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Abstract

In order to realize the benefits of ITSM, it is necessary to institutionalize ITSM into the organizational
culture. Currently, efforts to routinize ITSM lack in practice, and research in this area is also lacking.

This study identifies the factors affecting the routinization of ITSM through literature review and interviews
with experts, selects a company that has successfully routinized ITSM, and analyses the activities, methods,
and procedures employed by the company on the factors in detail. The specific factors analyzed in the
study include fulfillment of the customer requirements, top management support, communication, change
management, training and education, quality of the ITSM system, and capability of the personnel.

Important points verified in this study is that in order to realize organizational performance from ITSM,
just the adoption of ITSM is not enough, but the routinization of ITSM through continuous and systematic
management and improvement with the support of top management are required.

Since this study is a descriptive case study, results of the study cannot be generalized. However, the
study will provide practical information that can be referenced by the organizations attempting to routinize
ITSM. In addition, results of the study will provide a basis of future research in ITSM.
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1. Introduction

With the recent advent and growth of the
new technology and services, such as cloud
computing, social network service, and smart
phone, attention to and importance of I'T man-
agement in business are increasing as well.
While traditional I'T management focused on IT
infrastructure and was technology-oriented, the
recent focus of IT management is on business
and is customer—oriented. In this respect, busi-
nesses are striving to provide the higher quality
of services to customers, and adopting and utili—
zing IT Service Management (ITSM). The ulti-
mate goal of ITSM is to provide customer—ori—
ented services at a reasonable cost.

In Korea, the concept of ITSM was intro—
duced around mid 2000. In the initial period,
large IT service providers and banks dominated
the adoption of ITSM, but recently, the adoption
is being diffused to mid-sized companies. Accor—
ding to a study [Kim, 2011], the domestic ITSM
market in 2011 is expected to grow more than
5% from the previous year, and the sector shows
a steady growing trend. Now, ITSM is not an
option taken by a few advanced companies, but
it has become an indispensable system for all
organizations.

However, of the organizations that have adop—
ted ITSM, there are few that actively perform
the activities to routinize their ITSM. A major
reason for adopting I'TSM is to provide cus-
tomers with value by supplying low cost, high
quality, and customer-oriented services [Lee,
2008]. This goal cannot be achieved by just es—
tablishing ITSM processes and implementing

the system. In order to realize the benefits of
ITSM, it is necessary to institutionalize ITSM
into the organizational culture. Currently, ef-
forts to routinize I'TSM lack in practice, and re-
search in this area is also lacking, even though
some research has been performed on the as-
pects of adoption and implementation of ITSM.

The goal of this study is to identify and anal-
yze the factors affecting the successful routini—
zation of ITSM. To achieve the research goal,
this study first identifies the factors affecting
the routinization of I'TSM through literature re—
view and interviews with experts. Then it se-
lects a company that has successfully routi-
nized I'TSM, and analyses the activities, meth—
ods, and procedures employed by the company
on the factors in detail.

This study belongs to a descriptive case
study, and suggests the idiographic results that
can be applied to a specific situation rather than
nomothetic statement that can be generalized to
any organizations. Therefore, even though re-
sults of the study cannot be generalized, the
study will provide practical information that
can be referenced by the organizations at-
tempting to routinize ITSM. In addition, results
of the study will provide a basis of future re-
search in ITSM.

This paper is organized as follows : In Chap-
ter 2, the existing literature on the concept of
ITSM, concept of routinization, and the factors
affecting the routinization of I'TSM is reviewed.
In Chapter 3, the factors affecting the routin-
ization of ITSM are identified, and the detail
items to be analyzed are described. Chapter 4

explains an overview of the case company and
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results of the analyses. Finally, Chapter 5 sum-
marizes the implications and limitations of the

study and future research directions.

2. Literature Review

2.1 Concept of ITSM

ITSM is defined in various ways. itSMF (IT
Service Management Forum), which is a global
forum formed to advance the ITSM practices,
defines ITSM as ‘collection of all activities re-
lated to overall IT life cycle to develop and ope—
rate high quality IT services [Loews, 2002].
Garter defines it as ‘a collection of process, or-
ganizational capability, and technology neces-
sary to provide the reasonable and expectable
IT service' [Gartner Group, 2002]. In another
study [Kim et al., 2005], the objective of ITSM
is ‘to maximize business value of IT service
portfolio to achieve required performance in a
given cost structure’.

A common definition of ITSM does not exist.
However, taking all the definitions into consid—
eration, ITSM, in a narrow sense, means the ap—-
proach to manage operations of IT systemati-
cally based on business, enterprise, and service
perspectives beyond traditional technology fo-
cused perspective. In a broad sense, the scope
of ITSM includes not only operations of IS, but
all aspects of IT such as planning, development

and monitoring of IT [Hwang, 2006].

2.2 Concept of Routinization

Since I'TSM can be regarded as an innovation

adopted by organizations, the concept of routini-

zation can be referenced by technology in-
novation theory. Kwon and Zumd [1987], which
is one of the most referenced theories, proposes
six stages of technology adoption : initiation, adop—
tion, adaptation, acceptance, routinization, and
infusion. Initiation is a process in which organi-
zational problems/opportunities are scanned,
and information are collected and evaluated.
Adoption is a process of negotiations to obtain
organizational support and resource commit-
ment for IT implementation. Adaptation is a
process in which IT application is developed and
installed; both the organizational procedures and
IT are modified to achieve a better fit. Accep-
tance is a process of encouraging employees to
commit to using the IT application. Routiniza-
tion is a process of routinized usage of the IT
application. Lastly, infusion is a process of in—
tegrating the IT application into the organi-
zation's work processes to fully utilize its po-
tentials. A later study, Wang et al. [2009] sim—
plified the process into three stages: initiation,
adoption/adaptation, and acceptance/routiniza-
tion/infusion. In this study routinization is the
third stage of Lee and Wang’s model and means
the stage that involves operating I'TSM and in-
ducing employees to use the system as a part

of their work process.

2.3 Factors Affecting the Routinization of ITSM

Since the topic of routinization of I'TSM has
been studied very rarely, studies on the adop—
tion and implementation of I'TSM are reviewed,
and the factors affecting the adoption and im-

plementation of ITSM are identified.
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(Table 1) Factors Affecting the Adoption and Implementation of ITSM

Category Factors reference
mteg.ratlor.l of .customer and marke‘F; Yoon and Hwang [2007], Tan et al. [2000]
External relationship with vendor/consultant;
. . Im and Hwang [2010]
fufilment of customer requirements
integration of strategy and goal; top Kim et al. [2005], Cater-steel and Tan [2005]
Oreanizational management support; organizational role and | Zhen and Xin-yu [2007], Pollard and Cater-steel [2009]
& responsibility; communication; evaluation Park and Hwang [2009], Im and Hwang [2010]
and compensation Oh and Cho [2010]
Kim et al. [2005], Cater-steel and Tan [2005],
management orocess standardization: Nam and Kim [2007], Cater-steel et al. [2006],
Managerial rocefs manapement' change mana, ,ement' Gu and Nam [2007], Johnson et al. [2007]
& frainin o fducati(;n & SEMENL | Cater-steel and McBride [2007], An et al. [2007],
& itSMF Australia 2007 Conference [2007]
An et al. [2008], Im and Hwang [2010]
IT resource monitoring; strategic dashboard; | Kim et al. [2005], Gu and Nam [2007],
Technical interoperability with existing systems; An et al. [2007], Zhen and Xin-yu [2007],
system quality Oh and Cho [2010], Wan and Wan [2011]
Cater-steel and Tan [2005]
Individual belt level and capability; productivity itSMF Australia 2007 Conference [2007]
Galup et al. [2009], Park and Hwang [2009]

The identified factors can be classified into
external, organizational, managerial, technical,
and individual categories, and summarized in
<Table 1>.

3. Research Method and the Case
Company

3.1 Research Method

This study adopts a case study strategy, and
the reasons for selecting the strategy is as fol—-
lows : Currently, the number of organizations
that have adopted ITSM is less than 100, and
the research on the routinization of ITSM has
been performed scarcely [16]. In these circum-
stances, therefore, the research topic is not ma—
ture enough to perform an explanatory study

through hypothesis testing, and even if hypoth—

esis testing is attempted, the sample size is not
enough [2007]. Accordingly, it is decided to
perform a case study, which is easier to under-
stand the phenomena in detail rather than a hy-
pothetic-deductive analysis.

In this context, this study reviews and analy-
zes the deliverables, reports, and other related
documents that have been produced by the case
company in the process of implementing I'TSM,
and performs a series of in—depth interview to
ensure triangulation of evidence. Interview with
an ITSM expert of the case company is per—
formed three times during a 2-month period.
In the first interview, the factors and detail
items identified through literature review are
verified from the practical point of view and fi-
nal factors and items are determined through
the advice of an expert. In the second interview,

the relevant documents related to the factors
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are collected and the additional questions are
asked. In the final interview, the contents sum-
marized by the research team are presented and

the contents are modified if necessary.

3.2 The Case Company

This study selects a company that is re-
garded as successfully routinized ITSM as a
case. The case company is one of the largest
Korean SI companies, and shows successful
performance after continuous routinization ef-
forts since the adoption of ITSM in 2004. One
of the special reasons for choosing the company
as a case 1is that one of the authors of this paper
has worked for the company in the I'TSM area,
and consequently, data accessibility is high.
From this perspective, this study has an ele-
ment of an action research.

The case company is an IT solution firm pro-
viding the integrated IT services ranging from
development of IS to operations of IS. Major
business areas of the company include out-
sourcing, solution based business, solution dis—
tribution, and systems integration.

Progress made by the company on the im-
plementation of I'TSM is summarized in <Figure
1>. Firstly, the company made a decision to
adopt I'TSM in 2004, and completed the devel-
opment and implementation of ITSM in 2007.
Since then, the company has performed various
efforts to routinize ITSM by attempting to im—
prove the operational level of ITSM through 6
Sigma technique. During the process, the com—
pany has successfully obtained the international
certifications such as ISO/IEC 20000 and CMMI

Level 5. In addition, the ITSM system devel-
oped in-house obtained the Korean national
quality certification (Good Software). Since 2011,
the company continues to improve ITSM to de-

liver more business value from IT services.

Continuous
Improvement

Implementation 2008-2010 2011
Adoption 2006-2007
2004-2005

+ITSM System

Development Ongoing

Implementation of

Key Adoption of
ITsm ITSM System

Activities +Change Change

+I1SO/IEC20000
Certification

<Figure 1) Progress Made by the Case Company on the
Implementation of ITSM

One indicator showing that the company has
succeeded in the routinization of ITSM is the
level of ITSM operations. The company has been
assessing the level of I'TSM operations an-—
nually. As can be seen in <Figure 2>, the score
for internal ITSM operations had increased by
15 points from 73.3 in 2006 to 88 in 2010. The
ITSM operations score for external customers
increased dramatically (from 27 in 2008 to 80 in
2010).

Taking the progress made and the level of
operations into consideration, there seem to be
enough evidence to regard the company as a

success case that has routinized ITSM.

internal I'TSM operational level | external ITSM operational level

857 86 8 80
733
56.9
40

2006 2007 2008 2009 2010 2008 2009 2010

<Figure 2> ITSM Operations Score of Company A
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3.3 Factors and Detail ltems to be Analyzed

Of the factors identified through literature
review, 7 factors are selected to be analyzed
in the study after combining the overlapping
and similar factors and consultation with the
expert. The specific factors to be analyzed in-
clude fulfillment of the customer requirements,
top management support, communication, change
management, training and education, quality
of the ITSM system, and capability of the
personnel.

<Table 2> summarizes the factors to be analy-
zed, definition of the factor, and detail items to

be analyzed.

4. Results of the Analyses

4.1 Fulfillment of the Customer Requirements

4.1.1 Customer Requirements Management Scheme

The company operates an independent VOC
(Voice of Customer) unit and a consolidated
service desk to systematically manage the cus-
tomer requirements. The customer require-
ments are handed over to the VOC unit directly
without any intermediate processes to respond
quickly. VOCs are managed to reflect custo-
mers’ complaint, feedback and opinions through
the customer interview, questionnaire, and hap—

py call system.

(Table 2) Factors to be Analyzed in the Study

Factor Definition Detail Items
« customer requirements management scheme
. . . ot f ¥ i t
fulfillment of the |satisfaction of the customer ypes ot cus om.er. requirements .
. » methods of receiving and responding to the
External customer needs and reflection of the .
. . customer requirements
requirements feedback (complaints) . ;
* time to receive and process the customer
requirements
support activities performed L
top management Db D * support activities performed by the top
supDort by the top management to management
bp routinize ITSM e
Organizational
interest and involvement of . .
. . » major means of communication
communication the employees in the e kev communication activities
routinization of ITSM Y
activities and performance of |*key change management activities
change management | change management for the * degree of improvement achieved through
Managerial routinization of ITSM change management
training and ITSM related training and * training and education program
education education for the IT personnel | training and education results
. . e quality of the ITSM system
. quality of the quality of the ITSM system d . y y .
Technical . . * activities performed to improve the quality
ITSM system and improvement efforts
of ITSM system
Individual capability of the |level and capability of the * 6 sigma belt level of the ITSM personnel
personnel ITSM personnel * productivity of the ITSM personnel
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Interviews with the customers are con-
ducted every quarter to understand the needs
of customers. Survey is performed every year,
and complaints and opinions of the customers
collected by the survey are acted upon. Happy
calls are made after the completion of the cus—
tomer requirements to understand proactively
whether the customer is satisfied with the
measures taken. The following questions are
asked to the customers : Do the requests have
been processed well?, Is there any inconve-
nience the service staff has caused?, Do the
requests have been handled at the wanted
time, and Are there anything to be improved
in the future?

Contents of the call with the customers are

collected, collated and communicated to the
Operations Team, and the root cause analyses
are performed to find the improvement options

and opportunities.

4.1.2 Types of the Customer Reguirements

The company classifies the customer re-
quirements received in the Service Desk by
categories, manages the frequency and trends
of the requirements systematically, and attempts
to respond to the recurring requirements proac-
tively rather than reactively. Categories of the
customer requirements include business sys-
tem, infrastructure, and PC. <Table 3> shows
the detailed requirements for each type of cus—

tomer requests.

(Table 3> Types of the Customer Requests

Category Type Detail requirement
program change
program Development
data entry, revision, and deletion
Business Business System of the simple inquiry and request
System Customer Company document and report -
password/ID/IP/right/firewall
data inquiry/request
training/meeting/on-site support
other
Network infrastructure change
Server service open request
Infrastructure document inquiry and request
Others password/ID/IP/right/firewall
data inquiry/request
training/meeting/on-site support
PC PC incident
Printer S/W installation
Scanner virus and malware resolution
PC network setting
Other PC r.eplacement
inquiry on use of PC
other
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4.1.3 Methods of Receiving and Responding to
the Customer Requirements

The company receives and responds to the
customer requirements via the consolidated Ser—
vice Desk. The customers may send the re-
quirements in various ways, including tele-
phone call, ITSM system, and mail/messenger
system. The ways to respond to the customer
requests by the type of reception are summari—
zed in <Table 4>.

414 Time to Receive and Process the Cus-
tomer Requirements

The company has established a consolidated

Service Desk and reduced the times to receive

and process the customer requests dramatically

(see <Table 5>). Before operating the Service
Desk, the average time taken to receive the
customer request was 14.3 hours and the aver-
age time to process the request after receiving
it was 14.2 hours. However, the times have
been reduced to 0.3 hours and 3.8 hours, re—
spectively, and the improvement rates show
98% and 73%, respectively. The total time to
receive and process the customer requests has
been decreased from 285 hours to 4.15 hours
(improvement rate of 85%) by employing the

customer request management system.

415 Top Management Support
The CEO of the company has provided con-

siderable interest and support for the routiniza-

(Table 4> Ways to Receive and Respond to the Customer Reauests

Method Response
@D telephone call = @ respond by automatic introduction message — @ validate and record
Telephone basic information — @ validate and record requests — & confirm whether the request has
Call been resolved — ® register resolution results — @ verify degree of satisfaction — ® report

results

Request by ITSM

D request by ITSM system — @ receive the request on the ITSM system — @ validate
and record basic information — @ validate and record requests — ® confirm whether the

System request has been resolved — ® register resolution results — @ verify degree of satisfaction
— ® report results
(D request by mail/messenger — register the contents of the request on the ITSM system
Request by — (3 validate and record basic information — @ validate and record requests — & confirm
mail/messenger whether the request has been resolved — ® register resolution results — @ verify degree

of satisfaction — ® report results

(Table 5 Performance Comparison Before/After the Establishment of the Service Desk

After establishing
the Service Desk

Before establishing
the Service Desk

average time to receive the

14.3 hour - 0.3 hour
customer requests
average time to process the 142 hour - 38 hour
customer requests
total time 28.5 hour - 4.15 hour
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tion of ITSM in the following aspects :

First, since the adoption of ITSM, the CEO
receives the report on the utilization of ITSM
system on a weekly basis. In addition, the CEO
reviews the results of the assessment of the
levels of ITSM operations which is performed
4 times a year. These supervision and direc-
tions given by the CEO have played a major
role in encouraging the organization units and
employees to utilize ITSM actively.

Second, the CEO has paid much attention to
and provided support for the human resource
development, which is an indispensable element
in the routinization of ITSM. In order to develop
and retain the ITSM experts, for example, the
CEO has mandated all employees to receive the
ITSM related training and to obtain the related
professional certificate. Furthermore, the re-
sults of training and certification are integrated
into human resource management system to be
considered in determining the promotion and
evaluation of the employees. All these efforts
seem to play a major role in improving capa—
hility of the personnel, which is one of the most
important aspect in the routinization of ITSM

Third, it is necessary to satisfy the custom-
ers’ opinions and resolve complaints of the cus—
tomers to facilitate routinizing I'TSM, In this
respect, the CEO has made the newly estab-
lished VOC unit directly report to him so that

he can listen the voice of the field directly.

4.2 Communication

421 Major Means of Communication
The company is utilizing a groupware to pursue

smooth communications among employees.
However, the most important communication
means related to ITSM is the 'ITSM operations
committee’. To facilitate the integrated communi—
cations related to ITSM, the company uses not
only the technology based communications, such
as a groupware, but also a committee composed
of the ITSM related personnel and users is estab—
lished and operated. The objective of the commit-
tee is to achieve the best level of ITSM operations
in the industry. In order to achieve the goal, the
committee meets once a month to collect process
improvement requests and other operational is-

sues, and to improve them continuously.

422 Key Communication Activities

In the company, key communication activities
are performed through the 'ITSM operations
committee’. The committee performs the fol-
lowing key activities : First, it shares the as-
sessment results of I'TSM operational level, and
requests necessary improvement through I'TSM
operational level management. Second, it con-
tributes to enhancing the level of ITSM oper-
ations by collecting and disseminating the best
practices of each operational unit. Finally, it pro-
vides a forum to discuss issues occurring be-

tween the data center and the operation teams.

4.3 Change Management

4.3.1 Key change Management Activities

The company has adopted the 6 Sigma tech-
nique as a key mechanism for effective change
management. Under the 6 Sigma scheme, the

company has performed continuous efforts to
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find the root causes of IT service incidents, to
define them as 6 Sigma projects, and to improve
them. Through these efforts, the problem man-
agement capability has been improved, and it
has been able to eliminate the recurring in-
cidents and/or unknown errors.

In addition, the company has developed a tool
to diagnose the I'TSM operational level and sys—
tematically manages the level of ITSM ope-
rations. Using the diagnostic tool, the self as-
sessment and expert review are performed 4
times a year to check the degree of ITSM proc-
ess conformance. Each operation unit measures
and evaluates the current status of each diag-
nosed item quantitatively, and performs the ne-
cessary improvement activities.

The company has worked to convert the
knowledge on I'TSM operations into the formal
job manuals. All employees are required to pre-
pare and manage the job manuals, are encour-
aged to use them, and are provided with in-
centives based on the extent of contribution in
preparation of the manuals. Since the job man-—
uals are prepared by the personnel who actually
performs the work, and verified on the enter-
prise wise basis, the manuals are prepared in a
practical and usable form, and the degree of
utilization and ease of use have increased sig-
nificantly. And through the job manual man-
agement system, all personnel can retrieve and
utilize the manuals easily, and the internal know -
ledge on ITSM operations can be systemati-
cally accumulated and shared, which have con-
tributed to the effective and systematic provi-
sion of IT services. Furthermore, thanks to the

systematic management of knowledge and ma-

nuals, the problem of personnel turnover, which
is often encountered in IT service organiza-

tions, can be responded effectively.

432 Degree of Improvement Achieved through
Change Management

The areas improved by the change manage-
ment are diverse. However, in this section, the
four areas, including problem management, in-
cident management, job manual management,
and customer satisfaction, will be reviewed.

Firstly, in case of the problem and incident
management, while the number of problems man-
aged has increased significantly, the number of
enterprise level incident has decreased (see,
<Table 6>). As explained earlier, the reduction
of errors is mainly due to the improvement of
problem management capability through 6 Sigma.

Secondly, the number of job manuals pro-
duced has been increased significantly. As ex—
plained above, by institutionalizing the job ma-
nual management, not only the quantity of ma-
nuals has been increased, but many other bene—
fits are also realized. That is, more usable man-—
uals are produced, internal knowledge is effec—
tively accumulated and easily shared, and it be—
comes possible to respond effectively to the
employee turnover.

Finally, customer satisfaction has been im-
proved, too. Thanks to the various change ma-
nagement efforts, including Happy Call, and reg—
ular survey and interviews, the service quality
has been enhanced by resolving the customers
complaints and reflecting customer feedback ac—
tively, and as a result the customer satisfaction

has been increased.
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(Table 6 Performance Comparison Before/After the Routinization

Number of Problems Managed

Number of Enterprise level incidents

Number of Job Manuals

Customer Satisfaction

Before Routinization After Routinization
3 28
42 — 30
87 389
76.8 points 83.3 points

4.4 Training and Education

441 Training and Education Program

The company has established and operated a
training and education program designed for all
personnel involved in IT outsourcing business
to familiarize and fully understand the concepts
and practices of ITSM.

The training program is divided into the basic
training program and the advanced program
(see <Table 7>). The basic training program
targets new employees, and consists of 5-day
course (2-day foundation course and 3-day ex-
am preparation course). On completion of the
program, the trainees should take the ITIL
Foundation Exam (Exam fee is supported by the
company). The advanced education program tar—
gets the process managers, and the duration of
the program is one week, covering overall ITSM
process and detail content related to the oper-
ations of I'TSM. Similarly, the trainees should
take the ITIL Exam and receive merits at the

promotion if he/she passes the exam.

442 Training and Education Results

The company has been continuously exerting
efforts to improve capabilities of the employees
by stressing the importance of education and
training through leadership of top management.
As a result, by 2009, 585 employees completed
the basic training program and 1,084 did the ad-
vanced program. In addition, 83% of all em-
ployees involved in IT service outsourcing area
obtained ITIL certificates.

45 Quality of ITSM System

45.1 Quality of ITSM system

The company adopted an ITSM package de-
veloped by a vendor in 2004 when they first
adopted ITSM. Many first generation ITSM
organizations that have adopted the vendor’s
package have found themselves encountered
with such problems as not being able to re-
spond flexibly to the various business environ-
mental change and customer requests [2005].
The company has encountered and identified

the similar problems :

(Table 7) Training and Education Program of Company A

Basic Training

Advanced Training

Goal of the program

Increase awareness on ITSM

Develop ITSM process manager

Target Trainee

All ITO related personnel and new employees | process managers

Contents of program

Foundation training on all ITSM process

Detail training on specific process

. f ion 2
Duration of the program oundation 2 days

exam preparation 3 days

1 week
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Firstly, the utilization rate of ITSM system
by customers and operators was quite low.
One problem is that low information linkage
and unnecessary duplicate inputs have caused
delay of work. Additional problem include too
many not so useful menu and input items, too
many work steps to complete a process, and in—
correct data in report, etc.

Secondly, since the I'TSM package has ap-
plied the global best practices in terms of ITSM
process literally, activities to perform are so
complex and there are so many work steps that
the work efficiency becomes reduced and the
conformance of ITSM process and system uti—
lization are negatively affected.

In order to resolve these problems, the com-
pany made a decision to develop an I'TSM sys—
tem in-house in 2007. The project began in mid
2008 and completed at the end of the year, and
the company was able to secure a quality ITSM
system. Recently, part of the ITIL V3 processes
was incorporated into the system, and the com—
pany is not only using it internally, but also
selling it outside. So far, the company has sold

to more than 20 organizations in Korea.

In sum, the quality of ITSM system in the
initial stage was not excellent. After the sig-
nificant improvement efforts, the quality of the

current system seems to be satisfactory.

452 Activities Performed to Improve Quality of
[TSM System

As explained before, the company decided to
develop an I'TSM system in—house to resolve
the problems of the existing system. About 30
internal staff and experts have participated in
the project, and a system that satisfies require-
ments of customers and operators was com-
pleted at the end of 2008.

Improvements made by the resulting system

are summarized in <Table 8>.

46 Level and Capability of ITSM Personnel

46.1 6 sigma belt level of ITSM personnel

In order for 6 Sigma technique that has been
adopted by the company as a major means of
change management to be successful, the em-
ployees of the company should be well equipped
with the technique. The degree of employee

(Table 8> Quality of ITSM System Element

Improvement results

Satisfaction of requirements of | requirements and complaints of customers and operators are reflected in the
system by the systematic collection and management of them

users and operators

Ease of use, Flexibhility and
Linkage with other systems

e user input system is simple

* procedures can be modified according to the customers request

* users can receive SMS and monitor status of service real time

* redundant activities are eliminated, sign off and work procedures are simplified
* input time is reduced by minimizing management items

» useful reports can be downloded and utilized on a real time basis

* time required to prepared reports is dramatically reduced

Other

certification

s reflect requirements of ISO/IEC 20000 standard to ITSM system to obtain the
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readiness can be measured by the number of
employees possessing the 6 Sigma belts.

In the company, the ratio of employees with
6 Sigma belts is quite high. Of all about the 900
employees in the company, 90% of them pos-
sess the Green Belt, and 70% have the Black
Belt. The high ratios are attributed to the active
support of top management, and the policy re-
quiring the Black Belt as a condition in promot-

ing to the manager position.

46.2 Productivity of ITSM personnel

Productivity of the ITSM personnel, in terms
of the first call resolution rate (FCRR) and the
number of service requests processed by an
employee, is reviewed below.

FCRR had improved about 10% in 2009 com-
pared with the previous year (see <Figure 3>).
The number of service requests processed by
an employee has been also improved (see <Fi-
gure 4>). As such, productivity of the ITSM
personnel in the company shows an increasing

trend year by year.

10%

8%

6% -

4%

2%

0% T
2008 2009

H First call resolution rate

<Figure 3> Improvement of First Call Resolution Rate

2009 2010
m number of service requests processed by an employee

<Figure 4) Number of Service Requests Processed by an
Employee

5. Conclusions

This study selected the factors affecting the
routinization of I'TSM through literature re—
view and consultation with the expert, and
analyzed the activities, techniques, procedures,
and contents conducted by the company, which
can be regarded as a successful case, for each
factor in detail. Major factors analyzed include
fulfillment of the customer requirements, top
management support, communication, change
management, training and education, quality
of the ITSM system, and capability of the
personnel. The results of the analyses show
that the company has successfully routinized
ITSM by performing various activities on the
factors, and by introducing a variety of poli-
cles and systems.

Important points verified again in this study
is that in order to realize organizational per-
formance from I'TSM, just the adoption of ITSM
i1s not enough, but the routinization of ITSM
through continuous and systematic manage-
ment and improvement with the support of top
management are required. The examples of ac—

tivities and techniques for the routinization of
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ITSM suggested in this study are expected to
provide useful information that can be utilized
by organizations pursuing the routinization of
ITSM. However, since the study is a descrip-
tive case study, the results cannot be general-
1zed to all organizations. Therefore, it would be
necessary for the organizations attempting to
utilize the information to choose carefully the
contents appropriate and applicable to their
organization.

Future research topics in this area may in—
clude a research that provides systematic and
objective measurements of the variables ana-
lyzed in the study (routinization, and affecting
factors), and the quantitative survey study to
provide the research results that can be ge-

neralized.
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