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The Impact of IT Service Process Maturity on IT
Outsourcing Performance
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Abstract

The importance of IT service management to improve the effectiveness and efficiency of IT out-
sourcing practices or performance has been emphasized in the fields. Accordingly, several method-
ologies of IT service management have been adopted in a fashion. This case based research tries to
analyze the effects of ITIL-based IT service management practice in a company on IT outsourcing
performance.

The case analysis shows that ITIL-based service management influences systems quality, in-
formation quality, and service quality in direct manner. But it does not influence systems use and sys-
tems satisfaction in a meaningful way. This study would help IT service managers construct IT service
environment which improves the performance of IT outsourcing service delivery and also researchers
set up research proposition in a concise way in the future.
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