BB F5i@{SI#2 | ELECTRONIC AND COMMUNICATION ENGINEERING

FT ITIL 4 W5k 20 1T Iks5ER (ITSM)
(URERT ST

BRIR
LT RFEF5EEF R, #1E 20X 430068
DOI:10.61369/ERA.2025080002

] E : AXUEGEERZ2TNITSM AER, WIT REEFEEZR (Information Technology Service Management,
ITSMTM ) #1774k, BEEHERFESEMRILS, FTETEGE: 8%, RBZEFERNATLBMREE, BEHRN IT R
SEBRFRIER, HELEM EHET —RINMLER; BR, WREN T REEEFRRDASENMGHTS
i, BXERESE, BESREENE T RZRE. REMMEE. IZEMEREER T RZIEEGFRSES0HE
z&; RiE, HWLERRE, RETERNRESR, HEMESEK, SRRE, BEXLEMLIBRENSERE, RNE
LMLERRS AN IT RESEEEAR, EOLMEZAREMESIRRIEER, NTTEMERRSARRAZFHE
BE. BREEAE. REES.

x B i@ : ITL4; ERRBAT; ITRSEE,; IR

Research on I'T Service Management (I'TSM) Optimization of Information
Service Companies Based on ITIL 4

Chen Dong
School of Economics and Management, Hubei University of Technology, Wuhan, Hubei 430068

Abstract : This paper takes the ITSM of an information service company as the background to optimize the
Information Technology Service Management (ITSM) system and make it more aligned with actual
business needs. The main work includes: Firstly, based on customer needs and the company's
development strategy, a new framework for the IT service management system is determined, and a
series of optimization measures are developed on this foundation. Secondly, unreasonable aspects
of the existing IT service management system are analyzed and categorized. Through analysis, it
is concluded that improving IT service quality, increasing response speed, and enhancing customer
satisfaction are areas where the IT service management system needs improvement. Finally, specific
optimization plans are proposed to address the above issues and are put into practice. The results
show that the implementation of these optimization measures can not only enhance the IT service
management system of the information service company but also make the system more tailored to
actual business needs, thereby helping the information service company improve customer satisfaction,
reduce costs, and enhance competitiveness.
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