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A Study on Research Framework and Research Trends
in IT Service Management (ITSM) Area

Jong Ok Lee, S.H. Shin, Hong Keun Kim, K.T. Hwang

Abstracp This study proposes a research framework for IT service management (ITSM) area based on
-J theories on innovation and IT achievements in the area of MIS. Then, existing ITSM literature is
rev1ewed based on the research framework, and implications for future ITSM research are suggested. Major
findings are as follows: @ domestic research efforts should be continued to contribute to the diffusion of ITSM in
industry, @ since a certain level of research results has been accumulated, explanatory research rather than
exploratory and/or descriptive studies should be pursued in the future, @ research on the performance of ITSM is
lacking, @ research utilizing more objective data (secondary data obtained from ITSM systems) is needed. ITSM is
innovation that can contribute to the improvement of productivity and competitiveness of organizations through
systematic management of IT. It is expected that the research framework and implications of this study can assist
future research efforts and practical utilization of ITSM.
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