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A MODEL FOR EFFICIENCY ANALYSIS OF IT MAINTENANCE
SERVICES IN A COMPANY.

Abstract:

IT maintenance services have an important role to operate business processes in a company. There
are normally a lot of IT systems in a company and they are maintained with IT maintenance
services. So, it is meaningful analysis to compare efficiency of IT maintenance services by IT system
in a company.

In this paper, a model for efficiency analysis of IT maintenance services using DEA/AHP(data envelop
analysis/analytic hierarchy process) is developed in a company. In this paper, the efficiency of IT
maintenance services is evaluated with a DEA model which has maintenance cost and complexity of
maintenance service as input factors and degree of satisfaction for maintenance service as an
output factor. The complexity of maintenance service and the degree of satisfaction for maintenance
service are evaluated with AHP models, respectively.

We applied this model to evaluate efficiency of IT maintenance services in an insurance company. As
a result, we could suggest the best practices among the IT maintenance services and the improving
directions for the inefficient IT services in the company.
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