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Method to quantify application maintenance services
Dai Sakai '

Quantifying the service of application maintenance in Application Management Service has proven difficult, and
therefore rarely considered in the past. In general, requirements for maintenance services are of various nature,
and unlike in development work, straightforward ways to measure quantity by function point or line of codes and
the like could not be identified.

Therefore it was impossible to show the results of maintenance service quantitatively so far. Consequently we
were not able to discuss the quantitative benefits of the services provided by the maintenance team with our
clients. Equally difficult was the task to explain that the provided services met the client’s expectations.

The department developing and maintaining IBM's in-house applications (IBM Global Account) showed ingenuity
to solve this issue, and starting in July 2012, enabled itself to measure the quantity of maintenance services. This
paper introduces the resulting method and its preferential usage in Application Management Service.
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