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Abstract:

With the growing reliance on information technology in organizational
operations, the adoption of IT Service Management (ITSM) frameworks
particularly ITIL has become critical for enhancing service quality and
operational performance. This study evaluated the effectiveness of ITSM
implementation in improving organizational performance at the Royal
Commission for Jubail and Yanbu (RCJY) in Saudi Arabia. A mixed-method case
study approach was used, combining quantitative analysis of performance
indicators and qualitative insights from interviews. Key performance metrics
(e.g., incident resolution time, system uptime, user satisfaction) before and
after ITSM implementation were compared. Results showed significant
improvements: average incident resolution time dropped from 5 hours to 2
hours, SLA compliance for issue resolution rose from ~70% to 95%, and system
availability increased, reducing unplanned downtime. Moreover, user
satisfaction scores improved substantially, with the majority of users reporting
higher satisfaction with IT services. Interview findings corroborated these
improvements, highlighting better standardized processes, clearer
communication, and a more proactive IT culture. For instance, staff noted that
ITIL processes brought more consistency and transparency to IT operations,
leading to increased trust between IT staff and business units. The study also
identified challenges, such as initial resistance to change and the need for
adequate training during ITSM adoption, which temporarily affected
implementation effectiveness. Nonetheless, strong leadership support and
continuous improvement practices helped overcome these obstacles. The
research concludes that ITSM implementation at RCJY has contributed
markedly to performance enhancements, aligningIT services closerto business
needs and improving efficiency and user satisfaction. It provides practical
recommendations: continuing staff training in ITIL, ongoing refinement of IT
processes through Plan-Do-Check-Act cycles,
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and strengthening the alignment between IT and business strategy to further
leverage ITSM benefits. This study bridges a gap by documenting quantifiable
benefits of ITSM in a public-sector context and offers insights for other
organizations aiming to optimize IT service delivery for better organizational
performance.
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