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Abstract

Today, the role of IT is so important that it is regarded as a partner of business, not a simple
supporter. The more important the role of IT becomes, the higher the level of business needs
rises and the more customers want. In the market of IT, more and more enterprises are
establishing ITSM processes based on the ITIL for these environments; however they are
experiencing the processes of trial and errors because of the shortage of references
~To improve these probfems, in this study, we developed the ITSM mode! defined by
investigation of the instance to which we have applied the ITIL Continuous Service Improvement
Process which contains five phases such as High level Business Objectives, Assessment,
Measurable Targets, Process improvement, Measurement and Metrics. This model is Ian ITSM
‘building framework to understand the cohcepts over the length and breadth of ITIL and minimize
the trial and errors appearing during the building of the ITSM processes, and this paper presents

a plan to develop the frameworks.
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