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A Case Study on Implementation of ITSM using 6 Sigma Technique
Focused on Service Desk

Kwan Sik Yoon" - Kyung Tae Hwang™*

Abstract

Recently, interests in IT Service Management (ITSM) are increasing internationally as well as
domestically. In order to realize the benefits from [TSM, 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 a Six Sigma technique.

In this study, we analyze a success case in which 6 Sigma was applied to Service Desk function
which is one of the most important functions of ITSM. Through the analyses, this Study aims to
propose a feasible and specific approach to institutionalize ITSM. To accomplish the objective, the
study analyzed specific methods of application of 6 Sigma to [TSM, performance of the project and
future directions based on interview and project document/deliverable review,

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 6 Sigma in implementing
ITSM.

Keywords : IT Service Management, 6 Sigma, Service Delt, Case Study

=2YTY - 20074 058 252 TEAMEZY - 20079 08Y 292
T EERDITE
" BAHA, SIEm AGoist ARSI w4 (100-715) ME B LS 3-26, Tel : 02-2260-3708, e-mail : kthwang@dongguk edu



2 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

1. 9470 2% 2 Y8

A2 B9 IT Au|2#2 T Service Manage-
ment : ITSM)ell tjg e FHo] ZA F
Zbeta gk g Ab w2 2006 9€ @
A, ITSME =4 3 7149 & 6742
FAHAL B ol ZAMA Jehd Fr2
= e B9 7199 50% o]/de] 2005
=433, izt FExke] ojz FF FEA
T ITSMY dig #4e] Eoe HE U8
T At

oy I oz ITSMel thg ¢14o]
aA FgHgae oy, FUdNE A3
ITSMe] & Z94< A43A X3te 23
Eo] g EA8L itk B3 ITSMS 534
aAe it MulA FES Anda, Aujx
AZ v &S dAste T AZAY 4HE &
71 8- e IT 4F Z2A2E A, o
g AQsE £2AT SUsE Bue Uol of
Y, 24g $eiA Aot T2 ZFHAT
Aol AFFo|th, F ITSME F3lA A3
a3g 4Es}7] AsMEe ITSM AAE &
3 =Gt A 9 do] oz 29
32 AN E do| ottt ogd 32
9 AL s A&Holn aHAHQI W
#ejrt weA] Fukgojof gty ol W
#HYE A3 2P F9 st 2Ed =2
Az A EFela vjlzYx Al 7/Her J
ule] Azl 853 Qe 6A29KSix
Sigma) 7} & + U& Aolth

B =8dXEe ITSMY F83& 715 4 3
Ul Mujad2a s 6428 7S A
£38ta] ITSMe] Ao A8 AE & ALzl
A golect olejgt At £4E F3HA 6
Alavt 719& ITSMS A&e] &8 4 UE
B34 FAHY HE Uks AHEoRH,

o

—

Moy oo

TIHLE ITSMY Aae A WIS AN
dtaAt g

2 =F9 A 23dAE 2 A7 B€E F
23 FAQ ITSM# 6A129H9] 7123 < 71d
of e goltt oz A 3FdMEe &
A7 F83 A7 WA A 7 WS
A ol ot AT AAE Y A 432
4 ZA2A, Auladaa 7)sd 640t
71¥e H8E AAg Ugs AAsta, HE
F9 AH#E AN vpATteg HEgAE
2 A7 Fad A3, A, ¥F a7 4
€ AYEn.

ri

2. ¢10f &HE Oj2EX™ nF
21 IT MH|A Z2|(IT Service Management :
ITSM)

(1) ITSM2} Ho|

oA 7k ITSMol WaliX EE AFEE°l &
Zate e FEAHA e AR FA
ok &3 PoHQ ouldA ITSME HHA| 2
g 9 AT 71E A AHAAM W
oy FF AFHolx, AAHY SHAA A
22Q B dFste B AAHCZ A
7] 9% H2 WyE 2. a8y By 3
A 9n|eM 9 ITSME ©&d IT Aul&
o AT E AL TH 2L FEAN2HY Y
718 ohe ARAAE AY £, ARA
2g 24 9 99 #9, 22HE #e, F2
g, AEA2E VY 2 fAEs 5 2
IT] #dE 2 $UE 2} AAHE @
gat7] A HZ S g ol B9
9] ITSM2 &3] Jd8d1 Y+ IT Govern-
ance, Management of IT as a Business 59
Adse #HE o] 3= Aoz dddr



A48 A3E

62120} 7]%e B4 ITSM B3] B8 Al A7 3

AolA A ITSM FolA 93 9w
o IT M¥|29] AT L Ao 23 & &5
ITSM# AFAHA 939 zolds o5
<E D# o] A& & 4 UrHLeopoldi
,2003].

(B 1) HEAR! 2R TSMIe| H|

AFHY IT +49 ITSM

technology focus process focus

fire fighting Preventive

reactive Proactive

users Customers

f:?; aiiszeed, done distributed, sourced
isolated, silos integrated, enterprise-wise
‘one off’, ad hoc repeatable, accountable

informal processes formal best practices

IT internal perspective | Business perspective

operational specific service orientation

@ msMel 7leh z 2t
ITSM 71t &3 thgst gol =2 A 7
Az el & & o
- IT Muls QA2 A4
 AA AAFHOE ARE F AE AW
§
« IT AMl2 A4e] &3 A4 01§39 4

B

IDC & BZ 7|8 A UAR3}e A HAE
T3 24 1,0008 FY 7EE 72 71dY
S, ITSM 75 9 &9 842 53759 9
o, 3% o|F w3l ave A 49 ¢,
597 209 9 & °]2& AR YENgTh
AFHE Bk FAFHoR Ay BY IT Aux

Ao WA & a7t 45%, A ¥ g #
A EH7} 40%, 282 Y o8& AU
g4 a7} 15%8 7z A ok
metA 71 FREY dF e} oAt 2ol
= AR gukA o2 ITSM FA& 3+ 5d
ZF 4009, AzF HF 80% £ ROl +32
a9k 4 gint. o] g A A= vuF A
#A B2H FHo] fol& Ao st 73

=
Aolmz Ngqo] 4733 ¥ Aoz By
_f}:

Q) ITSM F&A| 12 Abg

ITSM AAE T8 = 842¢ g9 <2
g Do gy sl b 22 IAE & F
Art.

A WA QAF IT ZZ2H 224 ITSM A A
TE9 glojM Mg F8F 84 F9 3shol
th &, IT Mul2 AF 2 AdE 93 IT dF
ZRZAAE T IT Z2A 20 BdE F8
3 2d 2= CobiT(Control Objectives for In-
formation and related Technology), ITIL(In-
formation Technology Infrastructure Library),
CMM(Capability Maturity Model) 5& & &+
At o] FelA ITSMd 713 #AAo] =
I o] HEAH ARHY Zde ITILoj 3,
o7 gt dAS Bl FolAx it

ITILS 19861d F=¢ AHF718A OGC(Office
of Government Commerce)?} best practiced]
Yztste] = ARINBEY HE AZHE A
AR oz Byl AT AAE AN A3}
Al g 78 AN B EHJUT ITILES o
E ZRA2E0Y AARAE Ve, 4 =
2axd disiy B %, #d AT 9,
A3 X) F(Key Performance Indicators : KPI),
T 71¥/Tip/7tel=, #48 AEE Best Pra-
ctices?] MZE 5& A3t 9ot ITILo] ITSM



4 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

o F¥Y FUP 2dolgn: ¥ S+ 9K
2 dA7A 289 29 FAM 49 ge =
9z wogd.

Ewmpodrat

OEoze AYs 2Ho2A HH IT A
H2E Agsted 4@ 2434 538 %%
QY-S Fdsty Fxsty, £ HH IT A
B8 ATY £ e 722 FHE 23&
TS, AAE QL HAE Aot

7)€L& IT Z2A2E AFssta, 29 IT

Pt

Mul2g AFeted o E-';’- 2 £24e

ok

upAlet g 4Ql #3he ITSM] 484 2 3
849 g <12, AR IT Z2AH 29 &5
o dslA zFe] FHaE 7HXBS T
olzigt B3 2 A IE AL ul$- of
" AJzke] ®Wol AQFHE Yojxxt, AT
ITSM9] &35 Ads7] e w=A &
BEojol & g Aot}

o

22 6A00} gHHE

u] 2] MotorolaAt7d 1970'd A& A3t 6
Alant ZEYEA 5L 17 BHAA FRA4
A434 4L v 2425 Follo 33
A 71EE E83 195 A AFE T Aujx
FoA 3~47e Agvte FHEAE dF9
F2% &Folth Aavle g2 g9y F
& SAEA, FAAL SHAAM B o EHX
o AEE L}E}L‘]C} 1\]1“} el A ghol

‘45}1371] "o Gﬂ— 5

*&‘3}“] 34”‘01] 1IN
BEo BHALL, lli] AAA T8 HYoA
w5 1778k ARt $AS e FE0 o
24 doe Aot

6Al2mte] WHEL AA 2EYY =72
TEES 6A 20t 2+ gAA 74 g
T79 Gl HHE FolAM Hdd AL Ads
A do). godjadz, 9 E AE(pareto charts),
2 Z(scatter diagrams) 5 2 7FA& o9 IT
A =g AY QU v a9 4
(Voice of Customer)tt £39 ATF 2L A
A%3A] & T YA, oY 14 F
HA EFE2IT #A L 23S € 55
‘:}["V\ﬁ]:’ 1999].

2ol ZHA B REEFA 27 B
&o] WE W DMAIC Wi E3 g2 GEA
HEo| W DFSS W& sz 5Y5HA &
X DMADOV, DMADV, DMED], IDOV § o
g 7HA7 €5 AMEEHI gl

0 > o ©

(1) DMAIC 21Y

DMAICE Define, Measure, Analyze, Im-
prove, Control®] ¢ztolth. A WA WAl &
A A o(Define) GAZA, sfAsl ot & FAS



A48 A%

6Alart 7S 843 ITSM BHo) A% Al 47 5

getstn AYde 9AZA CTQ(Critial to
Quality)& A3t F HAZE 5% (Measure)
GAZA, CTQE 7t & ¥ + Ue 53
7bed AR YE Aot A +F& 73943
Y ¥Fd %S A ALY ¥
X's)& &2t A HAE B4 (Analyze) ©
HAZA, & AN =235 ZAAe WS 7}
+H Y ¥Fd 4% VX e ¥vFE =93
ol AR FAE F3 HFFeA Y &
FE(Vital Few X's)& A%t o] WA g4
H’**(Improve SAEA, YO X7t 1y
date FE =237 A% Vital Few X's
HeEe] H3 248 gUsta, A AL
& =&, 2 AAUY 273E AFs] 4
3 AE HLES At siX ez gAs
DA FA(Control) QAZA, Z2AHA 7|
WYE ZAHE H REow 31’“13}04 Goal
=3

& rlr

A8 9

BB DAY KFAYP BT
e TR

TSI S ity
| BHERN EZ IND

=L Y

S 0y
BAUCGY & FES
TSR B viRi 2

AR SE W
ALYLS Eanp
AREE FN. 4B 89

RN LY
BUSR FROGENY “w& BRA
wyaY ‘3: BY BEE @

(a2 2) DMAIC EH|

(2) DFSS 714

DFSS+ Design For Six Sigma®] %AIZ2A,
AE, T2AX AA 2 A S nER
BHE g DAY AAFE FRE
F HHES grdt. FE 2L AFolY

d

Mul2E A Fs7] fF Z2ALE FE5E 9
Z&dd. GEJA AH8& 7|22 DMADOV
SAZ o]FoR A, Z2AE HAF =L
ZAE WY/EF/UF/BHES AANE B9
(Define) ©Alolx2, &8 2 174 1o} VOC
(Vocie of Customer) 43, CTQ(Critical To
Quality) £, ¥ Y9 ZH(Measure) ¢
Aolx, AR F8 AAS &, 44 ANE
A474< 4 (Analyze)ol 1, WA, AEE Al
AA 2 AA A3 H7H) A (Design) @A ¢
I, O MA &9 J3E, 973 724, FF
A B71t H#43HOptimize) ©AloI™, whA]
2 A HAZ gd3 H2E, #8 AF ¥,
4 ol#H9 HF(Verify) GAZ o]FojAt},

%7] DFSSE F2 Az AAE ML
Bo] AME HAoY, HIZde Aula BF A
Av ZE2A2 AA FGdA &3t et
g @Al HoA L Ue F Aot

3. g+ U

E d7dMe 2006Kde] ITSME =% K
AE BRoE A 4TS s & @

o

Tl A HEZA 55 183 Survey &7 W

< A3t g Al 97 Bye Ag
olfrt thE Zrh A& AAIE upe} 2
of, A FuelA ITSMS =% 7199 &
209709 MEX 13, ITSMel & 9+ E&
A9 gle AFelth wA dgHoz %s
d, oHAAA HTE F A= HEE THI
i olBHoR A& XS B ofYg,
A5 Mol dhEte F89 471 B58 4
Aol o]t AghA el =g ut olujzl ITSM
Rolo] 6Alaule] AL whiolale e =



6 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

AR ZHAA 2 ), HE2A BTy
AR QE WE2 etsy) gold e AFE
Adslz s

olgig wWpFd A £ Ay KA WiF
4 2 #d A9 Adsg ez ¢ |
T3 FAAM AP AEE,
Y& Tl Mulabaad 4
Alask 7S A48 U, 43,
Aatdch dE2 Ayl
FFEE FAHLE 24 A9 ¢
al FE e AR 944,
1A T F 109%8e ez oF
ZA A=A =3 DMAIC 7[%HE& S84
6A vt AA2 A48 44d g AEE
od dolg ¥ £4E 43t

a3
a2

’

[kt
f
ot 2

o lo m

of
Oﬂ.‘:
ot
to
M

B 0% RO nft M
&-1010
&-{N'o:;_.

o 2
[em—

tlo rx

32 AR 7|

KALE 19800l HEd 7% 2 =40 94
2A, 495 B0 F2 71delt Azt 2,500
o g9 fj2dg BFa e FTEAY A
F4Aelt 20068 A, A 1A AHE B
T glow, 1997del 2l JHYAgE
<
i/

sglon 9% o 0098 w4

2005 1¥~2005 69714 ITSM E¢ =2
& FAsAoH, Mujad2ad 75 7
stol FHS FAY Au|2d oA A2E
2UEH 715 F7H8da, 24& 53 7]
el wm&og 149 A By L AEES ¥
z29 A 9 ZYHH

A F Z3tell FHE

T %E AAE FHse Ao FAA Aok

ml =
g
-z
ag
o
X
L
H
=
=
4

£ B T e FA B YL F
BN, Bl olHe EA3 st T At
W des wole EA Bl 5¥€& A

o

gate A FHLZ 34tk &Y o F, ITSM
o HAsE A=, AAZ o 47193
6Alml A& o] Fo] ITSM A& F AMulx ¥
AL A3 7 AEHY KPL 5 49 1
A Al go] o 30% FAEE AHE By

4. A Ha}

ofgfoll A= KAZL Mu|2dl 239 s g
AA7171 A 6A a0k 71ES A3 e
< DMAICY] Z GAEZE Yol EE i}

4.1 H9|(Defing) THA|

(&9 <& 2> #=R).

Mul2d2aE gut 719 1A A £
x| 2acte st FFE 752N,
ITILA A AAIsHE @ HH(SPOC: Single Point
Of Contact) 938 & FslHA, 4B4 e
olE|9] FFo] 7hesith AH|AE| AN E
3 89 AL 47 14, 24, 3Ho 8 FEI,

Aulzd2a 294 14 9 ed9 74
o diaiA o3 22 2712 wele] g2 B
o} AE7} olFoAh A WA WUt 5Yd
AMul2dA3E FASE Weteldn. ¥xe
Mulzdi23 89S T3 2935t Wetez
A, BE quls 2R o),

-F2-BYss RE Z2A29 A s

fo



A4 A3z

6A120} 71 S 889 ITSM F & B8 A A7 7

(& 2 ITSM Z2HE Mgl &M

221 ] (Business Case)

A7 (14d713)

2 277 %oH4
- ITHA AR R

ITSME =9

714

- A 2712 IT Q=g F29 F7lo] & IT A

IATNSE §4 A ZEHeR

- 14 Hege e B IT 74 A0 4

- 14 AYge] ¥24% ¥4 A/ Yol AL

dFol AFA Hol ANAE FAAE F gled,
ITSM =4F 67090 Agrovt 14 A&} 4ol
glor, F49 o Frhgxe 4dE 4

EXJ)E

Z2AE 99

- A2 14 A&

o g4 Muladaz
o 9 A aHAT 234

2% AEE  EeE N aAme
A 0.1%  30% - 32:2340% 92 2 W4es
z2AE AY | A%
Define (~7/2) _
Measure (~7/14) - gx1aq_9_1§ 14
Analyze (~8/23) - 14 A2l 37
Improve (~9/21) - 24 A 59
Control  (~9/28) -

g

A

L4
3, 247 H$
e}

WA kel 2%

=}

s
A2

A& 2712 Agats Aol Basy o Yo
9 13 Q99 Mgz Mt 43

71 o #2471 429

|
2
|
i)
i)
b
in)
J
o
Lo
e
o e
oX
iin)
e
N
XN
o

on, 3 gFe] HAALR ¢F FHol
e Holdoh

oYY AEE 7oz A

Auzdza Agade

a8y
Aoz $ARL, YEe AF A& Ao
& QA 452 WASDA, PC FARS
]

Reg AAsA

24 892 AXY ni FFol w @ 2

B2 AUk M 24 80 £, 7)
o Ay Y& B Yo} AZALE &
Al g S B otz dxe T Azt
v g-o] FAEA] ¢k FAHo| JINrh 34 24
< 9 30909 4 FARFGA Y B AF
Y2 Aottt #H Fobo oigh A4 ¢
ol o, thdzte) A&AH fFART AY
S FYF ooz #d AN2gd §Ho gig &
A&7t 2 2o FAUh

e <ay Dol AMulzdazd d4F
Zgo] AeEY Qlth 20069 A, 14 8.9
% 390l 24 29& 259, 34 992 359
o3 F4HY Ut

CTQ(Critcal To Quality)e] AAHL 3179
HHAA o]F4F £ QJEE, VOC FTAA
CTQE dAstx, olEzte] AAAAE dHeotst
Ak KAIA A& CTQY W&e td9
<E 3> FEH Ut

N

oAy

=)



JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

1 Bza
- Sz ~zagu L
(320 ﬁﬁ - Higweony i ggg {
et e
= versam : eazs |
: - R, aasiad) @
ez o suaw) | TOEEH 1
< WAE L Po—— .
b1 SO 'Ll AR i
Soiss B
O SO 2+ -RS woz, JUEY
e e

(O 3 MH|AMAT HTPSE

MA 2

— OoO"

(Z 3) KAI9I CTQ

=
S

ZX(Measurement) EHA|

@AM Define @AM &
o CTQE 78 & g 4 9
X Y& AYstd<=d, 2 g
>of AeE o gl

€ Y9 ¥ 43S e ZA
'S)E WEIe dAdY 9 14 A

m ox
1]

o

el
= =
o5

fu
off &
oxl

(o]

L

(o4

1
X

Ol
N

N
-

¢
ol

[s}

1o
A

IaN

lo
fu

|

rE do
&
b

e

—

o

—_

P
sl <ad 4>9 2o

[z

2 o o

. CTQ
VOC(Voice Of Customer) M7
AA717) AF 234wy FFHed dd | O
A2 Fo HEA FA] A7) odn} 0
SgAE A4 FouA Mz nEg
ofzt FAzte] RAAYE}L ohd BAZ Y
A7 9o /
[ aaaaen e !
IT Sixe} o7} uid s} ase [ Figenardmmes R ———
mrzaneart [ awmmsmedovo
xd)\'l'7]7] ',F)x‘j B—%}‘] E—]}uﬂ “H%O‘] “’ra} 7.‘1‘1] 0 27?;:'@'.:".";'{,'“&“'“ / e / Prgse e ay om
g€ / sowy v /
gt $AFolE Aedst Aagg /
SANG de AT % Al o | :
% Feedbacke] glt}
(E Yo 2YH
CTQ AFAE(Y) +9739 A Defect 713
x Ao g QAW NHAE F A
Adle g g | Ads g g | dE Ge d g4 042 Muada | W RARE L L
AgdE #Y A& (AF) A 890 28 A vg % 95d=
« 471zt : 20068 7€ ~94
(H 5 ZTYRAIS(X's) X-Y Matrix
T CTQ-Y : SvD 14 A &(A+ AR A3
No | ZALAEFXs) As9 | B&Y | cagl | A | ¥ (% | HI | 2HAR
1| dF7A53Au 224 3} 9 10 8 27 28 | 24 Y
2 7 23 ook 9 8 8 25 21.2 24 Y
3 Agd S YRZ(o]F5AH) 9 8 9 24 204 QF Y
4 14X38 #27Hs A2DB ¥4 8 6 7 21 17.8 QF N
5 AulAd23a 9 & BF 3 5 2 21 17.8 QF Y
& A R 37 k% 118 100.0

) QF : Quick-Fix #A|



#1449 3% 6A a0} 71YS 843 ITSM F o] #g A 9+ 9
olN =& FAAA ¥FXs)ES 4 £o] AEHol Yt

THE 389 AMuladza Ad J¥ES U

qoz @ 2AE FAA 2ARNL 1 E2H (E 6) XIAt

E g9 <E 5> Fgso otk ARY 2R XA el A vo

X-Y Matrixg ©|&3A =59 Quick-Fix
2o dis]A 2005 7E5E 9974 ST
22 A4S FIPA. AA, AFLd 75
(e1FAF) FAlo dsiAE B3 14, 24,
349 d4FE AR, nFgd 57 2
A dole Auy 2 39 F& T A&
S8 AAAsx, olF AF-E HAsE| A8
=34

EA4, 14 AgA Zz 75 A4 DBY ¥
A FAE 24 g A3 ¢ AXDBE
BF EAgEo A agde AR A%
HoZ AAMFLEZHN, o] HA Fx¥
AEE F=392, 14 A e de] Mulx 9

& e FHAN AATLLZE 0] 8E F YUk
Z 3yt %3 9 13 A7|FoR 14 98-S
oz g ZSS FIA A4 o] HEE
FE3tch

AR, Aujadl23 Q9o dF 2 75 &
AL 98 Z87]| B st 7123 < ITIL
g ojgst Azt AHFE &S ]
FIEE FEFAT F BWH Aretat QA s
FARFEF AU ES o2 E 9 13
Jlens AYRE ’—‘Vés}al F7149] il
] |

An
=
Fold & YES FEsHYTh

bl
o2

(@) 2A(Analysis) £H|

42 20059 7€~997HA MY F< ol
Folged, 228 FAY FAUFXs) 7
g Yo ¥Fe g3FS vAe AFE =Y Hol
I AL FAE T AFAA Y a7
g5 (Vital Few X's)& AAsIATh &9 <&
6> e A dANAN =28 XA B

JFAF vty dF ey 14 A

(284 F | 89 ARBARA Xl

_ A8 2 g &
24 ATAY g ewoz nag A X2

HeR Wz 0% ARAA
Nozdsa edaas
2324 4398 wages g .
Z(0)24%)  |o24% Q% Az 3

Hstel 348 24

XA SO dald T 2o e 53
sto] 24¢ ABAATHE LY <E > B2,

CET) Xs QA &M 24

Xs| 7H4d &

AALA 1|9FAF (Hul283 o
At AFFL 1A A8 3
&g X get

b L |ATAEA dFFo] FAEA 14 A
sk 1 ago] Zslac}

x1 |AF7HE 1

AALQ 2|2Ae] LFAY thgst
2Ae A gt 14 A
%0 4% gt

a4 fFANte] thekst A 14
A& 43 Aok

X [AF7HH 2

Byt 2

FALY 3Muxd2a Aded FECIFHT)

Mulad23a 249 o|FHF 3
AFA 3L 14 A&

dFe vAA gt

Aujadlaa Q9] | FARE 5
g7Hd 3|33t 14 A= &

e v

X1 7Hdo) gig B4 AdEs vexn g A
A AulA2eA Adst 23 T PN o] B
g 743 AA MulAgH AFI I YT
A Azke] HAUA 999 14 AgAs9 Aol



10 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

T 3X @& AL Yeha, ofd wz} X199
AWH7HdE 71t AR S Adgsint

AA Av|2 L=
74 165 248 13
84 114 248 10
94 0 240 8

7 WA, 2] g FALge] ookt g A9
o] 14 A& ABBAE A A3
A 20059 79~9Y F¢9 nALFAGE &
Pz Moy, td9 <a¥ 5% <2
Y 6>oA B upe} o] 7 €W 14 A&
Te ABBAT A €S AR JERH
ojof iz} P/HEE 71Zsta AR S A
g3t

<DUYLFAIE HY Wiz

0

2zeyo] stEHol eI RTEoY vta=7(7|

(O3 5 TAQTFAR Hd Ha2t

<fY 14X E ek

18%
16%

14% ok . = '
12% ' e
10% .

8%
6%
4%
2%
0%

74 83

O 6 g 1M X2iE He

X3 st 7Hde BAHF AnEs uy, A9
AR} HjAY A 14 AP&e o7} A
' Aoz AAFYT, ol we ATAMS
NZtata gsae s,

z2 194314 Aag
x

I B L (PPN e P

T Ag (ALY 7 30 38.9%

Ageq | B 9%

IT718&%| A% [B&Y| 40 18 45.0%

71849 A4 (C_Y| 5 9 36.0%
Al2d] WA EAF| 66 11 16.6%

T <329 o Au2abaa age 4%
9 24 232 27 14 9T FAA 249
AR7} Q% Yo, 249 AT WEolE 14
o 4%7F A e, 0% 4TI 14 A
g Astol YA UUo] JE AoE VY
g,

- R Ry
m2ugR
O3yge
O21=A 9

(3 7> MulAtAT @2 24

ZAARIAL Xol| Uit B8 wigto 2 A3t Vital
Few X's& th&-9] <E 8> Aax=lo] 9ok

(@) 744 (Improvement) SHA|
WA SAl A= YO Az o] st
F&o =987 9§ Vital Few X's ¥459



A48 A3s 62120} 71YS $4% ITSM H o] B3 Al 97 11
(E 8) Vital Few X'S MH
AL “ 4 Vital
(X'S) AU 7+ 23 Few X's
N AEZA N .
AMu)28% 3l a AWAQ dFFe] ZAsd 14 APl F| o gaa oro
e JFH3F(XD 332 gf 453 FrolstA &8 X

24 2 7A

B4R A | 349 aT7AIRCl q¥E HY 14 Agde

2

Aded F5(X3) | I9Z 4 | 9% o

kX2 | 2dZ 84 | 9% o FAHA F& X
o]FARE AF | AAH BA | SyD 84| o|FAFE FP3H 14 A& .
fod O

34 2 A%y, 499 AULE £33
2, 1 A% BRE AF8] Ae AE A

_ 4

&4 A a3t T
A 2EAS NAE o8

1l oea 52, 89 3122
AW 2EA) A2H 0§

2 | FAQ 52, 29 213]3

o | aEAe Azdes || ]
Jrurd S B

L |1 29 e e |4
3A% 9% B 24 '

A% 2
Ad 899 ¥ 2 A AP R B T
AAQA Ete] disiA g 22 AYS

€ Vital Few X’s, & °o|F A¥

(& 9) Jhuet L2

ek AA, AP 2§l A2 Q&A,
FAQ, 9% "Iw¥ & 553d &&3xs
gozx, d49 A" diFd NEHA Lo
o]FA & JEE AL, QA AEo] AX
3 A EL AF3 HA FARE {3
A, olF AT} 2R FrE, F 134
MY = 5% 89 AJzhel & F3hol] B
AFAQ g9 14 Mo g3 JE AHS
dee HAstd, £ 2Q] g o]F F
o WAL ALY F UEF Ak g4 ALY
o dig SHede s 2ol AAHHML
7Nkl digk FAIAHQ AL WE A4 A5
g9 <X o AHedge gk

A 2 14 Agge] ¥ AT AFeld,
olgf9] <a{ 8> Zo] CTQ-Y X9 30%
g 243494,

Y ML

R,

2 2 AR A4

A gl N2d

ol% QEA 5%, ¥ e

Az QA 5L &old, AL R B A GHIEE Hof
e BAZ 4 addE SRS F AT THHL Bt ST £ v

AR EEP R
ol§ FAQ 5%, ¥

Y Al de xR 317} Jbesn, ASH Y FAQE #¥3d
71 A% dx AEYToL 28T 247 e

A 2ESel A2d
ol 4T 535, Bel

M 2989 2 YRl o e A4 B Ak s WA
243 =90 Bagd A7) 229 AL AT}, el A R |
AE 9FEY a3 adHes A9

15 99 A
HE AT AR/ 24

14, 24zt AFFET EAd dis) AR £33} BAS 248 § 3o
U, #4359 8 3ol Be gFANA A =N =5




12

JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

<14 2|8 82006 78~92>

35

4301

30
25

20
15

10

I2¥|3—’F|4%‘- 1%

78

8d

(2 8 1M x2lg WU

(5) EH|(Control) Al

23 @AE N&Fos EAE HANIE
ZZA2E FAFo N FUE FAT A
7 GEE Bt QARA, Z2A2 A
Hog Z2AE A REOR g3l 53 &
AHqRreg sy, MRS A8 9
#AE S FH3= dAeld

AR 5 AUAY 4, AL 43,

243 ¥ R FEIGT 34, 2eAY
92 7 A4 Auz 23§98 uog

AEE a3, 5 Age diside Edde
2 Py ¥ g3AE AFs AEHL
2 fEjsle] HGA|Zte dHe] 2 F UA=E
Qo AL IT J= &, st=do] i ¥
B3 o] Eg Aol Mol tjFt FEOE Y, o
714 oAl F 18709 AIF- Aoz EFE
e old ti¥ 7]FL CMDB(Configuration
Management DataBase)E 7|22 3tith
Vital Few X's9] ¥%5S ZAY + e &
7 QRS HAAso AAAY S £H}2 B
%5 P8 &, #UARE 1A A&
30% ol FAZ XMAHAL, 14 Q9B F
13 BAZoA 8-S Buste YHer @
glata, 7+ 99 B1E 5§ 14029 A&

2 A5
=g
ol g MM =& FaHA 14 He
ANRezR 1 SFUAE BdEEY
UPéE I EolAlE E0E ¢
o= ITSM A 27 g3t AA

ol#E FEFozH ol FHE =

Q.
T‘z
.—9“

—
rx

i L 2 o

2 aFdA = & 719X ITSM9] & F&
A AHzdazd 6AatE HEF AME
Ad st o] AN A& 5 e M E
LELE ITSMS =9 301 gM F28¢ 2
3g A8 F e Ho] o} =Y Fel=
& AT =8g 7ok 33, oH%
BAAM F2F A& THANE T3 1, 7%
A9 oA #u }

6A1 20 71
Hrog %<t J&’}J
AFHoR %Xé@}“'
e HolM 33HY
ady AR A 6A]:Lu}
&3

l

N
o
°

|
o

ok
i
i
it
tlo
N,

o - r\r f
58
flo

2
52
32
rﬂ
1t
M
X
2
k1

r-|m 4

rﬂ. 2
o
>
o
£l
iy

> 0
!
£ "
s}
e
e o § oo

N

%
&2

U
-

sl

B

FEol %A g PRAAE §d



A48 A3S 6A2r} 71 S B4 ITSM H&e] @3 Al 9 13
Atz Dolgol7] Ao g dod, oL [6] ot2.7] k232 9, 6420t =R, 21
SHUE AFe] Ho 719 AFE AT Aok A7 52, 1998,

g g4 & 7= d& Aot Ax &Fo [7] qk8% 9 32, stolEZe} 6Aavt B Y
ARF FEOIU B AzEokd e 7€ Az g, F=IEAZHY ], 2000.

ool w34 6’\11‘“} T4 Y 242 9 (8] 3%, AMul2 64 2w}, HFFAL 2004,

ITSMe @ A3 A9 wlg,
B dole FH ogF T2 A
o AR Ay =Ho| REJIE FAY
S 7HA 3 gk 28y 6A1an JHE ITSM
o A 8% + YU BHEANL FAAQ

44 weke A ozM, ITSMS 52 9
@4 AAATE FlA A7 g7t 3
tha Bedd,

HnEH

(1] 2% 2 391, 6X2v}F 39 olslstk 48,

S AY LI EE 1999,

2] 2FF 9 3J 6Al 10t olsiet A4,
AR EE 2000,

3] mlo)2 )2, 6 1:4 71489, Z9AL 2001,

[4) 4d 9 29, §AH FAWL, A4},
2002.

[5] o}27] okxd|= 9] 6 Alzmt A, 214
7182, 1999,

r

9] #5583 74, 6A127 FAEAS
A% A2 FEAH ASAA. 2003
[10] Harry, M. ]J., The Nature of Six Sigma

Quality, Mototola University Press, 1997.

[11] On the NET, A EAIt], 20043 3¢, 4€, 5
49, 20051 11€

[12] Hoerl, Roger, W., “Six Sigma and the
Future of the Quality Profession Quality”,
Quality Progress, 1998.

[13] Holub, Ed, “Leveraging ITIL and Other
Process/Quality/Governance for IT Oper-
ational Success”, Garter Data Center Con-
ference, 2005.

[14] General Electric, Combining ITIL and Six
Sigma to Improve Technology Service
Management at General Electric, August
2005.

[15] Giga Research, Beyond ITIL : Despite
Hype Full Implementation Are the Ex-
ception, Forrester Report, October 2003.

[16] Grembergen, Wim Van, ITA® I A v
2 2005,

[17] Leopoldi, Rick, “IT Service Management :
ITSM/ITIL Best Practice Process Over-
view Primer”, 2003.



14 JOURNAL OF INFORMATION TECHNOLOGY APPLICATIONS & MANAGEMENT

B AN
RN i
g4 MEEET ITHOIA a7 SR A4 73
IT 91Zg #d gre gg AAREY W52 ANF Fo|
- 1 =2 7 0 ) . ~
2 gch St 39 o QAT A vete &
Batdol A AR R XA} 131, Geroge Washington
92 HSa9. 72 BB IT A=Za) Universityl | 98 4AL, State University
@ IT A2 #g So|t} of New York at BuffaloolA] 7 9AR3} ukA}
= e © .

998 ASAA Fo BUPos 4w A
%, IT Avl #el, IT Asd2 Solth,

@® o] =22 2007 058 252 FHFstol 1& +HES HA 2007 08 29 AN &HE=EAFHCL



