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A Study on the IT Outsourcing for Service Level Agreement in
Public Agencies

Sung Ho Lee*, Hee Wan Kim**, Dong Soo Kim***

ABSTRACT

With the rapid development of the Internet, public agencies and private companies introduced ‘IT
outsourcing in order to maintain and repair the information systems. Also they have utilized the SLA in
order to manage it. Although IT outsourcing as a way to promote effective SLA are being introduced, the
introduction of service level agreements or those introduced universal effectiveness did not demonstrate
in the public agencies. The importance of outsourcing in the information systems is growing, but the increase
in size of the business information, IT technology diversification, expansion of information between systems
interconnection, information system operating and maintenance costs with the increase of information
systems to streamline operations, increase the need for versatility is growing gradually.

In this paper we investigates IT outsourcing in public agencies as a way to promote effective service
level agreement(SLA) with the introduction and consideration, and through the application of SLA mutual
customers and IT service organizations make a clear point of management and IT service levels and IT
services for improved mind and strengthen the effectiveness of preventive activities can be seen.

Keywords: Service Level Agreement, IT Outsourcing, Information System Operation, Information System

Maintenance, IT services
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