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Abstract

Abstract

With the rapid development of information construction, more and more
applications have been developed. As a result, foundation platform architecture such
as servers, storage and network become more and more complex and the difficulty of
Information Technology (IT) operation and maintenance gets higher and higher. The
traditional IT operation and management mode, which is passive and
emergency-response, could not satisfy the need for further development of a company.
Research at home and abroad shows that the service concept shall be adopted in IT
operations management and a scientific IT service management system would help to
promote the IT development of a company. This article focuses on X Airline, a
leading company in the Chinese civil aviation market which has a history of 30 years.
It is imperative for the IT department to develop a more stable information system and
improve the IT operation management level. According to the theory of IT service
management, Information Technology Infrastructure Library (ITIL), the author
analyzes the status quo and existing problems of X Airline’s IT operation management
system from three aspects, including personnel, processes and technical support. The
author finds that the IT service management is dispersive and is lacking in process
management, implementation efficiency and clear division of duty. In order to
establish the X Airline’s IT service management system, this paper proposes several
suggestions as follow, (1) Improve the execution efficiency of IT service management
through adjusting the organizational structure and strengthening personnel training
and appraisal. (2) Standardize the work procedures of IT service management by
optimizing service strategy process, service design, service transition and service
operation. (3) Guarantee the specific implementation of the concept of IT service
management and process by constructing information system such as IT service

management system and united monitoring platform. Practices show that the users’



Abstract

satisfaction and SLA (service level agreement) coincidence rate and other key
indicators have been improved, which prove that the system could upgrade the level
of IT service management effectively. This system could also provide a good

example for IT management of other aviation corporations.

Key Words: Operation and Maintenance Management; Information Technology

Service Management; Information Technology Infrastructure Library
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