EEITMH[ A2 e
F10% B35
2011%E 9K 251

ITSM ®3skie] A A< &3 ITSM =44
ol gk A oA+

R

A Case Study on Realization of ITSM Performance Applying
the Change Management Framework of ITSM

Heesun Kim*

B Abstract ®

Recently, interests in IT Service Management(ITSM) are increasing internationally as well as domestically. In order
to realize the benefits from ITSM, it is necessary to institutionalize it as a culture of the organization through effective
change management. One of the most promising approach of effective change management is the change management
framework of ITSM.

In this study, we analyze a success case in which the change management framework of ITSM was applied to
IT Service company which has introduced ITSM. Through the analyses, this study aims to propose a feasible and specific
approach to institutionalize ITSM. To accomplish the objective, the study is designed to analyze specific methods for
applying ITSM’s change management framework to ITSM organizations, performance of projects and future directions
based on interviews and review of project documents/deliverables. This study could not provide detailed performance
measures due to lack of previous research on this topic and difficulty of obtaining quantitative data. However, this
study has contributed to proposing a direction to institutionalize ITSM in organizations by analyzing a feasibility of
ITSM's change management framework in implementing ITSM.

Keyword : ITSM, Infusion, Performance
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