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Abstract : In a dynamic market of Information Technology (IT) Service and with high quality demands and high performance
requirements in decreasing costs, it is imperative that IT companies invest organizational effort in order to increase the
effectiveness of their Information Technology Service Management (ITSM) processes through the improvement of ITSM project
management and through solid support to the strategic decision-making process of IT directors. In this article, the author
presents an analysis of common issues of IT companies around the world, with strategic needs of information unmet that
provoke their ITSM processes and projects management that do not achieve the effectiveness and efficiency expected of their
results. In response to the issues raised, the author proposes a framework consisting of an innovative theoretical framework
model of ITSM management and a technological solution aligned to the Information Technology Infrastructure Library (ITIL)
good practices guidance and ISO/IEC 20000-1 requirements.  The article describes a research that proves the proposed
framework is able to integrate, manage and coordinate in a holistic way, measurable and auditable, all ITSM processes and
projects of  IT organization and utilize the effectiveness assessment achieved for their strategic decision-making process
increasing the process maturity level and improving the capacity of an efficient management.
Keywords :  innovation  in  IT  services,  ITSM processes,  ITIL  and ISO/IEC 20000-1,  IT  service  management,  IT  service
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