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Objective of This
Presentation

To provide an overview of how the
CMMI for Services (CMMI-SVC) differs
from the CMMI for Development
(CMMI-DEV). We assume you already
know and CMMI-DEV.

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 4
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Agenda

® About the CMMI for Services

® Key Architectural Differences Between
CMMI-SVC and CMMI-DEV

® An Overview of the Service-Specific
Process Areas

® Conclusion
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What i1s the CMMI for Services?

® Arelatively new CMMI
constellation focusing on
the activities required to
manage, establish, and
deliver services.

® Potentially relevant to
any organization that
delivers services

80%

of the world economy is
based on services

about

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 7
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What Is a Service?

“...a product that Is intangible and non-storable™*

“...awork ,\1? o,
product that is 2.9
intended for \ =4
' [ =
delivery to a 3 -
customer or end ;
user’* T
“U Can't
Touch This”

*CMMI Glossary

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 8
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Scope of CMMI-DEV vs. CMMI-  ZLdee)
SVC

CMMI-DEV CMMI-SVC

A S.erViCS can
Include
Physica|
goods

\ncludes
ostablishment
maﬂagemem

>Srvice Product Service
development delivery

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com )
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Example Industries and Applications™~

Services reported by

early users:
* auditing
* book shelving
* consulting
* health care
* human resources
* IT services
o V&V
 lawn care
* logistics
* maintenance
e marketing
 refugee services
 research
e training

Our company is applying
CMMI-SVC to these areas

transportation call centers ' finance

CMMISVC + = Fidoi PP

PROCES

s

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 10
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Key Architectural Differences
Between CMMI-SVC and CMMI-

DEV



| T o
The CMMI Constellations =

SVC

6+1 PAS

CMMI-DEV - Development
CMMI-SVC - Services

PA — Process Area

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 12
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CATEGORY

Process
Mgt Project Management Engineering Support

¢ OID * CAR
cOPP | «QPM

* OPF *|PM +1ppPD
*OPD | *«RSKM

+ IPPD

"OT Start with
CMMI-DEV
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Strategic Service Management (STSM)™®

® Purpose: To
establish and

ma|nta|n _standard ¥ DOUBLE-DOUBLE=:2:275 |
services In concert CHEESEBURGER 1%5

I i HAMBURGER 160
with strategic e

needs and plans. g SHaES == W 7

0PEN103I]a m. to 1:00 a.m.
...Fri. and Sat. until 1:30 a.m.

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 35



Leading =

ZFEdoe

PROCESS

Strategic Service Management (STSM) &y~

organizationa| custOMer
characterisﬂcs dat

v

catalog

website  srrrereeeeees
menu

serv&

levels

catalog
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Service System Development (SSD) ¢ ===

® Purpose: To analyze,
design, develop,
Integrate, verify, and
validate service
systems, including
service system
components, to satisfy
existing or anticipated
service agreements.
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Service System Development (SSD) ¢ ==

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com

Related CMMI-DEV
Engineering PAs

RD - Requirements
Developmen

=

TS - Technimcal Solution
Pl - Product Integration

VER - Verificatibh
VAL - Validation e
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Service System Transition (SST) o

® Purpose: To deploy new
or significantly changed
service system
components while
managing their effect on
outgoing service delivery.

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 39
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Service System Transition (SST) oy ===

P

existing service

. system

|
new or significantly changed
service system

transition pja, ~ raining

validation

pi|o’[ing
installation

Mmarketing
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Service Delivery (SD) o

® Purpose: To deliver
services in
accordance with
service agreements.

Sy Tovad 3 nvv-ﬁ‘l' b

W

-
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Service Delivery (SD) o EERE e

5] -.
= service
requests

!
S B

—

management service
system agreement

|

service
system

X

TH

(el

(S
¢

¥
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Incident Resolution and Prevention (IRP) @

® Purpose: To ensure
timely and effective
resolution of service
Incidents and prevention
of service incidents as
appropriate.
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NOW1!

e

decide what
to do

v
’W‘&
‘-

incident address
causes

apply
workarounds

FUTURE

analyze causes

establish workarounds
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Capacity and Availability Management (CAM)-)

® Purpose: To ensure
effective service system
performance and
ensure that resources
are provided and used
effectively to support
service requirements.
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Capacity and Availlability Management (CAI\/I5°”S””“”TS o

Capacity

one thing may
support, hold,

another thing

can be handled
by a call center

sq ft of floor
cleaned per hr

# of classes that

per yr
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calls per day that

space that can be

Availability

the degree to which the degree to

which something
IS accessible and

process, or produce usable when

needed

call center
staff

maintenance
supplies

% instructors

can be conducted v "4‘4»
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Service Continuity (SCON) w

® Purpose: To ensure
establish and maintain
plans to ensure continuity
of services during and
following any significant
disruption of normal
operations.
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Service Continuity (SCON) ¢ EER .

threats,

essential
functions

_ > — continuity
- % plan
N

essential
‘. resources. azgy,
A

==
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Conclusions

® Virtually any service
organization can benefit
from the CMMI for Services

® CMMI-SVC consists of 16
core CMMI PAs, 1 “shared”
PA, and 7 service-specific
PAs - including one
“addition”

® A few core PAs have been
modified slightly

® Services-specific

Informative material has
been added

<

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 50



ZlizoP

PROCESS

Conclusions ¢

® The new PAs are:

o ML2, Service Establishment & Delivery Category
e Service Delivery (SD)

o ML 3, Service Establishment & Delivery Category
e Strategic Service Management (STSM)
e Service System Transition (SST)
e Incident Resolution and Prevention (IRP)

o ML3, Project Management Category
e Capacity and Availability Management (CAM)
e Service Continuity Management (SCON)

o Addition — ML3, Service Establishment & Delivery
Category
e Service System Development (SSD)
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® Creatively Applying CMMI-SVC in a
Very Small Consulting Firm
e Tue

oom

® CMMI in the Social Media
(for the Social Media-Challenged!)

e \Wednesday 8/18
e 10:45-11:30 a.m.
e Grand Mesa F

Copyright 2009, Leading Edge Process Consultants CmmiTraining.com 52



ZlizoP

-
Any Questions?

Upcoming
Public Classes

In Reston, VA
(DC Metro Area)

SEl Introduction to CMMI
2
e Dec 8-10, 2009—> e'"olle
« Mar9-11,2010  Sogy,°
e Apr 13-15, 2010 '

Website: www. .com
Blog: www. .com
Twitter: CmmiRox

LinkedIn: www.linkedin.com/in/
billsmithleadingedge

SEI Services Supplement
for CMMI (CMMI-SVC)

« Mar 12, 2010

Private Classes?

o Bill@CmmiTraining.com
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