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A Why?

A How do we use It?

A Should we switch (or add)?
v (If we do, what do we need to know?)
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Al " m assumi ng you know at |

about CMMI.
Al " m usi ng sevempposeSEl sl 1

ABy the end of the sessi on,
CMMESVC.

A \What are your questions?
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ANENTINEX
WHAT’'S THAT?

Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

What is CMMI for Services?

CMMI-SVC extends the coverage of the CMMI Product Suite to cover
the establishment, management, and delivery of services.
Like every CMMI model, CMMI-SVC

is a process improvement approach that provides organizations with the
essential elements of effective processes

can be used to guide improvement for a team, project, division, or an entire
organization

helps to set process improvement goals and priorities, provide guidance for
quality processes, and provide a point of reference for appraising current
processes

can be used to improve services inside an organization or with clients

represents the consensus of thousands of practitioners about the essential
elements of service delivery
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Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

What is a Service?

A serviceis an intangible, non-storable product (e.g., operations,
maintenance, logistics, and IT).

Services imply ongoing relationships governed by service agreements.
Services are delivered through the operation of a service system.
Services are often simultaneously produced and consumed.

Services have a different business rhythm than goods.

Goods Develop | Deliver

Service Develop | Deliver

=
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Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

What Types of Services Does CMMI-SVC Cover?
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Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

CMMI Constellations

A constellation is the subset of the CMMI Product Suite relevant to
improvementin a particular area of interest. Currently, there are three
constellations:

Development (CMMI-DEV):
« build stuff

+ tangible, storable products, made to specification in a lifecycle

Acquisition (CMMI-ACQ):
+ buy stuff
+ specify, solicit, select, contract, procure, accept, transition to consumer

Services (CMMI-SVC):

+ do stuff

+ intangible, non-storable products delivered via a service system based on explicit or
implicit service requests

Some material adapted from The CMMI Crash Course, ®2005-9 Entinex, Inc.

N
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Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

Relationships to Other Constellations

Services-specific PAs
*CMMI-SVC addition

Shared PA (SAM)

Core PAs
Include service-specific
informative material

©2010 Camegie Mellon University 6
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Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

CMMI-SVC Content

18

Capacity and Incident Resolution
CMMI-SVC Availability & Prevention
Management

Service Service
Continuity Delivery

Strategic Service Service System
Management Transition

CMMI-DEV

Service System
Development

16 rore

L0 COIE
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Development Supplement for CMMI-SVC December 2010

Differences in PAs — Summary

CMMI-SVC PAs by Category CMMI-DEV PAs by Category

Process Management Process Management

Project and Work Managemen Project Management

Support

Service Establishment . .
and Delivery Engineering

DEREGE DOGA0
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What ' s speci al about Services tha

WHY?
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“NTINEX

MI-SVC?

Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

Why is CMMI-SVC Needed?

Service providers deserve a consistent benchmark as a basis for
process improvement that is appropriate to the work they do and is
based on a proven approach.

Demand for process improvement in services is likely to grow; services
constitute more than 80% of the U.S. and global economy.

CMMI-SVC addresses the needs of a wide range of service types by
focusing on common processes.

Many existing models are designed for specific services or industries.
Other existing models do not provide a clear improvement path.

Poor customer service costs companies $338 billion annually.

SEl stakeholders approached us requesting a model for services.

—a—
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ANENTINEX
MOREON “WHY?2”

Development Supplement for CMMI-SVC December 2010

Terminology: Goods vs. Services, Project vs.
Work

PA Terminology
+ oriented toward “projects” and “goods”
« paradigm (generally) of large-scale development

Project vs. Work
+ discrete (CMMI-DEV) vs. amorphous or ambiguous (CMMI-SVC) timelines
 discrete and tangible vs. amorphous or ambiguous “goods”

Aspects of Products

« functions: things the product needs to do

» attributes: characteristics about how it does the things it needs to do; e.g.,
how fast, how often, how accurately, how reliably

» constraints: conditions that the product may not violate

©2010 Camegie Mellon University 18

l(C) 2011 ENTINEX, INC. 25-JAN-11 13l



Development Supplement for CMMI-SVC December 2010

Differences in Process Improvement Between
Services and Development

Services Development

+ Changes are made to the service + Changes are made to development
system, which immediately affects methods and tools, but impacts
delivery of services to customer. may not be visible to the customers

until later product deliveries.
Performance of the service system P

is inseparable from quality of The distinction between
service. development process performance

_ and product performance is clear.
Feedback from service users to P P

providers is typically direct and Feedback from product end users
rapid. to developers is often indirect and
slow.

Repeated service delivery provides

numerous and frequent Longer development cycles provide

opportunities to measure. more limited and less frequent
opportunities to measure.

©2010 Camegie Mellon University 19
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NTlNEX

DIFFERENCES THAT "HO‘VV UP:

Development Supplement for CMMI-SVC

December 2010

Summary of Service vs. Development

Possible Differences

Services

no second chances
attentiveness

immediacy and simultaneity
attention to details

consumers noticing details
immediately

visibility into how problems are
resolved

real time communication

value strongly influenced by point
of contact

quality can be objective or
amorphous

Development

L

iterating toward final correct
product frequently expected

quality frequently defined in
objective terms

value easily connected to specific
performance results, independent
of point of contact

communication infrequently real
time

circuitous path from failure to
producer

©2010 Camegie Mellon University 22
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A 4’1\"

AServices are' " t o t

cl oser

V¥ Issues, failures and therefore improvement are more
prominent.

A A bénchmarkable’ framewor k f or | 1
exist.

v Other frameworks and models lack built-in infrastructure
for institutionalization.

A Services are a disproportionate majority of technical
work.

v CMMLIDEV is inappropriate for organizations providing
services.

YVTechniti cal work can be a “Db
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CMMI for Services Nuts and Bolts

HOW DO WE USE IT?

(C) 201 1 ENTINEX, INC. 25-JAN-11



Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

Services-Specific PAs in English

Strategic Service Management (STSM):
deciding what services you should be providing, making them standard, and letting
people know about them

Service System Development (SSD):
making sure you have everything you need to deliver the service, including people,
processes, consumables, and equipment

Service System Transition (SST):
getting new systemsin place, changing existing systems, retiring obsolete systems, all
while making sure nothing goes terribly wrong with service

Service Delivery (SD):
setting up agreements, taking care of service requests, and operating the service
system

Capacity and Availability Management (CAM):
making sure you have the resources you need to deliver services and that they are
available when needed—at an appropriate cost

Incident Resolution and Prevention (IRP):
handling what goes wrong—and preventing it from going wrong in the first place if you
can

Service Continuity Management (SCON):
being ready to recover from a disaster and get back to delivering your service

—a—
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/NENTINEX T e
DEVELOPMENT LOOKS'LIKE
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Development Supplement for CMMI-SVC December 2010

Another Group: Suppliers of Trains, Control
Systems, Entry Gates, etc.

©2010 Camegie Mellon University 14
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Development Supplement for CMMI-SVC

One Group: Urban Transit Authority

@©2010 Camegie Mellon University 13
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LOPING’> A SE 'S'li;l

Development Supplement for CMMI-SVC December 2010

SSD — Note the Components of Room Service

@©2010 Camegie Mellon University 21
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To DEVELOP A SERVIGE...

Development Supplement for CMMI-SVC December 2010

SSD “Summarizes” CMMI-DEV Engineering PAs
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S ENTINEX
UsING DEV AND SVC‘I"EETHER

Development Supplement for CMMI-SVC December 2010

DEV Project Lifecycle Fits Within Typical
Service-Related Lifecycles

Development Planning | Analysis

Projed Design

Service Conceptualization Development Retirement

Project

senvice | Tominaier

sy5tem Design

cpesion

Service © 000 O OO0
Regilest CEEICOED © ©

00...gn-- 0O

Initlahon I Analysis / Resolution / Closure

Incident

Detection / Analysis / Resolution / Closure

©2010 Camegie Mellon University 66
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What is the fit with ITIL and ISO and RMM?

We designed CMMI-SVC to be complementary and compatible with
ITIL.

We did a full mapping to ISO 20K.

CMMI-SVC is missing security and financial management, though
neither is entirely absent from the model.

In part, we left security out because we knew the RMM model was on its
way, with full coverage of security and continuity.

ITIL does not have an evolutionary improvement path or organizational
supports, and CMMI excels at these. ITIL has more “*how to” guidance
particular to IT—this is why we think the models are complementary.

RMM is like SCON (service continuity) “on steroids.”
We have a working team looking at SCAMP/| appraisals to include ITIL.

— . . . CMMifor Services (CMMI-SVC)
——= Software Engineering Institute = Carnegie Mellon Eormaser, 2010

egie Mellon University
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A

A Maturity Level 2

o - @8 0 0
A Maturity Level 3

- - -

A Maturity Level 4

A Maturity Level 5
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Does CMMISVC matter to you?

SHOULD WE SWITCH?

(C) 2011 ENTINEX, INC



Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

Process Focus & Assumptions

Why focus on process? 7o help your business!

* improve your competitiveness
+ support your customers
+ do more with less
« expand your market

Assumptions
« capable process means lower cost
+ service quality is a function of process performance

+ process quality reduces causes of poor performance

In short, you focus on process to do better with time, money, and
quality in ways that matter to your customers and to you.

An organization with a culture of process excellence relies on process
management to achieve superior service results.

A=
CMMIL. | 5= Software Engineering Institute | CarnegieMellon
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Introduction to CMMI-SVC | Module 1.2

Forrester, November 2010

o

Define, and Establish, and Deliver Services

Monitor and Control Service and
Work Products

Ensure Service Mission Success
o feul.o

Make Work Explicit and Measurable

Manage Decisions, Suppliers, and
Standard Services

b @

Create a Culture to Sustain
Service Excellence

CMML. l &= Software Engineering Institute | CarnegieMellon
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S ENTINEX 4 —
THINGS TO CONSIDER™

Introduction to CMMI-SVC | Module 1.2 Forrester, November 2010

What Are Some Common Questions?

What is a service agreement? Don't you mean SLA?
What is a service level?

What is a service request?

What is a service incident?

What is a service system?”?

What is a service system component?

—a—
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IF YOU \;$Sw1=rc1-l (G

A SCAMPI Lead Appralsers eam Leads and Appraisal
team members need to be qualified:

Vv 1-day Services Supplement to /ntro to CMMI-DEV
v 3-day /ntro to CMMI/ for Services

A Appraisal evidence will likely be different even for PAs
that are the same.

A Combination SCAMPIs are allowed but besides
evidence, may require different participants and team
members.

A Service dynamics are very different from
devel opment
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It's QUESTION TIME!!

Questions?

THANKS FOR YOUR
ATTENTION!
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Hillel Glazer
Principal & CEO
hillel@entinex.com
1-877-ENTINEX

www.entinex.com | www.cmmifaq.info | www.agilecmmi.com

POWERFUL RESULTS FOR
HIGH PERFORMANCE OPERATIONS.
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