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Research on Application of Continuous Improvement of Operation and Maintenance Service of

Information System Based on ITSS
—A New Dimension for Examining the Local Ruling-by-Law Process

Yang Yafei, He Yuanjing
(The Open University of China, Beijing 100039)

Abstract:  With the development of information technology and the change of business scope, the expectation of information
system usersis constantly increasing, which will inevitably produce the demand for service improvement in the process of system
operation and maintenance, soitisnecessary to continuously improvelT services. Thispaper introducesthe theory of ITSS method
in detail, discussestheimportance of service continuousimprovement and seven steps of I T service continuous improvement, and
then lists the common problemsin the process of providing operation and maintenance services. Finaly, it exploresthe application
of ITSSstandard in the continuousimprovement of information system operation and maintenance services. Inthree aspects of ser-
vice measurement, servicereview and serviceimprovement, it discussesthe scientific methods and reasonabl e measures that should
be taken in terms of personnel, resources, technology and process service elements, so asto identify and improve the service ef-
ficiency and effect and realize the goal of cost-effectiveness and improve service quality.
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