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Many maodern business processes would be unable to function without
corresponding IT services. In spite of this ever-growing dependency, aswell as
the rise of customer expectations for performance and quality of IT services, very
little research has been done on the topic of IT service quality management.

Quality Management for I'T Services. Perspectives on Business and Process
Performance aims to reduce this knowledge gap and to encourage people to
spend more time researching the numerous facets of this increasingly important
aspect of commercial value adding. Featuring economic and social perspectives
along with implementation and practical solutions, this book gives both scientists
and practical experts an insight into the many different facets of IT service
quality management.
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Editorial Review
About the Author

Claus-Peter Praeg is project manager and key accountant for the financial service sector at the Institute for
Industrial Engineering (IAO) of the Fraunhofer Society. He is responsible for national and international
research and consulting projectsin the area of IT service & business performance management, I T business
alignment and I T value engineering. He holds a master degree in management and economics of the
University of Stuttgart-Hohenheim. Claus Praeg is a certified Project Management Professional (PMP®) and
foundation certified for ITIL. Heis author and co-author of several market studies and refereed articlesin the
areas of I T service management, value engineering and business performance management.

Dieter Spath is Professor at the Ingtitute for Human Factors and Technology Management (IAT) at the
University of Stuttgart and director of the Fraunhofer Institute of Industrial Engineering (IAO). Before he
was Managing Director for KASTO-enterprises and Professor at the Institute for Machine Tools and
Production Science and Dean of the faculty of Mechanical Engineering at the University of Karlsruhe (TH).
Dieter Spath is Vice President of acatech (Council for Technical Sciences of the Union of German
Academies of Sciences and Humanities), Secretary General of IFPR (International Foundation of Production
Research), Fellow of CIRP (International Institution for Production Engineering Research) and is member of
the European Academy for Industrial Management (EAIM). Dieter Spath holds a honorary doctorate from
Technical University of Munich. He is bearer of the Federal Cross of Merit of the Federal Republic of
Germany and the Medal of Merit of the Technical University of Gdansk.

Users Review
From reader reviews:
Bridget Carter:

The book Quality Management for IT Services. Perspectives on Business and Process Performance will
bring one to the new experience of reading anew book. The author style to explain the ideais very unique. If
you try to find new book to study, this book very suited to you. The book Quality Management for IT
Services: Perspectives on Business and Process Performance is much recommended to you to see. Y ou can
also get the e-book from your official web site, so you can easier to read the book.

Martha Furman:

The actual book Quality Management for IT Services. Perspectives on Business and Process Performance
has alot of information on it. So when you make sure to read this book you can get alot of profit. The book
was written by the very famous author. The writer makes some research prior to write this book. That book
very easy to read you can obtain the point easily after looking over this book.



William Ward:

Reading can called brain hangout, why? Because while you are reading a book particularly book entitled
Quality Management for IT Services. Perspectives on Business and Process Performance your head will drift
away trough every dimension, wandering in every aspect that maybe mysterious for but surely can be your
mind friends. Imaging every word written in a book then become one application form conclusion and
explanation that will maybe you never get ahead of. The Quality Management for IT Services. Perspectives
on Business and Process Performance giving you another experience more than blown away the mind but
also giving you useful information for your better life in this era. So now let us demonstrate the relaxing
pattern thisis your body and mind are going to be pleased when you are finished reading it, like winning a
sport. Do you want to try this extraordinary shelling out spare time activity?

Genia Vanderford:

Many people spending their time by playing outside with friends, fun activity with family or just watching
TV dl day every day. Y ou can have new activity to invest your whole day by reading through a book. Ugh,
do you think reading a book can definitely hard because you have to accept the book everywhere? It ok you
can have the e-book, delivering everywhere you want in your Smartphone. Like Quality Management for IT
Services. Perspectives on Business and Process Performance which is keeping the e-book version. So , try
out this book? Let's find.
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