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Using a best practice (ITIL)
Service Level Management and Capacl Ty
Management.

KUNIO SUMITOMO"™ TOMOYUKI KAWANO'

ITIL(Information Technology Infrastructure Library) that is the best practice of the IT
service management was born in 1989 in UK, and ISO/IEC 20000 that successor was
enacted in December, 2005. In Japan, the tens of companies have undertaken 1SO/IEC
20000 and a lot of other are practicing the IT service management based on ITIL. In this
study, | will focus on the methodology of service level management and the capacity
management introduced with ITIL, and the note of the computer performance
management in the process is considered.
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