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[ Abstract] This paper introduces the IT operation management and Six Sigma. Through Six Sigma DMAIC method, it optimizes

and improves the practice of IT operation management. The research provides an effective method for improving the IT operation

management capability of information system.
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Fig. 1 DMAIC

21 EX

S T LT B A R B AL R SE T 1B 4k iR 55 T
VG 4 e R 55 15 S AR R S AN AR 555
12 55 P BAE i 0 A7 2R 0 R 224 2 e i A3 I 44 B4R
P02z AR A BOR TR St H o A 7 R
Guifey s 5. HABIEIE 2 B,

AR L TARFE HUCSE S i 5055 SRS
SACZRGE 1T iz 4R 55 AT A A4 H SRR L85 5t
T = RIETARMR S 17 F B 55 A5 B R
Gi 1T B4R 55 TAE & L, S i B 1B 55 51 M A5 B Ak
ARG IT is4E 55 TAESHTaniEl 3 iR,

PR, B DA 0 e 3 3 [ g 152 R SCAF AR
iz 55, H R I 2R Ge 24 flie 55 A AR I 45 48 B
M2 B TARE AT A FISCEE

NEZST

F i S

ARG

I
LIRS

B2 AfIE
Fig. 2 Case of department
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Fig. 3 Pareto chart
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Tab. 1 Operation and maintenance situation table
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Fig. 4 Improvement priority of RPN
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Fig. 5 Present process & objective process of Service Desk
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Fig. 6  Present process & objective process of Troubleshooting
Service
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