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The Role of SLM in Full Outsourcing
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Abstract Service Level Management (SLM) is the activity which consists of monitoring, analysis and assess-
ment of the IT service on a regular basis, and promoting a continuous quality improvement for the goal of
the service level. In the process of the quality improvement based on the management cycle of PDCA
(Plan-Do-Check-Action) to achieve the expected target, the cross-departmental operation becomes essential.
This paper introduces case-study of SLM performance in which the organization also assumes the role of
whole service management in addition to the role of service level management itself. In order to proceed
SLM effectively, some complementary functions are also needed such as reformation with KPI implemen-
tation, quality improvement focused on the prevention of recurrence of troubles, internal control on J-SOX
and process standardization, technology improvement and intelligence sharing on knowledge-based system,
time management and motivational enhancement, etc. And all of these enable SLM to improve the IT ser-
vices continually. Nihon Unisys is committed to provide the outsourcing services at a higher level as a

strategic partner for our customers.
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