=== SEIlPartner

lamri

CMMI® for Services* b Seminar

* "CMMI® for Services is not a completed model. This seminar is being provided solely by Lamri. Neither Carnegie Mellon University nor the Software Engineering Institute
have reviewed the content of this seminar and, accordingly, they do not endorse any of the content of this seminar.

* ® Capability Maturity Model, CMM, and CMMI are registered in the U.S. Patent and Trademark Office by Carnegie Mellon University.

www.lamri.com



Agenda

* 10:00 Introduction and Evolution of CMMI
 10:30 CMMI for Services ® Overview
 11:30 Break

« 12:00 Pros and Cons of Early Adoption

« 12:30 QA

« 12:45 Close
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Origins of CMMI”
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What is CMMI?

“Capability Maturity Model Integration”

SCAMPI
The Framework

Appraisal
Method

For release 2007

CMMI- CMMI™ - CMMI™ -
Development Acquisition Service

Process Areas

Ove 6,000 prgects havebean dfficially assessed in marethan 1300 organisations
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CMMI" & Development Processes.... how
do they fit?

Appraisal Method

Verifies model

The Model

compliancein a Features that support Guides development of
QrunningO organisation

Process

0000
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CMMI® Model Combinations

VI Vi.2

TR es

CMMI® core model CMMI-DEV® core model

© Lamri 2007



Architecture and Constellations

CMMI® Framework

Core Foundation Model
Core PAs, Specific Practices, Generic Practices

Shared CMMI® Material
Specific Practices, Amplifications, Additions

Development Acquisition Service
Specific Materials Specific Materials Specific Materials

Development Amplifications Acquisition Amplifications Service Amplifications
Development Additions Acquisition Additions Service Additions
Development PAs Acquisition PAs Service PAs
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Planned Sequence of Models

CMMI® SVC

CMMI® vl.2

CMMI® vI.I

m GM IT

Sourcing

CMMI® ACQ
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Process Area Categories

Category

Process Areas

Process
Management

Organisational Process Focus
Organisational Process Definition + IPPD
Organisational Training

Organisational Process Performance
Organisational Innovation and Deployment

Project
Management

Project Planning

Project Monitoring and Control
Supplier Agreement Management
Integrated Project Management + IPPD
Risk Management

Quantitative Project Management

Engineering

Requirements Management
Requirements Development
Technical Solution

Product Integration
Verification

Validation

Support

Configuration Management

Process and Product Quality Assurance
Measurement and Analysis

Decision Analysis and Resolution
Causal Analysis and Resolution
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Process Areas -

MATURITY
LEVEL

5- OPTIMISING

4- QUANTITATIVELY
MANAGED

3- DEFINED

2- MANAGED
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Organisational
Innovation &
Deployment

Organisational
Process
Performance

Organisational
Process
Focus

Technical
Solution

Requirements
Management

Staged Representation

Causal
Analysis &
Resolution

Quantitative
Project
Management

Organisation
Process
Definition +
IPPD

Requirements
Development

Project
Planning

Organisational
Training

Product
Integration

Project
Monitoring &
Control

PROCESS

AREAS

Integrated
Project
Management
+ IPPD

Validation

Supplier
Agreement
Management

Risk
Management

Decision
Analysis &
Resolution

Verification

Measurement Process &
& Product
Analysis Quality
Assurance

Configuration
Management




Questions

you make the change we make the difference
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Agenda

 Purpose

* Other Related Models

* The Overall Structure
 The Process Areas

* Relating It Back to ITSM
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Purpose DWhatQ@ it for?
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Purpose

* This constellation deals with the management,
establishment and delivery of services.

 Extends CMMI®
— From the zone of developing systems and software

— Into the deployment and management of these
products and the associated services.

|t provides process areas that are more directly
pertinent to this area than the CMMI-DEV®
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Other Related Models
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Influences

« CMMI-SVC has been influenced by other Services
Models

— Information Technology Infrastructure Library
(ITIL)

— BS 15000: IT Service Management (ITSM)

— Control Objects for Information and related
Technology (COBIT)

— Information Technology Services CMM (ITSCMM)
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IT Service Management Model

Service Delivery Processes

Capacity Management Information Security

Service Level Management HEILEGIEMET
=S CERCONINITIAC Service Reporting Budgeting & Accounting for IT
Availability Management Services

Control Processes

Configuration Management
Release Change Management Relationship
Processes

Resolution Processes Processes
Release _ : : :
Management Incident Management Business I\F;zlna;;oenrﬁgm
Problem Management
Supplier
Management

Source: BS15000-1:2002
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CAUTION!!

« The CMMI-DEV® is still a DRAFT Model
It may still change

« This presentation is for general guidance and NOT a
definitive description of the new CMMI® Constellation
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The Overall Structure
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CMMI® Model Structure

Continuous

Staged

®
LA

\i Maturity Levels ]
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Generic Goals Generic Practices

GG1: Achieve Specific |GP 1.1: Perform Base Practices
Goals

GG2: Institutionalize  |GP 2.1: Establish an Organisational Policy
a Managed Process GP 2.2: Plan the Process
GP 2.3: Provide Resources
GP 2.4: Assign Responsibility
GP 2.5: Train People
GP 2.6: Manage Configurations
GP 2.7: Identify and Involve Relevant Stakeholders
GP 2.8: Monitor and Control the Process
GP 2.9: Objectively Evaluate Adherence
GP 2.10: Review Status with Higher Level Management

GG3: Institutionalize a |GP 3.1: Establish a Defined Process
Defined Process GP 3.2: Collect Improvement Information

GG4: Institutionalize a |GP 4.1: Establish Quantitative Objectives for the
Quantitatively Managed |Process

Process GP 4.2: Stabilize Subprocess Performance
GG5: Institutionalize an | GP 5.1: Ensure Continuous Process Improvement
Optimizing Process GP 5.2: Correct Root Causes of Problems
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The Maturity Levels

5 Optimizing

4 Quantitatively Managed

3 Defined

2 Managed

1 Initial
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The Capability Levels

5 Optimizing

4 Quantitatively Managed

3 Defined

2 Managed

1 Performed

O Incomplete
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Process Area Categories

Category

Process Areas

Process
Management

Organisational Process Focus
Organisational Process Definition
Organisational Training

Organisational Process Performance
Organisational Innovation and Deployment

Project
Management

Project Planning

Project Monitoring and Control
Supplier Agreement Management
Integrated Project Management

Risk Management

Quantitative Project Management
Capacity and Availability Management

Service
Establishment
And Delivery

Incident and Request Management
Service Delivery

Service Transition

Support

Configuration Management

Process and Product Quality Assurance
Measurement and Analysis

Decision Analysis and Resolution
Causal Analysis and Resolution
Problem Management
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CMMI® Staged Representation

MATURITY PROCESS
LEVEL AREAS

| Causal

5- OPTIMISING Analysis &

4- QUANTITATIVELY Orifgiff
MANAGED

Organisatio ;
Process Process Project
Definition Manageme

Decision
Analysis &
Resolution

3- DEFINED

; Service Service
Services ilabili Delivery Transition
Manageme

Problem Service Service

Continuity

Project Project Supplier
Planning § Monitoring & Agreement
Control Manageme

Product QA Manageme

Analysis

2- MANAGED

Incident &
Request
Managemen
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New Process Areas

« Requirements Management (REQM)

* Incident and Request Management (IRM)

« Capacity and Availability Management (CAM)
« Service Delivery (SD)

« Service Transition (ST)

* Problem Management (PRM)

Optional Process Areas

* Organizational Service Management (OSM)
« Service Continuity Management (SCON)

« Service System Development (SSD)
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CMMI-SVC Models

« CMMI-SVC

« CMMI-SVC+OSM

« CMMI-SVC+SCON

« CMMI-SVC+SSD

« CMMI-SVC+OSM+SCON

« CMMI-SVC+OSM+SSD

« CMMI-SVC+SCON+SSD
 CMMI-SVC+OSM+SCON+SSD
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The Process Areas
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Requirements Management (REQM)>V¢

« ML2 PA

* QOriginal CMMI-DEV® process area dealt with
managing a project’s requirements and keeping them
consistent with project artefacts.

* In CMMI-SVC® this has been extended to include
— Establishment and maintenance of agreements
— Service Requirements
— Service Levels
— Performance Levels
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Requirements Management (REQM)>V¢

SG1 Manage Requirements
SP1.1 Obtain an Understanding of Requirements
SP1.2 Obtain Commitment to Requirements
SP1.3 Manage Requirements Changes
SP1.4 Maintain Bidirectional Traceability of Requirements
SP1.5 Identify Inconsistencies Between Project Work and

Requirements

SG2 Establish Service Requirements Agreements SVC€

SP2.1 Analyze Existing Requirements and Service Data SV¢

SP2.2 Establish and Maintain the Service Requirements
Agreement SVC
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Incident and Request Management (IRM)

« ML2 PA

* Purpose is to ensure the timely resolution of incidents
and service requests.

* Note the distinction between incidents and problems
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Incident and Request Management (IRM)

SG1 Prepare for Incident and Request Management

SP1.1 Establish an Incident and Request Management
Strategy

SP1.2 Establish an Incident and Request Management System

SG2 Manage Incidents and Requests
SP2.1 Identify Incidents and Requests
SP2.2 Manage Incidents and Requests
SP2.3 Monitor the Resolution of Incidents and Requests

SP2.4 Communicate and Validate the Resolution of Incidents
and Requests
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Capacity and Availability Management
(CAM)

 ML3 PA

* Purpose is to plan and monitor the effective provision
of resources to support service requirements.

 |nvolves:

— Establishing and maintaining capacity and a
justifiable cost

— Managing current and future capacity needs
— It is about a proactive, collaborative approach
— Definitely is NOT passive or reactive in nature
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Capacity and Availability Management
(CAM)

SG1 Prepare for Capacity and Availability Management

SP1.1 Establish Capacity and Availability Management
Strategy

SP1.2 Select Capacity and Availability Management Measures
and Analytic Techniques

SP1.3 Establish the Service’s Baselines and Models

SG2 Analyze and Monitor Capacity and Availability
SP2.1 Analyze and Monitor Capacity
SP2.2 Analyze and Monitor Availability
SP2.3 Report Capacity and Availability Management Data
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Service Delivery (SD)

 ML3 PA

» Purpose is to deliver services in accordance with
service agreements.

* Very much the operational end of the IT Services
world.

* It covers:
— Having a service delivery plan
— Following the plan
— Acquisition of consumables

— Monitoring service delivery performance and customer
satisfaction

— Conducting appropriate corrective action
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Service Delivery (SD)

SG1 Prepare for Service Delivery
SP1.1 Prepare a Service Delivery Operational Plan
SP1.2 Prepare for Service Delivery

SG2 Deliver the Services

SP2.1 Confirm Service Systems Operation
SP2.2 Acquire Service Systems Consumables
SP2.3 Deliver Services

SP2.4 Monitor Service Delivery

SP2.5 Maintain the Service Systems
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Service Transition (ST)

 ML3 PA

* Purpose is to deploy new or changed service
systems while managing their impact on ongoing
service delivery.

 |nvolves:

— Preparing for the roll out of a service system to a fully
operational state.

— Ensuring compatibility of new and changed services with
existing environments, agreements and service delivery
activities.

— Managing the risk of a service system failure.
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Service Transition (ST)

SG1 Prepare for Service System Transition
SP1.1 Ensure Service Systems Compatibility
SP1.2 Plan for Service System Transition
SP1.3 Obtain Commitment to the Plan

SG2 Deploy the Service System
SP2.1 Place the Service System Under Configuration Control
SP2.2 Install the Service System
SP2.3 Test the Service System Against the Operational Scenarios
SP2.4 Prepare Stakeholders for Changes
SP2.5 Assess and Control the Impacts of the Transition

SG3 Retire the Service System
SP3.1 Plan for the Service System Retirement
SP3.2 Archive the Service System Artefacts

SP3.3 Remove the Service System from the Operational
Environment
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Problem Management (PRM)

 ML3 PA

* Purpose is to prevent incidents from recurring by
identifying and addressing underlying causes of
incidents.

« ltis in some ways very similar to CAR.

 However PRM does not require the optimised
statistical process control.

« Additionally it may be applied to single individual
incidents that disrupt delivery of a service.
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Problem Management (PRM)

SG1 Prepare for Problem Management
SP1.1 Establish a Problem Management Strategy
SP1.2 Establish a Problem Management System

SG2 Address Problems
SP2.1 |Identify Problems
SP2.2 Address Problems
SP2.3 Monitor the Resolution of Problems
SP2.4 Communicate and Validate the Resolution of Problems
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Optional Process Areas

« The assignment of some of these process areas as
optional seems unusual.

« The model is however, still in draft.

* So beware this optional nature may change in the
finalised version.
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Organizational Service Management
(OSM)

 ML3 PA

* Purpose is to establish and maintain standard
services that ensure the satisfaction of the
organisation’s customer base.

* This enables consistent service performance.

e Similar to OPD in nature which provides standard
processes, removing variation.

* Provides the solid basis for a quantitatively managed
set of services.

« May be optional — but recommend it is highly
desirable.
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Organizational Service Management
(OSM)

SG1 Address Long-Term Customer Satisfaction
SP1.1 Gather Customer Satisfaction Data
SP1.2 Analyze Customer Satisfaction Data
SP1.3 Address Needs for Future Service

SG2 Establish Standard Services

SP2.1 Establish Standard Services and Service Levels

SP2.2 Establish Standard Descriptions

SP2.3 Establish Tailoring Criteria and Guidelines

SP2.4 Establish the Organization’s Standard Service Repository
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Service System Development (SSD)

 ML3 PA

* Purpose is to analyze, design, develop, integrate,
and test service systems to satisfy existing or
anticipated service agreement.

* In some cases you may choose to use the CMMI-
DEV® to improve the service development
processes.

« This optional process area provides an alternative
route for organisations new to the CMMI® or who
may be developing very simple services.

* Optional — but recommended if you're not already
looking at the CMMI-DEV®.
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Service System Development (SSD)

SG1 Develop and Analyze Service Requirements
SP1.1 Develop Stakeholder Requirements
SP1.2 Develop Service Requirements
SP1.3 Analyze and Validate Requirements

SG2 Develop Service Systems
SP2.1 Select Service System Solutions
SP2.2 Develop the Design
SP2.3 Ensure Interface Compatibility
SP2.4 Build Service System Components
SP2.5 Integrate Service Systems

SG3 Test Service Systems
SP3.1 Prepare for Testing
SP3.2 Perform Peer Reviews
SP3.3 Verify Selected Service System Components
SP3.4 Validate Service Delivery Capabilities
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Service Continuity Management (SCON)

 ML3 PA

* Purpose is to establish and maintain contingency
plans for continuity of agreed services during and
following any significant disruption of normal
operations.

« This is such an important component of maintaining
service in a mature organisation that it is difficult to
consider why an organisation should consider it
optional, especially at ML3!
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Service Continuity Management (SCON)

SG1 Identify and Prioritise Essential Functions
SP1.1 ldentify the Organization’s Essential Functions

SP1.2 ldentify Internal and External Dependencies and
Interdependencies

SP1.3 lIdentify Organisation Vital Records and Databases

SG2 Establish and Maintain the Service Continuity Plan

SP2.1 Document a Service Continuity Plan
SP2.2 Document Service Continuity Plan Tests
SP2.3 Develop Service Continuity Plan Training
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Relating It Back To ITSM
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IT Service Management Model

SCON

Processes

Service Delivery Processes
Information Security

REQM Management
CAM, SD, MA Budgeting & Accounting for IT

Services
Release ¢Relaﬂonship

Resolution Processes Processes

OSM

SAM

Source: BS15000-1:2002
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Break
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Agenda

Where Does CMMI-SVC® Apply?

Pro’s & Con’s of Early Adoption

Some Business Change Considerations
Summary
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Where Does CMMI-SVC™ Apply?

you make the change we make the difference




In a Services Environment!

* Obvious answer

— Where you are managing services
 Where other Service Models apply

— ITIL

— BS15000

— COBIT etc.

* These models have been in existence for some considerable
time.

*  Why then is CMMI® any different?
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Pro@ & Con@ of Early Adoption

you make the change we make the difference



The Advantages of CMMI-SVC”

* The Evolutionary Nature of CMMI®

— Not only a model of what constitutes good service
management

— Includes a model of process improvement

— Model of increasing maturity, control, business fit,
etc.

 ltis part of an already successful stable!
— CMMI-DEV®
— CMMI-ACQ®
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Business Improvement

The fit with other CMMI® Constellations is significant
— Common Principles, Language, Approach, Etc.

Fits with Overall Strategic Organisational Development
— Multiple Disciplines

— Multiple Departments

Prior to CMMI-SVC® many organisations have:

— Implemented CMMI-DEV® in their Development
areas

— Interfacing to ITIL implementation in services areas
CMMI-SVC® assists and extends this model
It does not necessarily replace the ITIL implementation
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The Downside

« CMMI-SVC® does not cover the full range that other
Services models do

— Security

— Budgetting & Accounting for IT Services
« This is still a draft model! Affecting:

— Appraisal Services

— Training

— SEI Support
 The model may change
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Some Business Change Considerations
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The Process Improvement Cycle

Deliver Process

- Improvement
s Prowdeh_ Findings &
Priorities ponsorship Recommendations

Strengths & YWeaknesses Identify Process

Change Proposals

47

Actions

Assign Actions Publish

Results

Deploy New &
Revised
Processes
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Appraisal Issues

« Currently No Official CMMI-SVC® Appraisals can be
offered

* Any process review conducted against this unofficial
model would however still provide:

— Objective evaluation

— Valuable business insight and pointers
« Scope?

— Services area alone?

— Development-Service Interface?

— Multi-Model process review?

© Lamri 2007



Which Bits First?

MATURITY PROCESS
LEVEL AREAS

| Causal

5- OPTIMISING Analysis &

4- QUANTITATIVELY Orifgiff
MANAGED

Organisatio ;
Process Process Project
Definition Manageme

Decision
Analysis &
Resolution

3- DEFINED

; Service Service
Services ilabili Delivery Transition
Manageme

Problem Service Service

Continuity

Project Project Supplier
Planning § Monitoring & Agreement
Control Manageme

Product QA Manageme

Analysis

2- MANAGED

Incident &
Request
Managemen
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Summary

you make the change we make the difference



Summary

e CMMI-SVC® Provides:
— Excellent Fit with Existing Services Models
— Excellent Fit with other CMMI® Constellations

— An evolutionary approach to improving services
processes

* The Model is still in DRAFT

© Lamri 2007



ANY CARNEGIE MELLON UNIVERSITY AND SOFTWARE ENGINEERING INSTITUTE MATERIAL
IS FURNISHED ON AN "AS-1S" BASIS. CARNEGIE MELLON UNIVERSITY MAKES NO
WARRANTIES OF ANY KIND, EITHER EXPRESSED OR IMPLIED, AS TO ANY MATTER
INCLUDING, BUT NOT LIMITED TO, WARRANTY OF FITNESS FOR PURPOSE OR
MERCHANTABILITY, EXCLUSIVITY, OR RESULTS OBTAINED FROM USE OF THE MATERIAL.
CARNEGIE MELLON UNIVERSITY DOES NOT MAKE ANY WARRANTY OF ANY KIND WITH
RESPECT TO FREEDOM FROM PATENT, TRADEMARK, OR COPYRIGHT INFRINGEMENT.

© Lamri 2007



