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Abstract

In recent years, with the rapid expansion of the informatization construction, domestic
banks begin to face unprecedented challenges in IT Service Management field and
speed up the construction and improvement on their IT Service Management
Processes to ensure IT operation stably. As one of the four top state-owned banks, C
Bank is committed to continuous improvement on IT Service Management Processes.
The thesis takes IT Service Event Management Process of C bank as the object of
study to find out the best practice of improving the efficiency of IT Service Event
Management Process. The thesis is based on ITIL, takes 7-Step Improvement Process
as the research framework, and conducts research gradually and deeply. First, that
improving the efficiency of IT Service Event Management Process is treated as the
goal of the process improvement. Second, the author designs quantitative indexes
according to the goal and then collects data. Third, after the data analysis, several
problems of the existing IT Service Event Management Process are listed, and the
root causes are found out. Finally, the author designs and implements the
improvement scheme. Based on the improvement effect, C Bank achieves the goal
that is to improve the efficiency of IT Service Event Management Process, and is of
great value to other state-owned banks and commercial banks. Combining with the
actual situation, this article will offer a systematic theoretical support and make
practical proposals to China's commercial banks in IT Service Event Management
Process field, to potentially boost the competitiveness of China's commercial banks in

worldwide.
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