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B Abstract &

With the development of information technology, IT-based services in public administration has become more
indispensable. As a result, the importance of IT maintenance projects to improve the efficiency of IT services and
secure service levels is growing.

Due to the nature of IT maintenance projects on local government, which mainly involve small and medium-sized
IT companies in the region, business participating companies often do not have an appropriate methodology for service
quality management. To solve this situation, the government has prepared a service level agreements (SLAs) that
can be applied to IT maintenance projects. However, most local governments do not use SLAs for IT maintenance
projects. As a result, various problems such as failure of the IT maintenance project or deterioration of quality are
oceurring

Thus, this paper suggested major indexes to evaluate which service factors affect the efficient operation of
information systems and the improvement of service quality in IT maintenance projects of local governments and
analyzed the importance of indexes based on AHP method. Using this research method, this study found the theoretical
implications on the outsourcing service of IT maintenance.
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