Unisys TECHNOLOGY REVIEW 55 106 5, NOV. 2010

ITIL®* #X—ZXELEY—ERXAREDIRAFEREBETR I X b

Viewpoint of Service Quality and Quality Management Based on ITIL"

I [ -

B 8 ITHY—EAYAI AV PERBEOER, v LFEEEMLHZTIT H—E 200
B %% T 5200770 —FThHs. ITHP—EAIRIAYINDORZAL - T35 2
74 AEITILY OBE2 S ITH—CAMEEHEET 5 L, F—ECAMERE, REShH
M BRECARATE L, 72, ITH—VCAOEMEILE L, F—C2AORBTHLEHE) V
— A BAMifliD B —C RAEWMT BRI DIST =< Y AZRILTHIETHHEF R
5.

H—CADORETHSL MINE 2 EBEN REEEFZ, IT V- RGWHAL, B
WAL KFETH L, ITH—ECRMELWHLL, #HF - wHEL IR, y—Exig
EIATHA VOB T AT AL P LTWLBEDND L. FRICEE ML $
LHEZEOHFEORRE L Rk, € L CHEDRE L EOHHMATH 5. T kbt —
Y ASE OUGEZ R LEE S Tu I, BERNOY—EAT A YA Y oL %[
BT HIETHY, HROEREENROEETH 5.

Abstract IT service management (ITSM) is an approach for maintaining and improving the quality of IT
services to meet the requirements of business customers. IT service quality depends on the utility and
warranty from the perspective of ITIL, the best practices of ITSM. Furthermore, to ensure the high qual-
ity of IT services means to maximize the performance of capability to transform the potential resource
into a valuable service.

In thinking of characteristics of service is “immateriality”, “variability” and such, the visualization and
standardization are very important for IT services. In order to visualize, maintain and improve IT service
quality, it is necessary to manage the service quality from the viewpoint of the life cycle. Especially, the
important aspects are the mechanism to grasp, quantify the expectations of customers, as well as to evalu-
ate the quality and improve one. In order to promote the improvement of the service quality continuously
and establish the improved one, it is of the upmost importance to build the customer-oriented service man-

agement culture, and change organization’s way of thinking.
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