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Abstract—there are some issues with the adoption of information
technology of infrastructure library (ITIL). The common issue
comes from customers that always need excellent services. On the
other hand, there are employees acting as an internal element of
enterprise who need to be motivated while delivering the services.
It has been known that the pressure at work and employees’
personal problem can cause negative impacts such as decreasing
the productivity and lack of teamwork. Moreover, IT managers
have a limitation in understanding the psychological issues. Hence,
it drives the enterprise to adopt an approach, which can help IT
managers to motivate and reward the employees. They also need
to ensure the employees that enterprise can be trusted, which
means they should not be any doubt in helping the enterprise to
reach the goals. Gamification is one of the persuasive approaches
that have been used to boost motivation. In previous research, the
design of wser-centric ITIL function, which embedded
gamification approach has been designed. But, the design still
required evaluation in order to reveal the positive correlation
between the user engagement and system success. This research
focused on presenting the impact of user engagement towards
successful ITIL adoption.

Keywords-— Emplovees’ motivation; Gamification; ITIL; user
engagement; adoption,

1. INTRODUCTION

Nowadays, there are a lot of organizations adopting
information technology (IT). It acts as a support and requirement
to run the business and help the organization to achieve
competitive advantages [1]. It is well-known that IT adoption is
expensive, but the cost will not guarantee that the system will
run properly all the time [2]. In other words, there will always
be incidents and problem in using IT. Thus, to handle the
unexpected event from happening, the organizations need to
apply best practices.

The failure in using IT drives the organization to empower best
practices to manage IT such as Information Technology
Infrastructure (1TIL). ITIL mtscmcd as documents, which act as
best practices to adopt the 1T service management (ITSM) [3]. It
helps the organization to create and improve the mechanism of IT
services delivery. ITIL has
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been used by the enterprises worldwide and from 2002, it is
counted as the facto standard to improve the ITSM [4]

Along the adoption of ITIL, there is a challenge in engaging
with the people who use it. ITIL just provides how to deliver the
IT services, how to align IT to organizations’ strategy, how to
design a good IT service, etc. Unfortunately, ITIL does not
provide a clear way of how to engage people who are involved
[5] [6]. In fact, according to previous research, there is a positive
correlation between ITIL adoption and user engagement [7].
Therefore, enterprises that adopt ITIL need to adopt other
approaches to complete the ITIL.

In the previous research, game-like service desk function has
been designed [3]. This system ensures the involvement of manager
and supervisor as the top management. Meanwhile, this research is
focused on discovering more evidence that the user engagement is
positively related to successful ITIL adoption by using our design.

II. LITERATURE REVIEW
This part represents the theories that supported this research.
It includes ITIL, gamification, and user engagement theory.

A. g)rmaﬁon Technology Infrastructure Library

Information Technology Infrastructure Library as stated
by m represented as the best practices to manage the adoption
of IT service management, which is widely used by the
organizations worldwide [9]. It focused on processes and how
the processes work together to bring excellent IT services for
enterprise system. Therefore, it is called as best practices, which
support planning, monitoring, and controlling IT Services [10].
EAITIL gives a clear picture of IT management and 1T
operations such as incident management, problem management,
change management, [E3nfiguration management, and
availability management. The latest version of ITIL is ITIL 3.0,
which has been published in 2007 by Office of Government
(OGCQ). It contains 5 phases
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of service lifecycle [11]. Below are the phases of ITIL
lifecycle:

1)  Service strategy

2)  Service design

3)  Service transition

4)  Service operation

5) Continualservice improvement

B. B’I‘ Engagement Scale

User engagement 1s defined as the quality of the user
experience that emphasizes the positive aspects of the
interaction. It 1s the reflection of enjoyment while doing
something [12]. In daily life, all people know that when someone
plays a video game, they will be drowned to the system, which
means they are willingly spending their time. Hence, user
engagement is not just about usability, it is also about how users
invest time, attention, and emotion when they are connected to
the system [13]. The idea of game-based ITIL services is
bringing the way people playing game to the workplace. By
adding the game element to ITIL processes, enterprises can
create a friendly and fun workplace.

According to the previous research, [fEJer engagement
attributes are focused attention, aesthetic, ncvem perceived
usability, endurability, felt involvement [14]. By using the user
engagement scale (UES), we can get the score of each attribute.
Meanwhile, the accumulation of every score represents the level
of user engagement. But, by using this scale, we are also able to
define the result as the score of each attribute, in order to simply
identify which attribute is being a focus of the evaluation [15].

C. Empowering Gamification

Gamification is defined as the use of game element design in
non-game context [16]. The adoption of gamification aims to
motivate users and facilitate a win-win solution for enterprise
and employees [17]. It means that the enterprises can reach the
goals and employees are rewarded. Gamification has been
widely used to motivate system users such as students, and
customers in order to help the organizations reach the goals. In
the internal level of organizations, it is used to help the manager
motivate their employees.

A manager includes IT manager has to give more attention
to the staff’s personal issue, as it can decrease the productivity.
But, most of manager IT for example, service desk manager
cannot handle this issue due to the lack of psychology
knowledge [18].

In 2025, staffs will be transformed to millennial staffs, which
mean they will be more active, optimist, success-driven,
independent, and technology consumer [18]. This reason drives
the organization to attach new approaches in order to help
managers in motivating their statfs.

Gamification is able to accommodate the needs of millennial.
Moreover, it drives the challenge, use technology, and the tasks
are clearly defined [4]. It also supports managers to create new
challenging workplace. They are also able to reward the
employees for every finished task.

Our previous research discussed to design the game-
based service desk [5]. Eventually, more evidence were
needed to show that there is a positive correlation between
user engagement level and successful ITIL adoption. Our
previous research has proved that the level of service desk
quality increased as the level of user engagement is also
increased. This is actually the basic evidence that by ensuring
a higher level of user engagement, the organization will
successfully adopt the ITIL. Unfortunately, there was
limitation of data, thus, the study could not enrich the
evidence of correlation between successful ITIL adoption
and higher level of user engagement. Hence, this paper
provides another evidence that along the adoption of ITIL,
user engagement is obviously required to ensure the success
of ITIL adoption.

2.4 The Game-Like Service Desk Function

In the previous research, a design of game-based
service desk has been released [3]. As we can see in Figure
1, the person involves is an analyst, supervisor, and manager.
This design name is ELROND, where the game -like
mechanism starts when the system receives the report that
the service has been received and meet the service level
agreement (SLA) as we can see in Figure 2. In this system,
the main features are starting the service, closing the service
delivery, presenting the score, and rewarding the analyst who
provides IT service.
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Fig.1. ELROND Incident Management [3]
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ML FINDING THE EVIDENCE
To find the evidence, we have tested the game-like service
desk in two other organizations. The first organization, which is
named X Corporation becomes the only one IT service provider
for organization that provides electricity in Indonesia. Moreover,
we also tested the system in Y Corporation. It is one of
organization which runs cement industry in Indonesia.

3.1 Case Study: X Corporation

The service desk of X Corporation is full of millennials and
young employees. Subjects aged between 25-40 years old, who are
all active in using the gadget and social media. At the first time we
introduced the system, they were all passionate to try it. They
perceive that they will get more incentives by doing the tasks.
According to the interview with the service desk analyst, they have
good productivity and they expect to be rewarded. We also
interviewed the IT manager that adopt service desk, the most
challenging situation is when they need to fix the incident on time
and the reported incident is often not being recorded especially
when user reports the problem face-to-face.

Our design is tested in May ?.mj, 2016, and May 4th‘ 2016.
Meanwhile, we have spread UES to users of current service desk in
November llth, 2015. According to the result, it shows that the
current user engagement is 4987, while the
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game-based service desk user engagement is 8141, which
means the gap between current and game-based service desk
is 3154, In Table 1, we can see the result evidence that the
time response increases as the level of user engagement are
boosted.

Table 1. Time Response Comparison of X Corporation

T
- Incident Level tme

Applications response

Non Game-Based Incident A Medium 20 minutes

Service Desk Incident B Low |8 minutes

Incident A Medium 5 minutes

FLROND Incident B Low 10 minutes

3.2 Case Study: Y Corporation

According to the interview with service desk manager
in Y Corporation, the most challenging experience in adopting
service desk is how to deliver high quality of service on time.
The problem is placed at human factor, which means they need
to be motivated and gain new experiences. The manager
claimed that there are no clear rules about rewarding the
employees who have good productivity. In Table 2, we can see
that the result of comparison between a system, which includes
gamification and non-game system. This application is tested on
May 2[“:1, 2016 until May Sth, 2016. Along the testing process,
we discovered the level of user engagement of service desk staff
towards their system and our design. By spreading UES, which
is filled by 10 respondents, the current level of user
engagement is 60.79. Moreover, we also revealed the level
of user engagement of our design. The gap between the
current level and our design is 22.01 points, which means the
user engagement of our design is 82.80.

Table 2. Time Response Comparison of Y Corporation

Applications Incident Level Time
response
Incident A Medium 20 minutes

Non Game-

Based Service Incident B Low 18 minutes
Desk Incident C Medium 18 minutes
Incident D Medium 12 minutes
Incident A Medium 3 minutes
Incident B Low 10 minutes
ELROND Incident C Medium 8 minutes
Incident D Medium 8 minutes

This evaluation shows that ELROND drives higher
productivity of people who involve in service desk function.
It happens because ELROND adopts clear rules that
motivate service desk staffs to respond to the incident based
on SLA. Unfortunately, ELROND is not able to reduce the
required time of technical incident handling such as
decreasing the time of resetting server, installing required
software, etc. Nevertheless, it can motivate staff in
responding to the incident quickly. When an incident is
responded after the agreed time, the incident ticket is failed
and the system will automatically point it. In contrary, if the
service is delivered based on SLA, the service desk will get
job satisfaction and reward. It proves that gamification,
which is applied as persuasive approach can boost
motivation, conformance, and productivity.
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IV. CONCLUSION

All system users must engage with the adopted system
including employees of service desk as system users because
they are responsible for communicating with end users in
order to help end users fix get agreed services based on SLA.
When the service desk analysts cannot be engaged to the
system, quality of service desk is affected making the
response becomes slow in incident handling.

We have proved that by adding persuasive approaches
such as adding game elements along service desk adoption,
user engagement and service desk quality, the result
positively increased.

REFERENCES

[1] R Valverde and M. Talla, Engineering and Management of IT-
based Service Systems, vol. 552014,

[2]  S.P.Raflesia and K. Surendro, “Designing gamiﬁed-gerta towards
user engagement and service quality improvement,” Proceeding
BN 9 Int. Conf. Telecommun. Syst. Serv. Appl_TSS4 2015, 2016.

[3] K. Surendro and S. P. Raflesia, “Designing G: ased Service
Desk towards User Engagement Improvement,” fndones. J. Elecir.
Eng. ColgEY Sei., vol. 1,n0. 2, pp. 381- 389, 2016.

[4] 1. Iden and T. R. Eikebrokk, "The impact of senior management
involvement, organizational commitment and group efficacy on

ITIL adoption benefits," Inft Syst. E-bus. Manag., 2014.

[3] A. Cater-Steel, M. Toleman, and W-G. Tan, “Transforming IT
service management - the ITIL impact,” ACIS 2006 17th Australas.

Conf. Inf. Svst. Thought, Leadersh. IS, p. n/a, 2006.

[6] Z Yao and X. Wang, “An ITIL bas M practice: A case study
of steel manufacturing enterprise,” 2000 7th Int. Conf. Serv. Syst.
Ser. Manag. Proc. ICSSSM” 10, pp. 423-427, 2010.

[T Q. Wang, J. Song, L. Lin, and X. Luo, “Building IT-based Incident
Management Platform.” pp. 359-364.

[8] D, Knapp, “Incident Management Process,” 4 Guid. to Serv. Desk

epts, p. 133, 2014,

[97 M. Jantti, T. Rout, L. Wen, S. Heikkinen, and A. Cater-steel.
“Exploring the Impact of IT Service Management Process
Improvement Initiatives : A Case Study Approach,” Sofiw. Process
éov_ Capab. Deterny., pp. 176-187, 2013.

[10] M. Jelliti, M. Sibilla, Y. Jamoussi, H. Ben Ghezala, S. Integration,
and R. De Narbonne, “A Model Based Framework Supporting ITIL
Servi Management,” pp. 208-219, 2010.

[11] 1. Van Bon, “Foundations of IT Service Management based on ITIL
BB 1701 Libr:, vol. 1, p. 234, 2007,

(K28 B. Laurel, Computers as theatre. Addison-Wesley, 2013,

3] 1. Lehmann, M. LafEhs, E. Yom-Tov, and G. Dupret, “Models of
user engagement,” Lect. Notes Compur. Sci. (including Subser. Lect.
Notes Artif. Intell. Lect. Notes Bioinformatics), vol. 7379 LNCS, pp.

175, 2012.

[14] M. Lalmas, H. O'Brien, and E. Yom-Tov, *Measuring User
Engagement,” Synth. Lect. Inf. Concepls, Retrieval, Serv., vol. 6, no.
4, 132,2014.

[15] S. P. Raflesia and K. Surendro, “A conceptual framework for
adoptifiel samified-service to improve user engagement by using
ITIL,” Proceeding 2015 9th Ini. Conf- Telecommun. Sysi. Serv. Appl.

7554 2015, 2016.

[16] S. Deterding, R. Khaled, L. Nacke, and D. Dixon, “Gamification:
toward a definfEla)” Chi 201 L, pp. 12-15, 201 1.

[17] A Narayanan, Gamification for Employee Engagement. Packt
Publishing Ltd, 2014.

[18] E. C. Pmkash and M. Rao, Transforming Leaming and IT
Management through Gamification, no. AUGUST. 201 5.

187




The User Engagement Impact along InformationTechnology of
Infrastructure Library (ITIL) Adoption

ORIGINALITY REPORT

15, o. 116 11w

SIMILARITY INDEX INTERNET SOURCES PUBLICATIONS STUDENT PAPERS
PRIMARY SOURCES
ieeexplore.ieee.org 1
Internet Source %
pureportal.strath.ac.uk 1
Internet Source %
Gcina Dludla, Seani Rananga, Alkmaar Swart. 1 o
0

"Co-Existence Study Between Analog TV (PAL-
l) and LTE in Digital Dividend Band: South
African Case Study", 2018 International
Conference on Advances in Big Data,
Computing and Data Communication Systems
(icABCD), 2018

Publication

Submitted to University of Dubai ’I %

Student Paper

cdn.intechopen.com 1
0

Internet Source

c

ir.dcs.gla.ac.uk 1
Internet Source %

Submitted to Universiti Kebangsaan Malaysia



=

Student Paper

(K

entropy-project.eu

Internet Source

T

Submitted to Manchester Metropolitan

University
Student Paper

<1%

—
o

Shinta Oktaviana, Iklima Ermis, Mila Desi
Anasanti, Jehad Hammad. "Network
Disruption Prediction Using Naive Bayes
Classifier", 2019 2nd International Conference
of Computer and Informatics Engineering
(IC2IE), 2019

Publication

<1%

—
—

www.beworld.org

Internet Source

<1%

—
N

WWW.WSeas.org

Internet Source

<1%

—
w

Akhil Mathur, Nicholas D. Lane, Fahim
Kawsar. "Engagement-aware computing”,
Proceedings of the 2016 ACM International
Joint Conference on Pervasive and Ubiquitous
Computing - UbiComp '16, 2016

Publication

<1%

biosains.mipa.uns.ac.id

Internet Source

<1%




ure.royalholloway.ac.uk
IFr?ternetSou?c/e y <1 %
WWW.Cprime.com
InternetSoEce <1 %
Submitted to Study Group Australia
Student Paper y p <1 %
www.cs.technion.ac.il
Internet Source <1 %
Submitted to University of Southern <1 o
Queensland
Student Paper
"Engineering and Management of IT-based <1
) ) : %
Service Systems", Springer Science and
Business Media LLC, 2014
Publication
Abba Suganda Girsang, Yohan Kuncoro, Melva <1 o
Hermayanty Saragih, Ahmad Nurul Fajar. ’
"Implementation helpdesk system using
information technology infrastructure library
framework on software company", IOP
Conference Series: Materials Science and
Engineering, 2018
Publication
Submitted to George Washington Universit
Student Paper g g y <1 %

Submitted to Universidade Nova De Lisboa



Student Paper

<1 %
www.reference.com
Internet Source <1 %
Supmltted to Colorado Technical University <1 o
Online
Student Paper
Submitted to Edge Hill Universit
Student Paper g y <1 %
Submitted to Loughborough Universit
Student Paper g g y <1 %
Oa€™Brien, Heather L., and Elaine G. Toms. <1 o
"Examining the generalizability of the User ’
Engagement Scale (UES) in exploratory
search", Information Processing &
Management, 2012.
Publication
Submitted to School of Business and <1 o
Management |TB
Student Paper
Elsa Vinietta, lan Yosef Mattheus Edward, <1 o

Wervyan Shalannanda. "Secured
communication service strategic planning

using itil v3 framework case study: X service",

2016 2nd International Conference on
Wireless and Telematics (ICWT), 2016

Publication




Sabah Al-Fedaghi, Mona Al-Otaibi. "Service-
Oriented Systems as A Thining Machine: A
Case Study of Customer Relationship
Management", 2019 IEEE 2nd International
Conference on Information and Computer
Technologies (ICICT), 2019

Publication

<1%

By] Submitted to Staffordshire University <1 o

Student Paper

Exclude quotes On Exclude matches Off

Exclude bibliography Off



