%36E F20MH it B O I % 2010 £ 10 A
Vol.36 No.20 Computer Engineering October 2010
 FEAARSZITHEA - XEHS: 1000—3428(2010)20—0247—03  RKAFIREG: A HESEE,; TP30L

IT

200240)

Research and Implementation of Distributed Collaborative Support
in IT Service Management

YAN Wei, SHEN Bei-jun
(School of Software, Shanghai Jiaotong University, Shanghai 200240, China)

Abstract This paper analyzes operation modes of enterprise IT Service Management(ITSM) and discusses the collaboration scenario for ITSM.

On the basis of this, this paper proposes an innovative scheme which comprehends a methodology and a tool to support collaboration in IT service

management based on the worksheet management process and delegation mechanism in configuration management. Three enterprises are chosen for

pilot run, result shows that the scheme can provide a good support for distributed collaboration in ITSM.
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