18.86" 19.10* 21.45° 20.90° 5.376 0.001%**
Knowledge (3.75) (3.33) (3.58) (3.12)
IAnd Attitude
4 |JAdvancement 18.91° 19.01* 21.15* 19.45° 3.109 0.027*
in Career (3.48) (2.92) (2.43) (3.55)
[Enhancement in 14.72*(2.39) [14.72°(1.89) |15.65® (2.11)  [16.16" (1.98)
5 ICompensation 5.384 0.001**
6 Job 18.30° 18.49° 19.95° 20.16° 4.935 0.002%*
Performance (3.38) (2.57) (3.09) (2.30)
(Contribution 21.97*(4.29) [22.57°(3.62) [24.75*(3.75) 24.55% (3.36)
7 to Organization 5.303 0.001**
34 Testing of Hypothesis 4

Null Hypothesis: The study found no significant difference in the success criteria for ITIL training and
certifications across different employee employment sectors, including public, private, and multinational
corporation jobs, as per the results of ANOVA and DMRT tests in Table 4.23.

Table .14 :ANOVA for significant difference among Employment Sectors of Employees to Factors of
effectiveness of ITIL training and certifications

Factors of effectiveness of Employment Sector
S. .. . . n - Fvalue Pvalue

No. ITIL training and certifications Public Sector |Private Sector MNC

1 Training Methodologies 18.23 18.31 18.62 0.420 0.658
(2.05) (3.12) (3.14)

2 Program Delivery 18.77 18.22 18.89 1.897 0.152
2.07) (2.72) (2.70)

3 Development of Skills, 18.73 19.35 19.52 0.585 0.558
Knowledge and Attitude .41) (3.61) (3.60)

4 Advancement in Career 18.65 19.00 19.36 0.790 0.455
(2.38) (3.21) (3.20)

5 Enhancement in 14.88 14.86 14.99 0.136 0.873
Compensation (1.90) (2.08) (2.14)

6 Job Performance 18.88 18.65 18.74 0.076 0.927
2.18) (3.23) (2.74)

7 Contribution to 22.35 22.60 22.96 0.437 0.646
Organization (2.74) (4.10) (3.89)
IV. CONCLUSION&FUTURE SCOPE

> The study has four objectives. No bias is shown in the presentation of the investigation's findings.
> The effectiveness of ITIL training and certifications as perceived bythe employees is 75.78% and as
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perceived by the employers is 77.12%. The study concludes that the ITIL training and certifications are highly
effective to both employees and employers. The conclusion was drawn from the opinion of the287 employees
and 171 employers who participated in the study.

> When compared to workers, employers have a more positive impression of the Enhancement in
Compensation element. There is widespread agreement amongst employers that ITIL certifications pave the
way for greater salary increases and career advancement opportunities.

> On the topic of job performance, there is no discernible gap between how employers and workers see
things. Training and certification in IT Infrastructure Library (ITIL) has increased efficiency and production,
according to both employees and companies.

> Employees who have completed ITIL training and earned certifications have better job prospects,
higher salaries, and more options for professional growth. The ability to adapt what was learned on the job and
incorporate new talents into routine tasks is something that employers have seen and appreciate. Yet employees
are worried they won't be able to maintain the advanced level of knowledge they've achieved without the
backing of upper management and the right kind of work environment.

> There is an excess of theoretical information in ITIL training. Because of this, ITIL certifications and
training should be revised so that both employers and workers can better grasp the link between the theoretical
and practical uses of the framework.

> The absence of backing for ITIL training and certifications from higher management is a major
hindrance to successful ITIL installations.

> Businesses should modify their procedures to better serve their Organisation, include workers in
important decisions, and raise understanding of the ITIL framework via ongoing education and certifications.

> The results show that ITIL certifications and training boost an organization's competitiveness by
making its intangible assets more valuable. One example of an intangible asset is the expertise and information
that workers get via completing various ITIL certification and training programmes. Information Technology
Infrastructure Library (ITIL) courses and credentials contribute to the growth of IT companies. Thus, It is clear
that employees who have received ITIL training and certification are always pushing themselves to improve.
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