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Abstract

Abstract

To meet the flexible and complex marketing environment, F Tobacco
Company brings in the IT technology to realize the informatization of operations
and management. Along with the convenience for company organization, it also
increases the pressure of IT department by making them handling IT operations and
maintenance management as daily work with more and more customers and
changeable IT service requests. The most emergency problem of IT department is
“how to maintenance the growing IT system in a better way, in order to keep it safe,
stable, dependable and fast response for service requests.

Considering the problem mentioned above, this essay adopts the basic concept
of IT service management to IT operations and maintenance management by using
ITIL frame. It suggests that F Company improves its IT operations and maintenance
managing skills and servicing quality by taking the managing system with the
principle “scientific standard, highly synergy”.

At first, this essay analyzes IT service management and its present application
situation. According to the situation of operations and maintenance management of
F Tobacco Company , the essay redesigns the organizational structure and managing
process of IT operations and maintenance management. It provides the constructive
plans and makes a main framework for IT operations and maintenance management
information system. Besides, in the way of questionnaire, this article offers the
effective evaluation index for IT operations and maintenance managing system,
which is used to evaluate system’s rationality and working effectiveness. At the end,
this essay makes a prospect of the benefit it will bring to the company combining the

evaluation index and the benefit from ITIL companies.

Keywords: Tobacco; IT Service; Operations and Maintenance Management
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