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Abstract 
 
There are many challenges faced by businesses in today’s modern digital world of 
information. These challenges create many problems for the IT professional, not least 
of which is how to effectively manage the applications are necessary to move the 
business forward.  
 
The primary objective of this thesis is: try to find and analyze common and typical 
problems of IT service, especially in Application Management field; find key actions 
in Application Management with Chinese Power Company, which can improve their 
application management, it is from a Service Management perspective. All major 
Application Management topics are covered with Service Management in mind. The 
problems will be examined and analyzed by application management part of ITIL.  
The conclusion of my study is: Aligning business and IT, Managing the application 
portfolio are the key actions in application management part for Chinese local power 
company. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 



Chapter 1 Introduction 
This chapter first discusses the background to the problem area. Then the problem 
discussion and an overall objective will be presented. From the objective, the specific 
research questions are posed for this thesis. The structure and limitation of the thesis 
are presented. 
 
1.1 Background 
 
1.1.1 Background of Information Technology Service Management  
As Sun Qiang (2004) pointed that, in the early time of IT development, people started 
to know the importance of IT power. Because of its highly developing speed, most of 
people cannot master it or ever understand part of IT, so the duty of tracing 
Information Technology belongs to the IT expert. Those people have enough resource 
and freedom to accomplish the task. 
 
With the more and more deeply influence of IT in our social life, more and more 
non-IT person started to know it, IT is not mystery for them, they try to use it, master 
it. IT starts the popular time. 
 
Now, people do not ask “what can I do for IT”, it changed to “what can IT do for me”. 
The result of this kind of change is: IT is becoming a kind of tool, a kind of service. 
As the famous words from the CEO of SUN, Scott McNealy predicted that software 
and IT cannot exist as profession; it will change to a kind of service. Programmer are 
not programming for product, they are providing service. 
 
As Sun Qiang (2004) said that the appearance of IT service management has a close 
relationship with enterprise. The relationship has 3 stages. 
 

1. Technology driven stage 
Most enterprises had undergone this stage. In this stage, the information 
technology was not mature and the enterprise did not have a deeply understand 
of IT, but with the high speed of IT development, most enterprise knew that IT 
would have a great influence of business. If do not invest with IT, they will 
lost in the market. So the enterprise always tried the new IT and traced the 
trend of IT to gain the advanced in business competition. The IT department 
has more rights of hardware purchasing or software development etc. than it 
should have. The header layer never thinks about the efficiency and effect of 
IT investment. This was a kind of strategy investment which does not consider 
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the reward. The relationship can display as the below Figure 1.1, which source 
is Modern IT Service Management (2004 p2). 
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Figure 1.1 No Goal Investment 
 

2. Business driven stage 
Now most of enterprises are in this stage. After the collection of experiences in 
the first stage, people started to discovery how to combine IT and organization 
business, How to improve the efficiency of IT, how to low the cost. Different 
departments had developed different system and network for the specific 
business goal. The relationship can display as the below Figure 1.2, which 
source is Modern IT Service Management (2004 p2). 
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Figure 1.2 Specific Investments for Specific Goal 
 

From this figure we can see that, although IT started to do service for 
enterprises, the company did not have any IT plan. Different departments use 
different technology, network and system. Although these systems and 
technologies could help each department, but they could not share information, 

 2



upgrade, each of them came to being lonely island. 
 

3. Strategy driven stage 
This is the best stage. In this stage, enterprise make business process based on 
their goal; then make a clearly demand of IT service for their goals; after that, 
make a implementation plan for their goals, this plan includes IT service 
management plan. Execute the plan. Due to implement the service 
management, the plan also improves the enterprise business goal. This is a 
interactive process. As figure 1.3, which source is Modern IT Service 
Management (2004 p3). 
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Figure 1.3 IT and Business Strategy Interaction 
 

 
The appearance of IT service also has relation with IT management. The development 
of IT management has three stages. 

1. Devices Management Stage 
From the first day of computer appearance, IT management already started, the 
most actions in this stage are device management with manual management. 
2. System and Network Management Stage 
The system management and network management have melted together in 
enterprise today. 
3. Service Management Stage 
The first stage is focus on device; the second stage is focus on technology; the 
third stage should move focus to service. 

The background of appearance of IT service management can described as figure 1.4, 
which source is Modern IT Service Management (2004 p4). 
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Figure 1.4 Background of Appearance of IT Service Management 
 
1.1.2 Development of Information Technology Service Management 
As Sun Qiang (2004) described that the Development of Information Technology 
Service Management has three stages. 
 

1. The Initial Stage 
In the initial period of IT service, IT service management is just a concept. 
Nobody pay much attention to it. From the mid of eighties of last century, 
CCTA (Central Computer & Telecommunications Agency) started to develop 
ITIL V1.0, the best management practice of IT service management which 
based on process organized. 
  

2. The Development Stage 
In nineties of 20th century, more and more company started to develop their 
own method of IT service management. It includes MOF, HP ITSM Reference 
Model etc. the CCTA (Central Computer & Telecommunications Agency) 
announced to develop ITIL V2.0 
 

3. The Mature stage 
Till now, we could not say that the IT service management is in a mature stage. 
It is still in a developing process. 

 
Now ITIL V2.0 is public domain framework, best practice framework and it is the de 
facto standard for ITSM.  
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1.1.3 Information Technology Infrastructure Library Overview  
Sun Qiang (2004) mentioned that in today’s business environment, IT is forced to 
adapt to constantly changing conditions. Many forward-thinking IT organizations 
have turned to ITIL, which is shorten from Information Technology Infrastructure 
Library, to provide a framework of IT best practices to manage this rapid change. 
 
ITIL is only a set of guidelines and definitions, however, and just like so many 
standards and guidelines, it by itself does not deliver direct capabilities. Process 
definitions alone do not institute process execution or change people’s behavior, and 
they certainly do not provide the means for process performance monitoring and 
tuning. A successful ITIL implementation requires a way to define processes but more 
importantly to implement them and to guide their performance. IT organizations 
embarking on an ITIL roadmap need to find software that makes ITIL actionable. In 
other words, ITIL must be codified in a system of doing the business of IT in order to 
see the results it promises. Figure 1.5 showed the framework of ITIL, which source is 
www.itillibrary.org (2005 12 18) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Figure 1.5 ITIL Publication Frameworks 

 
1.2 Problem Discussions  
As Sun said there are many challenges faced by businesses in today’s modern digital 
world of information. The demand that businesses respond rapidly to changes in 
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market conditions and that their IT organizations support and, in many cases, enable 
these changes, is very real. These challenges create many problems for the IT 
professional, not least of which is how to effectively manage the applications those 
are necessary to move the business forward. The use of information technology is 
increasingly rapidly, and the simple fact that applications house the majority of 
business functionality demands that they be managed like the corporate assets they are. 
The situation is further complicated by the fact that, because of the emergence of 
e-business, Customers deal directly with the information technology of the company 
they are dealing with. This puts extra pressure on the reliability and scalability of the 
information technology employed. Redundant system functionality, poorly aligned 
objectives, lengthy deployment schedules, poor systems availability, and reliability 
are all issues that must be addressed within Application Management. 
 
A key issue that has existed for some time is the problem of moving application 
developers and IT Service Management closer together. The lack of Service 
Management considerations within all phases of the application lifecycle has been a 
serious deficiency for some time. Applications should be deployed with Service 
Management requirements included. They should be designed and built for operability, 
reliability, performance and manageability, tested for compliance and so on. As Sun 
Qiang said in his book, the importance of this problem can be highlighted by the 
Gartner Group report which showed that nearly 80% of production outages occur as a 
result of operator error (40%) and application failures (40%). The remaining 20% are 
a result of technology errors caused by the operating system and hardware. Figure 1.6 
illustrates this study, which is taken from IT Service Management: Concept, 
Understanding and implementation (page 5):  
 
 
 
 

 
 
 
 
 
 
 

Figure 1.6 Production Outages 
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These statistics clearly show the need for having Application Management and ITSM 
work closely together to reduce the production outages of IT systems. 

 
In China, there are only a few companies or enterprises know and apply ITSM in their 
IT and business. Most of them do not know information technology service 
management, and do not know the value of ITSM. Some software companies or 
consultancy companies just apply traditional System Management as ITSM in the 
project. So the successful cases of ITSM are very less. The useable ITSM methods are 
less than the other countries. Most of Chinese companies or enterprises want to 
enlarge their business with information technology; they try to combine the strategy 
with information technology. So how to implementation ITIL based ITSM is 
important for these enterprises. 
 
1.3 Research objective and Research Questions 
The primary objective of this thesis is trying to find and analysis common and typical 
problems of IT service, especially in Application Management field; and find key 
actions in Application Management with Chinese Power Company, which can help 
them to improve their application management, it is from a Service Management 
perspective. This approach is taken throughout the thesis, and all major Application 
Management topics are covered with Service Management in mind.  
 
1.3.1 Research Objective 
In this thesis, I will try to explore, describe the current IT service situation of Chinese 
local Power Companies, and possibly start to explain the reasons of these problems, 
possibly start to make an abstraction of these problems. At last try to do analysis with 
Application Management methodologies, find some key actions of application 
management which can improve the local Power Companies with information 
technology service management. 

1.3.2 Research Questions 

An application is defined as the software program(s) that perform those specific 
functions that directly support the execution of business functions, processes, and/or 
procedures. Applications, along with data and infrastructure components, such as 
hardware, the operating system, and middleware, make up the technology components 
of IT systems that in turn are part of an IT service.  
 
RQ 1 what are the problems of IT service management in Chinese Local Power 
Company? 
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RQ 2 Assuming Application Management is implemented successfully within the 
organization, how can Application Management solve the problems from RQ1 or 
improve the IT service for these two companies? 
 
1.4 Limitation  
Due to the limited amount of time available for this thesis, an attempt has been made 
to narrow the focus. Therefore, this study will concentrate on finding key actions of 
improvement of Application management with Chinese Power Company. Application 
Management has an interaction with other components of ITIL framework, here; I 
focus on the Application Management, the other parts will be the future research. 
 
1.5 Structure of the Thesis 
This thesis is divided into 5 chapters. In this, the 1st chapter, the instruction of 
research field; problem discussion; objective of thesis and research question are listed. 
In the 2nd chapter, the reader will be provided with literature review of previous 
research conducted within the area of overall objective. Research methodology and 
Collection of Data will be presented in the 3rd chapter. Chapter 4th will examine and 
analysis the collected data. Chapter 5th, findings and conclusions are drawn based on 
the findings of the research conducted. At the end of chapter 5th, implications for the 
further research are presented. 
 

As Yin (2002) emphasized that the best approach to use for a study depends on the 
objective of the study and the research questions. Based on the research questions I 
mentioned in the first chapter, I want to give a better understanding of my research 
area, I will select the qualitative approach. I will focus on the understanding of 
problem in ITSM field with different department in local Power Company. The figure 
1.7 below shows the structure of this thesis. 
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Figure 1.7 Structure of Thesis 
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Chapter2 Research Methodology 
 
In this chapter, the research approach which is chosen for this thesis will be firstly 
discussed. The research strategy, data collection method, sample selection and data 
analysis will be presented in the later part of this chapter.   
 
2.1 Research Approach 
There are two methodological approaches obtainable as information or data is 
collected; qualitative and quantitative. The qualitative approach focuses on acquiring 
knowledge or a deeper understanding of the research problem. It is practical when a 
researcher wants to transform what has been observed, reported into words. 
Qualitative research tends to rely on the detailed and thorough descriptions of the 
events or people. The qualitative research often used in small scale studies, and due to 
its ability to penetrate a situation or problem it is considered to be an excellent tool to 
handle multifaceted situations (ibid). As Miles and Huberman (1994) said that 
qualitative data is a source of well-grounded, rich descriptions and explanations of 
processes in identifiable local context.  
 
Quantitative approach is formalized and structured as it approaches the research 
question from a wide perspective. The research attempts to explain the phenomena 
with numbers to obtain results, thereby founding the conclusions on data that can be 
quantified. The research defines the conditions of data in research, objective is 
essential in order to perform formalized analyses and make comparisons then make 
abstraction.  
 
As Yin (1994) emphasized that the best approach to use for a study depends on the 
objective of the study and the research questions. Based on the research questions I 
mentioned in the first chapter, I want to give a better understanding of my research 
area, I will select the qualitative approach. I will focus on the understanding of 
problem in ITSM field with different department in local Power Company. 
 
In this study, I will interview some key users in finical department, operation 
department, management department, leaders and key person to IT service. These key 
users will do their work with information system daily; they are the customer of 
information technology service. Ask the problem of information technology service 
problems for their daily work. The interview will via telephone, face to face and email. 
Documentation will be taken from technical books, online library and white paper 
from the company.  
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2.2 Research Strategy 
As Yin, (2002) said that there are three different research strategies to select which 
depending on what the situation demands. These three are case study, survey study 
and experiment (ibid). Also Yin (2002) mentioned another two strategies, archival 
analysis and history.  Each of them has its own advantages and disadvantages 
depending on three conditions: 

• The type of research question posed; 
• The extent of control an investigator has over actual behavioral events; 
• The degree of focus on contemporary, as opposed to historical, events; 

 
Yin (2002) recommended that case studies should be used when the research 
questions are “How” and “Why” questions. The strategy requires little control of 
behavioral events, and finally when the focus in on a contemporary occurrence within 
some real life context.   
 
The objective of my study is: try to explore the key actions of application 
management, which can improve the application management with Chinese Local 
Power Company. The steps should be: first find problems of ITSM in local Power 
Companies, then analysis these problems with previous research. Focus the 
application management problems, and assume to implement application management 
of ITIL, at last try to find the key actions of application management. 
 
2.3 Data Collection Method 
For case study data collection, the major strength is the opportunity to use several 
different sours of evidence, Yin (2002). The use of multiple sources of evidence is 
called triangulation, which means that the researcher has the opportunity to obtain 
multiple measures of the same phenomenon. By using multiple measures of the same 
phenomenon, the validity of any scientific study increases. Findings or conclusions 
resulting from a case study are likely to be more convincing and accurate when based 
on several different sources of information. None of the different sources has a 
complete advantage over others. The different sources are highly complementary, as 
many sources as possible should be used. (Ibid) 
 
There are six sources of evidence available for use in collection qualitative empirical, 
Yin mentioned with documentation, archival records, interviews, direct observations, 
participant observations, and physical artifacts. 
 

 11



Each method of data collection has its own strengths and weaknesses.  
 
The data collection methods for this study will include interview and documentation. 
Two types of data may be collected: primary data and secondary data. Each of them 
has its own use. Primary data is data gathered for specific research in response to a 
particular problem through, such as interview, questionnaires, or observations. The 
secondary data may be taken from various kinds of documents, such as research 
reports, books and articles. 
 
Interview will be the primary data collection approach in this research; interview can 
focus directly on the topic of the case study. As a data collection approach, interviews 
are one of the most significant sources for use in obtaining case study information.  
Documentation, such as academic articles, previous studies and previous successful 
case on the research topic, will be used as the secondary data. As Yin (2002) said that 
documentation offers the advantage of being static and thus may be re-examined 
when necessary.  
 
In this study, I will interview some key users in operation department, management 
department, leaders and key person to IT service. These key users are the customer of 
information technology service. The interview will via telephone, face to face and 
email. Documentation will be taken from technical books, online library and white 
paper from the company. 
 
2.4 Sample Selection 
In this research, I choose two Local Power Companies. I have worked in Harbin Local 
Power Company about 1 year in the Information and Computer department. The 
intention of this study is to find a suitable ITSM method or adapt the current major 
methods to form applicable method(s).  
 
To do research, it is impractical and too expensive to collect data from all the potential 
parts of analysis that included in the research area. A smaller scope, suitable amount 
of units which is called “sample” are often chosen to represent the relevant attribute of 
the whole, called the “population”. Because sample is not enough and fully 
representative of the population from which they are drawn, the researcher cannot be 
absolutely certain that the conclusions drawn will generalize the whole population. 
(Graziano and Raulin, 1997) For this thesis, I will use multi-case sampling; it could 
add more confidence to findings. By study a range of similar and contrasting cases, I 
can understand the case finding, grounding it by specifying why and how it carries on 
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as it does.(Yin, 2002)  He also discussed the strength provided by having multiple 
sources of evidence, he portrayed this evidence gathering as “triangulation” and this 
makes the study more reliable.  
 
Harbin Local Power Company and Daqing Local Power Company are selected cases 
in this thesis. With these two case companies, I select some departments from each 
which are important to the business of the company. These departments are better 
suited and typical to be questioned and analyzed. Then I can easily find out the 
differences and similarities existing in all of them and do comparison which gives a 
good foundation for my finding. 
 
In this thesis, I selected some key persons whose daily work is connected with 
information system very closely, some key persons who have power to implement or 
change the information system, and some others who are in the management layer or 
some technical staff. 
 
2.5 Data Analysis 
The final goal of analyzing data is to treat the evidence fairly and objectively, to 
produce compelling analytical findings and to rule out alternative interpretations. 
Every investigation should have a general analytical strategy in order to determine 
what to analyze and why. There are two general analytical are suggested, the 
theoretical propositions that led to the case study or develop a descriptive framework 
to organize the case study. Also there are four different techniques for analyzing the 
collected data. 

• Pattern matching 
• Explanation building 
• Time-series analysis 
• Use program logic models 

 
A lot of similar research has been done within our area of research; I will chose 
analytical strategy relies on the theoretical propositions.  It is the most common 
strategy.  The collected data is based on or taken from previous research questions. 
The findings of the study will then be compared with results from previous studies. 
 
Data analysis can be defined into three steps: data reduction, data display and 
conclusion drawing or verification, this is mentioned by Miles and Huberman (1994). 
The data reduction step will help the researcher get a sharp, focused and organized 
data, which will lead to draw and verify conclusions. The data display is a way of 
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organize and compress the reduced data, that will help the researcher easily draw the 
conclusions. In the last step, researcher notes regularities, patterns, explanations and 
propositions. 
 
My research data analysis is based on these three steps. The within-case analysis and 
the cross-case analysis stated by Miles and Huberman (1994) will be used in this 
thesis.  The data will first be reduced through a within-case analysis where the cases 
will be compared with the frame of reference. The data will then be further reduced 
by being displayed through a cross-case analysis where the cases will be compared 
with one another. 
 
2.6 Validity and Reliability 
Validity and reliability are the two tactics which can increase the quality of the 
research design. (Yin, 2002) In this part I will describes what measures  I have take 
to increase the validity and reliability of our study. 
Validity is the ability of a chosen tool to measure what it is supposed to measure. 
According to Yin (2002) there are 3 kinds of validity: 

 Construct validity 
The construct validity is important to establish correct operational measures 
for the concepts that are being studied and to ensure that objective judgment is 
used to collect the data. To increase the construct validity, there are 3 ways: 

1. Multiple sources of evidence. Triangulation will be used to get 
multiple sources of evidence, such as interview and documentation. 

2. Establishing the chain of evidence. The respondents will view the 
interview guide prior to the interview. Also the supervisor will check 
the questions of interview and the questionnaire list to ensure they are 
useful and understandable.  

3. Get the key informant.  
 Internal validity 

Pattern matching will enhance the internal validity during analysis 
 External Validity 

Test the theory through relations of the findings in other similar surroundings 
is the way to enhance the external validity. If this kind of replication has been 
made, it might be possible to make generalizations on the findings to a larger 
number of similar cases (Ibid)    

 

In my research, I use telephone to do interviews which gave me opportunity to clarify 
my questions so that the respondent understood the questions and concept in the way 
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they were meant to be understood. Furthermore, the collection method gave me the 
possibility of making additional calls in order to ask complementary questions. As a 
support, an interview guide was used, which was reviewed by my supervisor in 
advance. As far as I am concerned, the respondents gave me the information about the 
subject I aimed to investigate.  
 
Reliability is the extent to which results would be stable or consistent, if the same 
techniques are used repeatedly.  Two ways can increase reliability, use a case of 
study protocol and the development of a case study database (Ibid). As Yin (2002) 
said that increase reliability is a common procedure to have more that a single 
observer making an observation, whether it is the formal or the causal variety. 
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Chapter 3 Theoretical Frame of References 
 
In this chapter, a review of literature which related with research, give a theoretical 
framework presents. First the Success reasons of ITIL will be presented firstly, then 
the overview of the ITIL framework will be shown. 
 
3.1 Information Technology Infrastructure Library (ITIL) 
 
The OGC mentioned in its website: Developed from the late 1980s, ITIL has become 
the worldwide de facto standard in Service Management. Starting as a guide for UK 
government, the framework has proved to be useful to organizations in all sectors 
through its adoption by many Service Management companies as the basis for 
consultancy, education and software tools support. Today, ITIL is known and used 
worldwide. 
 
The OGC has explained the reasons for its success, they are: 
 
(1) Public Domain Framework 
From the beginning, ITIL has been publicly available. This means that any 
organization can use the framework described by the OGC in its numerous books. 
Because of this, ITIL guidance has been used by a wide range of organizations 
including local and central government, energy, public utilities, retail, finance, and 
manufacturing. Very large organizations, very small organizations and everything in 
between have implemented ITIL processes. 
 
(2) Best Practice Framework 
ITIL documents industry best practice guidance. It has proved its value from the very 
beginning. Initially, OGC collected information on how various organizations 
addressed Service Management, analyzed this and filtered those issues that would 
prove useful to OGC and to its Customers in UK central government. Other 
organizations found that the guidance was generally applicable and markets outside of 
government were very soon created by the service industry. 
 
Being a framework, ITIL describes the contours of organizing Service Management. 
The models show the goals, general activities, inputs and outputs of the various 
processes, which can be incorporated within IT organizations. ITIL does not cast in 
stone every action required on a day-to-day basis because that is something which 
will differ from organization to organization. Instead it focuses on best practice that 
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can be utilized in different ways according to need. Figure 1.5 shows the scope of the 
library with the Service Delivery and Service Support focusing on the processes of IT 
Service Management. 
 
Thanks to this framework of proven best practice, ITIL can be used within 
organizations with existing methods and activities in Service Management. Using 
ITIL does not imply a completely new way of thinking and acting. It provides a 
framework in which to place existing methods and activities in a structured context. 
By emphasizing the relationships between the processes, any lack of communication 
and cooperation between various IT functions can be eliminated or minimized. 
 
ITIL provides a proven method for planning common processes, roles and activities 
with appropriate reference to each other and how the communication lines should 
function between them. 
 
(3) De Facto Standard 
By the mid-1990s, ITIL was recognized as the world de facto standard for Service 
Management. A major advantage of a generally recognized method is a common 
language. The ITIL official books define a large number of terms that, when used 
correctly, can help people to understand each other within IT organizations. They also 
help to communicate in terms that the business understands. One common complaint 
from the business community is that IT staff communicates in technology-speak. ITIL 
helps remove the barriers and offers a common framework for communicating to the 
business community. 
 
An important part of ITIL projects is getting people to speak that common language. 
That is why education is the essential basis of an implementation or improvement 
program. Only when the people involved use a common language can a project be 
successful. 
 
(4) Quality Approach and Standards 
In the past, many IT organizations were internally focused and concentrated on 
technical issues. These days, businesses have high expectations towards the quality of 
services and these expectations change with time. This means that for IT 
organizations to live up to these expectations they need to concentrate on service 
quality and a more Customer oriented approach. Cost issues are now high on the 
agenda, as is the development of a more businesslike attitude to provision of service. 
 

 17



ITIL focuses on providing high quality services with a particular focus on Customer 
relationships. This means that the IT organization should provide whatever is agreed 
with Customers, which implies a strong relationship between the IT organization and 
their Customers and partners. 
 
Tactical processes are centered on the relationships between the IT organization and 
their Customers. Service Delivery is partially concerned with setting up agreements 
and monitoring the targets within these agreements. Meanwhile, on the operational 
level, the Service Support processes can be viewed as delivering services as laid down 
in these agreements. On both levels there is a strong relationship with quality systems 
such as ISO 9000 and a total quality framework such as European Framework for 
Quality Management (EFQM). ITIL supports these quality systems by providing 
defined processes and best practice for the management of IT Services, enabling a fast 
track towards ISO certification. Attaining a quality standard is beneficial for 
organization s but it has to be recognized that this alone does not guarantee delivery 
of good service. There would need to be ongoing review of quality of processes 
aligned with business requirements. There are several Total Quality Management 
(TQM) approaches to process improvement that are complemented by the use of the 
ITIL Service Management processes. 
 
The British Standards Institute (BSI) first published A Code of Practice for IT Service 
Management (PD0005) which was based on the principles of ITIL. There is now a 
standard BS15000. Both BSI and OGC espouse similar, if not identical, principles of 
best practice for IT Service Management. 
 
3.2 Overview of the ITIL Frameworks 
As Cao, H.P. (2005) said ITIL is defined by a collection of books that describe 
guidelines for different aspects of best-practice data center management. Taken as a 
whole, ITIL presents a comprehensive view of the field. The subjects of the individual 
books are referred to as sets; currently there are eight. The sets are further divided into 
disciplines, each of which is focused on a specific subject. 
 
The eight sets and their disciplines are: 

(1) Service Delivery. What services must the data center provide to the 
business to adequately support it?  

o IT Financial Management  
o Capacity Management  
o Availability Management  
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o IT Continuity Management  
o Service Level Management  

 
(2) Service Support. How does the data center ensure that the customer has 
access to the appropriate services?  

 Change Management  
 Release Management  
 Problem Management  
 Incident Management  
 Configuration Management  
 Service Desk 

 
(3) Planning to Implement Service Management. It explains the necessary 
steps to identify how an organization might expect to benefit from ITIL and 
how to set about reaping those benefits.  
 
(4)Security Management 
.  
(5) ICT Infrastructure Management What processes, organization, and tools 
needed to provide a stable IT and communications infrastructure, and is the 
foundation for ITIL service management processes.  

1. Network service Management  
2. Operations Management  
3. Management of local processors  
4. Computer installation and acceptance  
5. Systems Management  

(6) The Business Perspective.  
 
(7) Application Management. How to manage the software development 

lifecycle, expanding the issues touched upon in Software development 
lifecycle and testing of IT services.  

 
(8) Software Asset Management. 

 
The Service Management set is the main discipline of ITIL split into two sections, 
Service Support and Service Delivery, the service management is concerned with 
delivering and supporting IT services that are appropriate to the business requirements 
of the organizations. There are four sets around the IT service management. First, 
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planning to implement service management create the planning to implement ITIL 
inside an organization. Then, the Business perspective investigates if the services are 
efficient on the business and control the cost/revenue for the services. The right side is 
the ICT infrastructure which deals more with technical issues. The last side is the 
Application Management which addresses the complex subject of managing 
applications from the initial business need, through the Application Management 
lifecycle, up to and including retirement. 
 
The following diagram shows the framework of ITIL. Figure 3.1, which source is 
www.itillibrary.org (2005 12 18) 
 
 
 
 
 
 
 
 
 
 

 
Figure 3.1 Framework of ITIL 

 
 
3.2.1 Service Delivery 
The service delivery discipline looks at what service the business requires of the 
provider in order to provide adequate support to the business users. The discipline 
consists of the following processes: 

• Service Level Management  
• Capacity Management  
• IT Service Continuity Management  
• Customer Relationship Management  
• Financial Management  
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Figure 3.2 Framework of Service Delivery 

 
The diagram above shows the relationships between the processes. It is explained in 
the following subsections. The source of this picture is from Stationery Office (May 1, 
2001) Service Delivery page 26. 
 
3.2.1.1 Service Level Management   

Service Level Management provides for continual identification, monitoring 
and review of the levels of IT services specified in the Service Level 
Agreements (SLAs). The process involves assessing the impact of change 
upon service quality and SLAs. The service level management process is in 
close relation with the operational processes to control their activities.  
 

3.2.1.2 Capacity Management   
Capacity Management supports the optimum and cost effective provision of IT 
services by helping organizations match their IT resources to the business 
demands. The high level activities are: Application Sizing, Workload 
Management, Demand Management, Modeling, Capacity Planning, Resource 
Management, and Performance Management.  
 

3.2.1.3 IT Continuity Management   
IT Continuity Management helps to ensure the availability and rapid 
restoration of IT services in the event of a disaster. The high level activities are: 
Risk Analysis, Manage Contingency Plan Management, Contingency Plan 
Testing, and Risk Management.  
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3.21.4 Availability Management   

Availability Management allows organizations to sustain the IT service 
availability in order to support the business at a justifiable cost. The high level 
activities are: Realize Availability Requirements, Compile Availability Plan, 
Monitor Availability, and Monitor Maintenance Obligations.  
 

3.2.1.5 IT Financial Management   
IT Financial Management assesses the Total Cost Of Ownership.  

3.2.2 Service Support 
The service support ensures that the Customer has access to the appropriate services 
to support the business functions. 
 

To a business, customers and users are the entry point to the process model. They get 
involved in service support by asking: 

• Asking for changes  
• Needing communication, updates  
• Having difficulties, queries.  

 
The service desk is the single contact point for the customers to record their problems. 
It will try to resolve it, if there is a direct solution or will create an incident. Incidents 
initiate a chain of processes: Incident Management, Problem Management, Change 
Management, Release Management and Configuration Management (see following 
sections for details). This chain of processes is tracked using the Configuration 
Management Database (CMDB), which records each process, and creates output 
documents for tractability (Quality Management). The below picture showed the 
framework of service support which is taken from Stationery Office (May 1, 2001) 
Service Support (page 18) 
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Figure 3.3 Framework of Service Support 
 
3.2.2.1 Service Desk 
The Service Desk acts as the central point of contact between service providers and 
users/customers, on a day-to-day basis. It is also a focal point for reporting Incidents 
and making service requests. It handles incidents and requests, as well as providing an 
interface for other Service Management activities such as Change, Problem, 
Configuration, Release, Service Level and IT service Continuity Management. 
 
The Service Desk keeps users informed of the service events, actions and 
opportunities that are likely to affect them. The Service Desk is in the direct line of 
any impact on the Service Level Agreement and as such needs rapid information 
flows. 
 
To meet both Customer and business objectives, many organizations have 
implemented a central point of contact for handling Customer, User and related issues. 
This function is known under several titles, including: 

• Help desk  
• Call centre  
• Service Desk  

The Service Desk differs from the Help desk and Call centre offering a more 
globally-focused approach, which integrates business processes into the Service 
Management infrastructure. It not only handles Incidents, Problems and questions, but 
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also provides an interface for other activities such as customer Change requests, 
maintenance contracts, and software licenses. 
 
The objectives of the Service Desk are: 

• Providing a single point of contact for customers  
• Facilitating the restoration of normal operational service with minimal 

business impact on the customer within agreed levels (SLA) and business 
priorities.  

 
The common Service Desk functions include: 

• Receiving calls, first-line customer liaison  
• Recording and tracking incidents and complaints  
• Keeping customers informed on request status and progress  
• Making an initial assessment of requests, attempting to resolve them or refer 

them to someone who can  
• Monitoring and escalation procedures relative to the appropriate SLAs  
• Indentifying problems  
• Closing incidents and confirmation with the customers  
• Coordinating second-line and third line support  
 

3.2.2.2 Incident Management 
The first goal of the incident management process is to restore a normal service 
operation as quickly as possible and minimize the impact on business operations, thus 
ensuring that the best possible levels of service quality and availability are maintained. 
'Normal service operation' is defined here as service operation within Service Level 
Agreement (SLA). 
 
ITIL terminology defines an incident as: 

Any event which is not part of the standard operation of a service and which 
causes, or may cause, an interruption to, or a reduction in, the quality of that 
service  
 

The definition means that an incident is a problem but without a root or cause. If the 
incident has a root, the incident becomes a problem or a known error (see the next 
section). Examples of incidents: 

• Application  
o service not available  
o application bug  
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o disk-usage threshold exceeded  
• Hardware  

o system-down  
o automatic alert  
o printer not printing  

• Service requests  
o request for information/advice/documentation  
o forgotten password  

 
The main incident management processes are the following: 

• Incident detection and recording  
• Classification and initial support  
• Investigation and diagnosis  
• Resolution and recovery  
• Incident closure  
• Incident ownership, monitoring, tracking and communication  

 
The incidents that cannot be resolved quickly by the Help desk will be assigned to 
specialist groups. A resolution or work-around should be established as quickly as 
possible in order to restore the service. 
 
Relationship of incidents, problem, known errors and RFCs 
 
Incidents are the result of failures or errors in the IT infrastructure. The cause of 
Incidents may be apparent and that cause is addressed without the need for further 
investigation, resulting in a repair, a Work-around or a request for change (RFC) to 
remove the error. The following diagram shows the relationship between incidents, 
problem, known errors and RFCs. This picture is taken from Stationery Office (May 1, 
2001) Service Support (page 56) 
 
 

 
 

Figure 3.4 Relationships between Incidents, Problem, Known Errors and RFCs 
 

A problem can be a result of several incidents, and it's possible that the Problem will 
not be diagnosed until several incidents have occurred. Handling a problem is 
different from handling an incident and therefore is covered by the problem 
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management process. Then the problem becomes a Known error which means that the 
problem has been successfully diagnosed and for which a Work-around is known. 
Finally the request for changes (RFCs) is the procedure to modify the system by 
resolving the known error, this process is covered by the Change Management. 
 
A request for new additional service is often not regarded as an incident but as a 
Request for Change (RFC). 
 
3.2.2.3 Problem management 
The goal of Problem management is to minimize the adverse impact of Incidents and 
Problems on business that is caused by errors within the IT infrastructure, and to 
prevent recurrence of incidents related to these errors. A %u2018Problem%u2019 is 
an unknown underlying cause of one or more incidents, and a %u2018Known 
error%u2019 is a problem that is successfully diagnosed and for which a 
Work-around has been identified. The CCTA defines problems and Known errors as 
follows: 
A problem is a condition often identified as a result of multiple Incidents that exhibit 
common symptoms. Problems can also be identified from a single significant Incident, 
indicative of a single error, for which the cause is unknown, but for which the impact 
is significant. 
 
A known error is a condition identified by successful diagnosis of the root cause of a 
problem, and the subsequent development of a Work-around. 
 
Problem management is different than incident management. The principal objective 
of problem management is the detection, resolution, and prevention of incidents; 
incident management records the incident. Below picture is taken from Stationery 
Office (May 1, 2001) Service Support (page 56) 
 

 

 

 

 
 
 

Figure 3.5 Problem Management Processes 
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The above diagram shows the details of the problem management process. The 
problem management process is intended to reduce the number and severity of 
incidents and problems on the business, and report it in documentation to be available 
for the first-line and second line of the help desk. The proactive process identifies and 
resolves problems before incidents occur. These activities are: 

• Trend analysis;  
• Targeting support action;  
• Providing information to the organization.  

 
The Error Control Process is an iterative to process known errors until they are 
eliminated by the successful implementation of a change under the control of the 
Change Management process. 
 
The Problem Control Process aims to handle problems in a efficient way. Problem 
control identifies the root cause of incidents and reports it to the service desk. Other 
activities are: 

• Problem identification and recording;  
• Problem classification;  
• Problem investigation and diagnosis.  

 
The standard technique for identifying the root cause of a problem is to use an 
Ishikawa diagram, also referred to as a cause-and-effect diagram, tree diagram, or 
fishbone diagram. An Ishikawa diagram is typically the result of a brainstorming 
session in which members of a group offer ideas to improve a product. For 
problem-solving, the goal will be to find the cause and effect of the problem. The 
following diagram is an example of an Ishikawa diagram. These two diagrams is 
taken from Stationery Office (May 1, 2001) Service Delivery page (78&79) 
 
 
 

 
 
 
 
 

 
Figure 3.6 Ishikawa Diagram 
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Ishikawa diagrams can be defined in a meta-model. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 3.7 Ishikawa Diagram Meta-model 
 
First there is the main subject, it is the backbone of the diagram what we try to solve 
or improve, and the main subject is derived from a cause. The relationship between a 
cause and an effect is a double relation, a cause is result of effects, and the effect is 
the root of causes. But there is just one effect for several causes and one cause for 
several effects. The following example shows an application of the meta-model. 
 
3.2.2.4 Configuration management 
Configuration Management is a process that tracks all of the individual Configuration 
Items (CI) in a system. A system may be as simple as a single server, or as complex as 
the entire IT department. Configuration Management includes: 

• Creating a parts list of every CI (hardware or software) in the system.  
• Defining the relationship of CIs in the system  
• Tracking of the status of each CI, both its current status and its history.  
• Tracking all Requests for Change to the system.  
• Verifying and ensuring that the CI parts list is complete and correct.  

 
There are five basic activities of Configuration Management: 

• Planning: The Configuration Management plan covers the next three to six 
months in detail, and the following twelve months in outline. It is reviewed at 
least twice a year and will include a strategy, policy, scope, objectives, roles 
and responsibilities, the Configuration Management processes, activities and 
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procedures, the CMDB, relationships with other processes and third parties, as 
well as tools and other resource requirements.  

• Identification: The selection, identification and labeling of all CIs. This 
covers the recording of information about CI's, including ownership, 
relationships, versions and unique identifiers. CIs should be recorded at a level 
of detail justified by the business need, typically to the level of "independent 
change".  

• Control: This gives the assurance that only authorized and identifiable CIs are 
accepted and recorded from receipt to disposal. It ensures that no CI is added, 
modified, replaced or removed without the appropriate controlling 
documentation e.g. approved RFC, updated specification. All CIs will be 
under Change Management Control.  

• Status Accounting: The reporting of all current and historical data concerned 
with each CI throughout its life-cycle. It enables changes to CIs and tracking 
of their records through various statuses, e.g. ordered, received, under test, live, 
under repair, withdrawn or for disposal.  

• Verification and Audit: This is a series of reviews and audits that verifies the 
physical existence of CIs, and checks that they are correctly recorded in the 
CMDB. It includes the process of verifying Release and Configuration 
documentation before changes are made to the live environment.  

 
3.2.2.5 Change Management 
The CCTA defines the change management process this way: 

The goal of the change Management process is to ensure that standardized 
methods and procedures are used for efficient and prompt handling of all 
changes, in order to minimize the impact of change-related incidents upon 
service quality, and consequently improve the day-to-day operations of the 
organization.  
 

Change management is responsible for managing change process involving: 
• Hardware  
• Communications equipment and software  
• System software  
• All documentation and procedures associated with the running, support and 

maintenance of live systems.  
 
Any proposed change must be approved in the change management process. While 
change management makes the process happen, the decision authority is the Change 
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Advisory Board (CAB), which is made up for the most part of people from other 
functions within the organization. The main activities of the change management are: 

• Filtering changes  
• Managing changes and the change process  
• Chairing the CAB and the CAB/Emergency committee  
• Reviewing and closing RFCs  
• Management reporting  

 
The change management process is important because everything changes and, in 
business, where life is sufficiently complex already, the reliance on information 
systems and technology causes management to spend an astonishing amount of time. 
 
3.2.2.6 Release Management 
Release Management is used for platform-independent and automated distribution of 
software and hardware, including license controls across the entire IT infrastructure. 
Proper Software and Hardware Control ensure the availability of licensed, tested, and 
version certified software and hardware, which will function correctly and 
respectively with the available hardware. Quality control during the development and 
implementation of new hardware and software is also the responsibility of Release 
Management. This guarantees that all software can be conceptually optimized to meet 
the demands of the business processes. The goals of release management are: 

• Plan to rollout of software  
• Design and implement procedures for the distribution and installation of 

changes to IT systems  
• Communicate and manage expectations of the customer during the planning 

and rollout of new releases  
• Control the distribution and installation of changes to IT systems  

The focus of release management is the protection of the live environment and its 
services through the use of formal procedures and checks. 
 
3.2.3 Planning To Implement Service Management 
The Planning to Implement focuses on key issues to be considered when planning the 
implementation of IT Service Management. The steps required to implement or 
improve IT service provision are explained, and guidance is provided on the 
alignment of business needs to IT, enabling an assessment of whether IT service 
provision is really meeting the needs of the business. Planning to Implement Service 
Management gives practical guidance on the evaluation of the current maturity levels 
of Service Management and on implementing the processes involved. 
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3.2.4 Security Management 
This part manages the security issues. 
 
3.2.5 ICT Infrastructure Management 
ICT Infrastructure Management covers all aspects of ICT infrastructure management 
from identification of business requirements through the tendering process, to the 
testing, installation, deployment and ongoing support and maintenance of the ICT 
components and IT services. This part describes the major processes involved in the 
management of all areas and aspects of technology and includes: 

 Design and Planning processes  
 Deployment processes  
 Operations processes  
 Technical Support processes. 

 
3.2.6 The Business Perspective 
The Business Perspective covers a range of issues concerned with understanding and 
improving IT service provision, as a part of the entire business requirement for high 
IS quality management. These issues are: 

• Business Continuity Management describes the responsibilities and 
opportunities available to the business manager to improve what is, in most 
organizations one of the key contributing services to business efficiency and 
effectiveness.  

• Surviving Change. IT infrastructure changes can impact the manner in which 
business is conducted or the continuity of business operations. It is important 
that business managers take notice of these changes and ensure that steps are 
taken to safeguard the business from adverse side effects.  

• Transformation of business practice through radical change helps to control 
IT and to integrate it with the business.  

• Partnerships and outsourcing  
 
The Business Perspective aims to familiarize business management with the 
underlying components and architecture design of the Information and 
Communications Technology (ICT) infrastructure necessary to support their business 
processes and gain an understanding of Service Management standards and better 
practice. 
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The Business Perspective helps the business to understand the benefits of best practice 
in IT Service Management, while at the same time helping the Service Provider to 
talk on level terms with the business. Similarly, Planning to Implement Service 
Management helps Service Providers plan their implementation of Service 
Management best practice while at the same time helping the business to talk on level 
terms with the Service Provider. 
 
3.2.7 Process Theory 
This section gives an introduction to process theory, which is the basis for ITIL 
process models. A process is a connected series of actions, activities, and changes etc, 
performed by agents with the intent of satisfying a objective or achieving a goal. A 
process model enables understanding and helps to articulate the distinctive features of 
a process. When a process has been defined it should be under control to be 
manageable, the process control is the process of planning and regulating, with the 
objective of performing the process in an effective and efficient way. The output 
produced by a process has to conform to operational norms that are derived from 
business objectives. If products conform to the set norm, the process can be 
considered effective (because it can be repeated, measured and managed).If the 
activities are carried out with a minimum effort, the process can also be considered 
efficient. Process results metrics should be incorporated in regular management 
reports. 
 
 
 
 
 
 
 
 
 
 

 
Figure 3.8 Generic Process Model 

 

The model shown above is a generic process model. It is taken from 
http://www.answers.com 2005 December. Data entered in the process, is processed 
and then the data comes out, the output has been measured and reviewed by the 
process control. This very basic description underpins any process description. A 
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process is always organized around a goal. The main output of that process is the 
result of that goal. The approach underpins the plan-do-check-act cycle of any quality 
management system. Plan the objective of your process in such a way that the process 
action can be audited for successful achievement and, if necessary, improved. 
 
3.3 Application Management 
The last piece of the ITIL framework deals with Application Management, which is 
the subject of this thesis. Application Management addresses the complex subject of 
managing applications from the initial business need, through the Application 
Management lifecycle, up to and including retirement. In addition, Application 
Management includes the interaction with IT Service Management disciplines 
contained in Service Delivery, Service Support and ICT Infrastructure Management.  
 
This thesis places a strong emphasis on ensuring that IT projects and strategies are 
tightly aligned with those of the business throughout the applications lifecycle. This is 
critically important in ensuring that the business is receiving, and IT is delivering, the 
proper value for the investments made. 

To fully understand Application Management, it is necessary to contrast it with 
Service Management and application development. 

 Application Management is the superset, which describes the overall 
handling, or management, of the application as it goes through its entire 
lifecycle. This lifecycle encompasses both the application development phases 
and Service Management activities noted below. By bringing these two 
disciplines together, the goals of IT Service Management will be accomplished 
more easily through the delivery of applications that are more operable and 
manageable.  

 Application development is concerned with the activities needed to plan, 
design, and build an application that will ultimately be used by some part of 
the organization to address a business requirement. This includes application 
acquisition through custom development, purchase, hosting, provisioning and 
any combination thereof. It is not concerned with the deployment or ongoing 
daily management of the application.  

 Service Management focuses on the activities that are involved with the 
deployment, operation, support, and optimizations of the application. The 
main objective is to ensure that the application, once built and deployed, can 
meet the Service Level that has been defined for it.  

Figure 3.9 illustrates the relationships between application development, Service 
Management, and Application Management. This picture is taken from Stationery 
Office (May 1, 2001) Application Management (page 26) 
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Figure 3.9 – Relationships between Application Development, Service Management 
and Application Management 
 
Bon, J.V.(2002) said Application Management provides a comprehensive, end-to-end 
description of all the management processes that need to be followed within the 
lifetime of an application (from conception to retirement). It provides a holistic 
description of what needs to be done and by whom. Application Management also 
establishes a road map that all IT professionals can follow to successfully deliver new 
and existing applications into the IT environment in a more sustainable manner. 

Although application development, Service Management, and Application 
Management are treated here as distinct disciplines, in reality these disciplines are 
intertwined. The level of integration between the different disciplines is dependent on 
several factors. These factors can range from the market the organization is in (e.g. 
banks have a different approach towards Application Management from that of 
technology companies), to the standards and guidelines chosen by the organization. 

 
Application management includes: 

 Managing the business value 
 Align the delivery strategy with key business drivers and organizational 

capabilities. 
 Define the application management lifecycle 
 Organizing roles and function 
 Provide control methods and techniques 
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Chapter 4 Data Presentation 
In this chapter, the data and information will be shown which is collected from the 
below Companies regarding my research questions. First case is Harbin Power 
Company, and the second case is Daqing Power Company. 
 
4.1 Case One: Harbin Power Company 
Harbin Power Company is a big national enterprise. Till the end of 2001, it has 
1031700 clients; the power supply area is 37000 square kilometers, Services for 
Harbin city and 8 towns around city.  It is the biggest power enterprise in 
Heilongjiang Province; also it is a typical local enterprise in China. 
 
The application systems in this company are developed by several software 
companies and the IT support center. This enterprise, over the years have run 
independent enterprise applications and legacy systems with the unpleasant results of 
most of the times generating different statistical figures from these independent 
systems. A lot of investments have been made in the acquisition and installations of 
both the hardware and software in the company with no recognizable returns as far as 
the accurate and timely information needs of the company are concerned. Company 
starts by connecting just a few applications point-to-point, and synchronizing some 
data and transactions across them. However, as the number of applications and 
platforms increases, and the complexity of the data structures and transformations 
grows, the integration requirements and technical solutions change. 
 
There are several information systems in this enterprise, the majors are:  the finical 
information system which developed and deployed in 2003; the human resource 
management information system; Operation Management information system which 
purchased and deployed in 2005, it is a quite updated information system, combine 
several advanced technology. Each system works alone, it means they can not share 
information. The communication among these systems is based on paper printing. 
Data backup separately. Multiple platforms of server existed in these information 
systems. All these systems are developed by different software company with 
different technology. 
 
From the recent research by internal IT support center, around 78.5% internal staffs in 
this enterprise are not satisfied with the information service and systems. Below are 
some interviews with staffs in Harbin Power Company. These staffs are coming from 
3 critical departments: Finical Department, IT Support Center and Operation 
Department. 
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4.1.1 Finical Department 
 
In this department, there 25 persons work here. The finical information system is 
purchased and deployed in 2003. There are 28 windows XP based Personal 
Computers and 1 UNIX Sever, 1 Windows 2003 Standard Sever. I interview 2 persons 
with 3 questions for each; they are IT Specialist and Accountant. These 3 questions 
are: 
 

1. What is the problem of current IT service for your work? 
 

2. Can you find the right technical staff when you meet the IT incident with your 
work? 

 
3. Which part IT service should be changed for your work? 

 
IT Specialist works in this department, if there are some incidents or problems of IT 
service here, the staff will first contact with IT Specialist, and IT Specialist will try to 
solve these problems by him or call the IT Support Center.  Then there are too many 
works for him, in every end of months and year, it is the busiest time in finical 
department, report and calculate are the major works, too many tasks and problems 
for one person.  
 
The problems of current IT service from IT Specialist’s view are: there are too many 
formats of exchanged data, which are hard to handle. It means the finical department 
has finical information system and format. The human resource department has its 
own system and information format, the operation department has another 
information system and format. If the problem occurred between systems, it is hard to 
find reason. When the big problem occurred, the specialist should contact with IT 
support center, but which one should to be called for? IT Specialist cannot find the 
right technical staff sometime.  
 
From the finical department IT Specialist’s view, the format of transferred data should 
be unique. And the duty of each staff in IT support center should be cleared. Some 
new computer and hardware should be purchased for better.  
 
Accountant is the most important person in finical department; she charges every 
finical transaction of this enterprise, she needs finical information from every 
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department. The problems form accountant side is: the finical system is too slow, and 
the data lost sometime. Data should be presented in several formats for several 
information systems. If some problems happened, the accountant cannot find the right 
person for him. Sometime the IT Specialist is busy with others, and the IT support 
center cannot understand my questions or nobody is free. The accountant said that she 
need more help from IT Specialist and IT support center, add some IT Specialists or 
support staffs is needed. Purchased some advanced computers and hardware which 
can provide better performance.  
 
4.1.2 Operation Department 
 
This department is the core of the whole enterprise, the major business operation are 
performed in this department. 50 staffs work in this department with 2 department 
managers. The department manager report daily business to the manager of the whole 
enterprise.  
 
There are 43 windows XP based computer and 15 windows 2000 workstation 
computer work in this department. Also there 4 servers, 3 are windows 2003 advanced 
sever, 1 is Solaris 10, so the network environment is quite complex. Backup data is 
daily work for this department. 
 
In this department, I interview 2 persons with 3 questions for each; they are IT 
Specialist and department head. These 3 questions are: 
 

1. Which part of IT service that you are satisfied and which part you are 
dissatisfied?  

 
2. Which part of IT service should be changed for your work? 

 
3. Can you find the right technical staff when you meet the IT incident with your 

work? 
 
With the IT specialist conversation, IT specialist in this department is satisfied with 
operation information system (OIS), but not satisfied with the hardware. The OIS is a 
new system which purchased this year (2005), it worked well and fully fit for the 
current tasks for this department. But the hardware are purchased in 2001, the server 
works too slow, and it costs most time to solve the hardware problem. A new server 
should be purchased for the current information system. The new information system 
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is quite new, so more training are needed for IT specialist in this department. 
Sometimes IT specialist can get help from IT support center, but most of time IT 
specialist have to leave the unsolved problem to the IT support center that waste much 
time. 
 
The head of this department is not familiar with computer and information system. He 
is the expert of business operation, and a lot of knowledge and experience of power 
supply management. The head just want to have a stable and fast information system; 
he felt that the current system is not stable. If some problems happened, he will call 
for the IT specialist, but the IT specialist cannot solve all problems, waiting for the 
help from IT support center cost so much time. 
 
4.1.3 IT Support Center 
 
IT support center is in charge of all IT affairs for this enterprise. There are 30 
technical staffs in this department with 3 managers. They provide 24x7 IT support 
service for the whole enterprise. Every technical staff answered my question which 
showed blow: 
 

1. Do you know the business strategy, direction of Harbin Power Company and 
what? 

 
2. Do you know the problem of current information service? What is the 

problem? 
 

3. Do you know what kind of service of IT that needed? 
 

4. Do you know who needs IT service? 
 

5. Any suggestions for the future work? 
 
With question 1, only 20% staff answered with yes. Only 10% can write the business 
strategy, direction of Harbin Power Company. 
 
In question 2, more than 95% staff said that they know the problem. Totally there are 
78 kinds of problems are answered in the paper. Most of these problems are focus on 
hardware. 
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Question 3, almost 80% know what should do. They know the services are needed in 
this enterprise. 
 
Question 4, around 90% staffs, they know who are their customer. Among these 90%, 
most of them can understand their duty. 
 
Question 5 is an open question. There are so many kinds of answers. Such as Help 
desk should be set up in the enterprise for better service; has a long term plan for IT 
software and hardware etc. 
 
4.2 Case Two: Daqing Power Company 
 
Daqing Power Company is the second biggest power company in Heilongjiang 
Province, which followed Harbin Power Company. It set up in 1976 and provides the 
power to Daqing and Peripheral city. 
 
In this company, the IT support center is a quite small department. The IT equipments 
are quite old and few. The manager wants to enlarge this IT support center department 
and plan the map of future information service for business strategy. Currently, there 
are 5 information systems running for the daily business operation, they are: finical 
information system, management information system, human resource management 
information system, operation management information system and email system. 
These 5 information system each runs alone, they cannot exchange information. 
Backup data is hard to synchronize. Here I focused first 4 information systems, which 
can provide useful and important for the daily business.  
 
A research had been done internal in Daqing Power Company in this august 2005, 
90% people are not satisfied with the current information service. 95% are eager to 
get a new information system for their work. Below is data presentation from 4 
departments which mentioned above: finical information system, management 
information system, human resource management information system, operation 
management information system. 
 
4.2.1 Finical Department 
 
In this department, there 15 persons work here. The finical information system is 
purchased and deployed in 2004. There are 15 windows XP based Personal 
Computers and 1 UNIX Sever, 1 Windows 2003 Standard Sever. I interview 2 persons 
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with 3 questions for each; they are IT Specialist and department manager. These 3 
questions are: 
 

1. What is the problem of current IT service for your work? 
 

2. Can you find the right technical staff when you meet the IT incident with your 
work? 

 
3. Which part IT service should be changed for your work? 

 
The problems of current IT service from this IT Specialist’s view are: the system are 
quite new, which are hard to handle. It means this new finical information system is 
lack of help file or documentation, IT Specialist cannot find useful topic from the 
current documentation. IT Specialist cannot find the right technical staff sometime. 
The service border is not clearly defined. The new system is not compatible with the 
format from old system, so lots of input working had to done by hand, really time 
consuming. 
 
Department manager complained that this new system really waste time. Many of his 
subordinates cannot use it freely, the efficiency is too much low than before. The only 
one happy result is that report to the top manager is much easier than the old one. 
Sometimes IT Support Center cannot understand problem situation, because they do 
not have knowledge about finance things.   
 
4.2.2 Operation Department 
This department is the core of this enterprise, 90% profit are earned by this 
department. 40 staffs work in this department with 2 department managers. The 
department manager report daily business to the top manager of.  
 
There are 33 windows XP based computer and 6 windows 2000 workstation computer 
work in this department. Also there 4 servers, 3 are windows 2003 advanced sever, 1 
is Solaris 10. Backup data is daily work for this department. 
 
In this department, I interview 2 persons with 3 questions for each; they are 2 
department managers. These 3 questions are: 
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1. Which part of IT service that you are satisfied and which part you are 
dissatisfied?  

 
2. Which part of IT service should be changed for your work? 

 
3. Can you find the right technical staff when you meet the IT incident with your 

work? 
 
The 2 department managers almost have the same feeling about the current operation 
information system, it’s too slow for their daily work; and report to the top manager is 
really trouble, they have to change the format from this system to be compatible with 
the management information system. They suggest that the format of every 
information system should have unique format. IT support center should give more 
service, not only on software, hardware and network; they should also provide 
training for IT knowledge which can help the staff well. Yes, they can find the person 
from IT support center when they need help, but most of this situation happened that 
the IT support center cannot solve the problem immediately, additional support 
always comes up with extra cost. 
 
4.3.3 Management Layer 
 
I have interview the management layer of this power company, they want to control or 
reduce long term costs through cost oversight and continuous review, want to collect 
and define the true cost of providing IT services and allow for accurate accounting of 
these cost. As mentioned before, the management layer does not want to put so much 
on an unknown result. The previous management layer had made a IT investment plan, 
but it is not suitable for today. A new IT investment plan is needed. 
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Chapter 5 Data Analysis for Problems 
In this Chapter the presented data in the previous chapter will be analyzed. First, 
within-case analyses for every case with Research Question1 will be conducted. Here, 
the collected data with previous research in the area will be compared, followed by a 
cross-case analysis for each of the Research Question1. At last the cross-case 
analyses will compare the data from the two cases with each other.  
 
The Research Question 1 is: what are the problems of IT service management in 
Chinese Local Power Company? 
 
5.1 Within-Case Study 
In this section, the collected data from both Harbin Power Company and Daqing 
Power Company will be analyzed against the previous research. The analysis will be 
processed in the order of the research questions. 
 
5.1.1 Case Study One: Harbin Power Company 
From previous chapter, the data I collected, first we can find the following problems 
in information technology service field. 
 
This enterprise, over the years have run independent enterprise applications and 
legacy systems with the unpleasant results of most of the times generating different 
statistical figures from these independent systems. Company starts by connecting just 
a few applications point-to-point, and synchronizing some data and transactions 
across them. However, as the number of applications and platforms increases, and the 
complexity of the data structures and transformations grows, the integration 
requirements and technical solutions change. 
 
This enterprise do not have a long term IT Application Management plan, As 
Sunqiang mentioned that, application lifecycle is a term used to describe the various 
phases through which an application travels from the point at which it is conceived 
until the point at which it is formally retired. These phases include the traditional 
application development phases and the Service Management phases, combined into a 
single lifecycle. Those phases are Requirements, Design, and Build, which constitute 
the application development portion of the application’s lifecycle, and Deploy, 
Operate, and Optimize, which constitute the Service Management portion of the 
application’s lifecycle. Although the lifecycle model described seems to be linear and 
‘waterfall’ based, it is perfectly suitable for use in the light of ‘modern’ system 
development approaches such as Rapid Application Development (RAD). 
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It is quite important to notice that merely adding features to an existing 
application/upgrade application, or using it in different ways, does not constitute 
creating a new application, which means that there is no new application lifecycle. In 
fact, the lifecycle of any application continues until it is formally ended by retirement. 
 
It is also important to note that an application has not been retired just because it is 
not in widespread use any longer. An application is retired only when it no longer 
supports a business function and, even then, will be considered retired only if the 
application has been objectively removed from the IT environment, meaning that all 
program files have been removed from the systems involved. If that has not been done, 
the application still exists, will use resources, and needs to be considered when the IT 
environment changes. This is a crucial point. Toward the end of the last century, 
thousands of work hours were spent preparing applications to make them Years 2ooo 
ready, although many of the applications no longer supported business functions. 
 
This enterprise do not have a long term IT service management and IT infrastructure 
plan. The service management planning and infrastructure plan are another parts of 
ITIL framework, infrastructure management. As I have mentioned before, in this 
study, I focused on Application Management. 
 
Low management flow efficiency is another problem in this Company. The reason of 
this problem is the management flow is not electric or automatic. Although, the 
information system or application system have been set up, but education training 
does not gain the focus in the management layer eye, so staff are not familiar with 
these application systems.  

 
5.1.2 Case Study Two: Daqing Power Company 
This company is a young company in Chinese power group, there 2 major problems 
can be drawn from the current information technology situation. They are application 
lifecycle problems and lower business value from higher IT investment. 
 
The reason for long respondent time is the extensive use of XML. The management 
layer knows the great advantages of XML. Using of XML promised a number of great 
advantages for the company. But the outside software development company and the 
IT support center in this company both had no experience with XML, or tools 
available to allow them to work with XML efficiently. However, outside software 
development Company and the IT support center t had a reputation to live up to and 
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promised the delivery of the new system. During development of the system, the IT 
department’s lack of knowledge and its immaturity at gathering new knowledge led to 
a delayed system delivery and the performance of these new systems are quite 
unsatisfied. It is mismatch of business requirements and capabilities of the IT 
organization. 
 
All applications start their journey through the application lifecycle in the 
requirements phase. This is the phase during which the development team works 
closely with key business decision-makers to determine the organization’s 
requirements for the application. The requirements phase identifies the functionality, 
performance levels, and other characteristics that the application must satisfy. The 
requirements developed in this phase serve as a foundation for the remaining phases 
of the development process, and as the acceptance criteria. Requirements for 
modification of an existing application may originate from the optimize phase in the 
form of a Request for Change (RFC). 
 
‘It is not technology itself that supplies returns to a business, but how technology 
is employed to meet business requirements.’ The above point, validated by research 
and documented in a study by IBM and The Economist magazine, highlights the need 
for IT managers to focus more on business requirements and less on specific 
technology. Doing so will allow the IT manager to employ enabling technology that 
truly satisfies genuine business need. This, in turn, will result in a much higher rate of 
return from technology investments because they are enabling business-critical 
functionality. The benefits of aligning business and IT apply especially well to 
applications. Applications house the majority of deployed business functionality, 
making it essential that the business–IT alignment be accurately reflected within the 
applications employed to ensure that business needs are being satisfied. Without this 
essential alignment, the risk greatly increases that an organization will employ 
applications, and thus business functionality, that do not adequately meet business 
needs. 
 
Specifically, each company employs applications to achieve certain business 
objectives. These business objectives are often directed toward serving customers 
better or executing certain business processes more efficiently. Emerging technologies, 
such as the Internet, intranet, broadband, wireless, portals and messaging, have 
resulted in deployments of market-places, business-to-business portals, and 
business-to-consumer websites that are targeted at servicing customers better. 
Examples of applications that enable a business process to be executed more 
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efficiently include the enterprise resource planning (ERP) packages, and financial 
systems, such as accounting, general ledger and invoicing. All the benefits derived are 
a direct result of aligning business needs and opportunities with enabling technologies 
and capabilities. 
 
5.2 Cross-Case study 
In this section of data analysis, the two cases will be analyzed and the results 
compared to one another.  The order is same with research questions` order. 
 
Compare with these two cases I can find the problems of Information Technology 
Service as blow: 
 

 Do not have long-term IT service management plan. Do not have long-term IT 
infrastructure plan. 
The management layer will change once very 4 years or 8 years, the old IT 
infrastructure plan will changed by new management layer. 

 
 Low management flow efficiency  

At present the management flow is not electric or automatic; this is the main 
reason of low efficiency. At every start of management flow, the format is not 
unique; it is hard to manage with multi-format system. Information or knowledge 
can not be shared with different departments, too much duplicate job or work. 
The definition of operation process, report format and service level are not 
identical.   

 
 Complex IT environment, massive operation and maintenance task  

Due to massive IT infrastructure installment task, the IT environment is quite 
complex, the maintenance tasks are huge and hard.   
 

 Lower business value from higher IT investment 
The company has put lots of money for IT investments, but the reward of these 
investments is quite less than what they expected. 

 
 No or less consideration of IT service with business strategy or business goal. 
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Chapter 6 Data Analysis for Solutions  
In this chapter, Firstly, within-case analyses for every case with Research Question 2 
will be conducted. Here, compare the collected data with previous research in the 
area, followed by a cross-case analysis for each of the Research Question 2. At last 
the cross-case analyses will compare the data from the 2 cases with each other.  
 
The Research Question 2 is: Assuming Application Management is implemented 
successfully within the organization, how can Application Management solve the 
problems from RQ1 or improve the IT service for these 2 companies? 
 
6.1 Within Case Study 
In this section, the collected data from both Harbin Power Company and Daqing 
Power Company will be analyzed against the previous research. The analysis will be 
processed in the order of the research question 2. 
 
6.1.1 Case 1 Harbin Power Company 
Sunqiang (2004) pointed that Application Management provides a comprehensive, 
end-to-end description of all the management processes that need to be followed 
within the lifetime of an application. It provides a holistic description of what needs to 
be done and by whom. Application Management also establishes a road map that all 
IT professionals can follow to successfully deliver new and existing applications into 
the IT environment in a more sustainable manner. 
 
Although the IT industry has traditionally made a distinction between Application 
Development (creating a service) and Service Management (delivering the service), 
that has not always worked well. In fact, it frequently results in a disconnected 
between the creation of applications and the efforts to maintain them. The Application 
Management approach to IT sees the two as interrelated parts of a whole, which need 
to be aligned. 
 
Examples of the information needed to align service creation and service delivery are: 

 application components with their interdependencies  
 planning of releases of the application (incremental development)  
 directories to locate and store binary files and application-related files, 

such as help files, required for deployment of the application or 
redeployment of parts of the application  

 scripts to be run before or after deployment  
 scripts to start or stop the application  
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 scripts to check hardware and software configuration of target systems 
before deployment or installation  

 specification of metrics and events that can be retrieved from the 
application and that indicate the performance status of the application  

 customised scripts initiated by the system administrator to manage the 
application (including the handling of application upgrades)  

 specification of access control information for the system resources used 
by an application  

 specification of the details required to track an application’s major 
transactions  

 SLA targets and requirements  
 operational requirements (allowing the profiling of resources)  
 support requirements  
 Service Management requirements and targets  

In addition to having the information that describes the management-related 
characteristics of a single application, it is often necessary to define how an 
application relates to other applications in order to plan completely for the 
management of the whole application portfolio. 
 
In short, an aligned approach can benefit: 

 mutual understanding of dependencies that exist between application 
development and Service Management, leading to balanced design 
decisions in the earlier phases of the lifecycle  

 integral planning of applications, from drawing board to deployment, i.e. 
application portfolio management, taking into account the Total Cost of 
Ownership (TCO)  

 an integral view on TCO, allowing the IT department to be more precise 
and more accurate in linking IT costs to business benefits  

 capacity requirements available early in the cycle, allowing infrastructure 
capacity planning aligned with applications ‘in the pipeline’  

 development, test, and production environments that can be managed in a 
well-coordinated way, lowering cost for defining, building, changing, and 
removing these environments  

 reference architectures and/or frameworks that can be developed to take 
into account issues for service creation (such as time to market) and 
service delivery (such as availability)  
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 application development project managers and service managers who 
have a common ground on which they can define cross-phase 
performance indicators that can be monitored and followed up  

Application designers who can design for functionality specifically aimed at Service 
Management; in fact, they could design applications that are ‘management ready’. 
 
In this case, with application management implemented, the company should have a 
long term IT strategy for the business.  
 
Application management will help this company to  

 Aligning business and IT 
 Define Key business drivers 
 Managing the application portfolio 
 Define the application management lifecycle 

 
This company has put so much money with IT, but less reward. With application 
management, they should first combine the business strategy with IT. Control the cost 
of IT investment, and define the key business drivers with IT. 
 
The biggest problem in this company is the information technology environment is 
complex, with application management; the IT department should manage the 
applications portfolio, which can help this department to manage the application.  
 
If any new information system plans to develop or deploy, the IT support should 
discuss the lifecycle of application development. This company should have a clearly 
application management definition.  
  
6.1.2 Case 2 Daqing Power Company 
Improving the IT capabilities, in fact, means improving the maturity level of the IT 
organization. In order to be able to assess and improve its maturity, an organization 
needs to define maturity in an unambiguous, verifiable, and traceable manner. 
 
When considering its maturity, one way to describe an IT organization is as a set of 
processes that can be measured and improved. Regarding software development, 
Watts S. Humphrey of the Software Engineering Institute said: 
‘An important first step in addressing software problems is to treat the entire software 
task as a process that can be controlled, measured, and improved. Clearly, a fully 
effective process must consider the relationships of all the required tasks, the tools 
and methods used, and the skill, training, and motivation of the people involved.’ 
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However, focusing on process maturity alone is a somewhat one-dimensional 
approach to determining an IT organization’s ability to build, operate, and maintain 
applications. In order to provide the full context of IT capabilities, a readiness 
assessment should examine six elements that help to characterize an IT organization: 
methodology, technology, skills, organization, measurement, and culture. 
 
Application management has a clearly define of application lifecycle, Align the 
delivery strategy with key business drivers and organizational capabilities, Aligning 
business and IT, define the Key business drivers and Managing the application 
portfolio. 
 
With Application management in this case, the help should be  

 Aligning business and IT 
 Managing the application portfolio 
 Align the delivery strategy with key business drivers and organizational 

capabilities. 
 Define the application management lifecycle 
 Provide control methods and techniques 

 
Because the company is new company with IT, so, with application management, the 
business and IT should be aligned, and the document of application should be clearly 
managed, which will benefit the future IT investment. 
 
The company should know the key business drivers and organizational capabilities, 
and align with delivery strategy.  
 
This company will have some information systems to purchase, so the application 
management lifecycle should be clearly defined.  
 
At last the application can provide control methods and techniques. 
 
6.2 Cross-Case Study 
In this section of data analysis, the two cases will be analyzed and the results 
compared to one another.  The order is same with research questions` order. 
 
The demand that businesses respond rapidly to changes in market conditions and that 
their IT organizations support and, in many cases, enable these changes, is very real. 
These challenges create many problems for the IT professional, not least of which is 
how to effectively manage the applications that is necessary to move the business 
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forward. The use of information technology is increasingly rapidly, and the simple 
fact that applications house the majority of business functionality demands that they 
be managed like the corporate assets they are. The situation is further complicated by 
the fact that, because of the emergence of e-business, Customers deal directly with the 
information technology of the company they are dealing with. This puts extra pressure 
on the reliability and scalability of the information technology employed. Redundant 
system functionality, poorly aligned objectives, lengthy deployment schedules, poor 
systems availability, and reliability are all issues that must be addressed within 
Application Management. 
 
Application management improves or changes the IT service management situation 
for Chinese local power Company as blow: 

 Aligning business and IT 
 Define Key business drivers 
 Managing the application portfolio 
 Align the delivery strategy with key business drivers and organizational 

capabilities. 
 Defining the delivery strategy 
 Define the application management lifecycle 
 Organizing roles and function 
 Provide control methods and techniques 
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Chapter 7 Findings and Discussions 
In previous chapter, the data had been analyzed. In this chapter, the findings will be 
firstly presented, and then followed with the discussions of ITIL implementation in 
China Company. 
 
7.1 Findings 
RQ1 what are the problems of the current IT service management in Chinese Local 
Power Company? 
 
The problems of current IT service management in Chinese Local Power Company 
are listed as below: 
 
1. Do not have long-term IT service management plan. Do not have long-term IT 

infrastructure plan. 
The management layer will change once very 4 years or 8 years, the old IT 
infrastructure plan will changed by new management layer. 

 
2. Low management flow efficiency  

At present the management flow is not electric or automatic; this is the main 
reason of low efficiency. At every start of management flow, the format is not 
unique; it is hard to manage with multi-format system. Information or knowledge 
can not be shared with different departments, too much duplicate job or work. 
The definition of operation process, report format and service level are not 
identical.   

 
3. Complex IT environment, massive operation and maintenance task  

Due to massive IT infrastructure installment task, the IT environment is quite 
complex, the maintenance tasks are huge and hard.   
 

4. Lower business value from higher IT investment 
The company has put lots of money for IT investments, but the reward of these 
investments is quite less than what they expected. 

 
5. No or less consideration of IT service with business strategy or business goal. 
 
These problems are typical problem in Chinese local Power Company, from the web 
site of China Power Company http://www.sp.com.cn/, we can find these problems are 
the main challenges of ITSM field. 
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RQ2 Assuming Application Management is implemented successfully within the 
organization, how can Application Management solve the problems from RQ1 or 
improve the IT service for these 2 companies? 
 
Application management improves or changes the IT service management situation 
for Chinese local power Company as below: 

1. By managing applications from different perspectives during their lifecycle, 
investments in IT can be viewed objectively, for instance, IT seen from the 
perspective of a cost centre, service centre, profit centre or investment centre. 
From a cost centre perspective high levels of investments in IT could be 
viewed as a waste of good money that ought to be invested in other parts of 
the company. However, from a profit or investment centre perspective, 
investing insufficient resources in business critical applications could result in 
loss of business revenue and even the company’s good name.  

2. Managing applications as corporate assets will focus management attention 
on the service delivery capabilities rather than on the short-term project 
implementation. This focus will stimulate organizations to implement 
application portfolio management, and to assess and adjust organizational 
capabilities in order to manage applications throughout their use.  

3. Linking the key business drivers to the application requirements, or quality 
attributes, enables organizations to design strategies to test applications in 
relation to their intended value to the business.  

4. Linking key business drivers to team goals and the use of overlapping goals in 
order to share responsibilities will ensure a more long-term business-driven 
culture in the application development and IT services organization. In this 
way the value of an application is tested, rather than the application itself.  

 
7.2 Discussions 
In this thesis, I just focus on the application management part of ITIL, and cases in 
this thesis are taken in the same province. This study concentrated on finding key 
actions of improvement of Application management with Chinese Power Company.  
The findings and conclusion are only fit for medium and small sized local company in 
China.  
 
As I mentioned before, ITIL is developed by UK government, although it is based on 
best practice, but we should still care about the adoption of ITIL from western 
countries to eastern countries. There are some different properties between them, such 
as the company political system, the management system and government influence. 
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If just copy the whole ITIL and implement it, this case will absolutely not be a 
successful case or even failed example. So the adoption of ITIL is also important. Due 
to time, knowledge and experience limited, I can not explore this part, but I have 
strong interest in it.  
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Chapter 8 Conclusions and Future 
Research 

In this chapter the conclusions of this thesis will be presented, and the future research 
work will be showed later. 
 
8.1 Conclusions 
According to the discussion in chapter 7 I presented above, the conclusion I got is 
followed as below: 
 
First assuming Application Management is implemented successfully within the 
organization; some of the key actions that can result in synergistic improvements in 
Application Management are presented in this section. These actions are 
 

 Aligning business and IT 
 Managing the application portfolio 

 
 
In most of Chinese Power Company, the investment had been made too much on IT, 
but the rewards are less. Every two years or four years the management layers are 
changed, new IT investment plans are made, duplicate cost happened, but the business 
objective is always same, so if they align business and IT, have a long term IT 
investment plan; the wasted money will be saved. 
 
The IT environment in these two companies is complex, it is better to have 
application portfolio, the reason of Managing the application portfolio will shown 
later, because Application Management interactive with other part of ITIL. 
 
It is important to recognize that Application Management interacts with other 
processes. Improvements to these processes would need to be made in conjunction 
with improvements to Application Management if the maturity level of the overall 
ICT environment is to be raised. 
 
1. Change Management process 
Change Management is critical to an effective Application Management process. A 
comprehensive, end-to-end process for managing changes begins with the recognition 
and assessment of all changes to the business in terms of both risk and impact. 
Changes are planned, monitored and controlled and the lifecycle is completed with 
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their full implementation and evaluation.  
 
2. Release Management process 
From the Application Management perspective, there are two key assumptions that 
relate to Release Management. The first is that the rate of accumulation of change 
requests could possibly exceed the resources available to deal with them and 
consequently a controlled Release cycle is an efficient way to handle changes to 
applications. The second is that sufficient resources are made available to allow a 
significant volume of changes to be incorporated into a Release with relatively short 
intervals between Releases. 
 
A balance must be achieved between a rapid response to User Requests for Changes 
and the need to maintain effective deployment of resources on maintenance activities. 
It is not feasible to respond immediately to every User change request, nor is it always 
desirable, as impacts must be assessed and potentially conflicting requests identified 
and resolved. Packaging changes into releases enables effective resource utilization. 
However, in a maintenance scenario releases cannot be so far apart that Users have to 
wait an unreasonable length of time for new or modified functions that are necessary 
to the business. 
 
8.2 Recommendations 
 
8.2.1 Recommendations for Theory 
The previous research provided theory regarding my thesis, in this thesis; I am trying 
to find the key actions in application management for local power company. This 
thesis contribution to theory is based on empirical data and information from 2 target 
local power company regarding our research questions. Because I just narrow down 
with the Application Management part of ITIL for local power company in China., 
the application management part is interact with other parts of ITIL closely, so there 
are large quantities of issues to study with in this field.  
 
8.2.2 Recommendations for Future Research 
As we mentioned above, there is still many issues can be studied and explained in 
ITSM field with Chinese Local Power Company, so due to research experience, I 
suggested something can be as future research: 

 The ICT Infrastructure Management with Chinese Local Power Company 
 The Planning to Implement Service Management with Chinese Local Power 

Company 
 The IT service delivery with Chinese Local Power Company 
 The IT service support with Chinese Local Power Company 
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