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Abstract

In order to deal with the problems such as high work intensity, low efficiency, single communica-

tion channel and urgent need to optimize service quality in the daily IT operation and mainten-

ance management process of enterprises, we established an intelligent information operation

and maintenance service platform based on ITIL (Information Technology Infrastructure Library)
technology. The platform mainly includes incident management, problem management, know-

ledge and resource management, version management, log management and other critical func-

tions, and the core business process of effective organization and integration through the ITIL

model, which provides a complete mechanism for automatic storage, tracking, analysis,

processing and early warning of events and problems. The application results show that the sys-

tem can improve the efficiency of the system through the unified scheduling and resource sharing,
and realize the standardization and sharing of the operation and management of the IT resource

life cycle.
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Figure 1. The support process of ITIL service
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Figure 2. The core structures and interactive relationship
of ITIL meta-model
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