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Importance of IT Service Management Infrastructure
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Abstract As the idea of ITIL became generalized in the IT operation, the operation management and con-
tinuous improvement by IT service management (ITSM) become more important. The ITSM system is
important to realize ITSM effectively and efficiently, when Uniadex provide IT outsourcing services (ITO
services) to customers.

Uniadex adopted “ServiceNow”, a cloud-type ITSM system, to reform our service delivery infrastructure.
Along with the renewal of the infrastructure, we realized the review of traditional business processes and
centralized management of information necessary for business. In addition, this service infrastructure is a

starting point for future business expansion and service improvement.
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