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Abstract

The SM(System Management) is more
important than SI(System Integration) in business
model of software industry. And the role of
ITO(IT Outsourcing) is increasing, recently. Also,
The interest of ITIL is increasing in the software
industry.

In the perspective of business, IT organization
has been transformed from supportive division to
core business organization. IT organization needs
the satisfaction of customer’s requirements. So,
process oriented IT management is required. In
the perspective of technique, according to need of
IT infra for a rapid change management, an
application management, systematic development
and operating process are required

Therefore, this paper analyzes of IT service

core process in service support and service

delivery that was offered by ITIL using the AHP
methodology

This paper shows the results of IT service
survey in domestic software industry. And this
paper gives a guideline of introduction of ITIL
ITIL(Information ~ Technology
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