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An example of
social media!

““
““
.

Wikipedia)defines

as
“media for social interaction,
using highly accessible and scalable
publishing techniques...”
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That's one definition...
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Here are a few
other things
soclal media can be...
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...useless
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This presentation focuses on
how to use
effectively and efficiently
to enhance your
understanding and application
of the CMMI®
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We'll focus on...

wea J] Ewicter

facebook.

and provide a case study on using social
media for customer support.

The Leading Edge Alumni Club
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www.linkedin.com

May 2003

Linked [[}]

80 million

# 29

Business and professional
networking
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e ® Gathering expert opinion
- MMT e interpretational guidance
Second Edition ® Staying informed
Eﬁ%:g{gftgf e upcoming events
-~ @ Filling a position
l \ e employee, consultant, appraiser
Mary Beth Chrissis Uh-oh... you're the SEPG Lead and your
Mike Konrad organization didn’t earn their desired

Maturity Level rating...

® Finding a

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 17



EO at Leading

Washington D.C. Mefro Area | Management Consulting

Bill Smith Welcome te my Jan. 19-21 Intro to CMMI-DEV v1.3 cl , Selina
and John from Washington Di

SEl Introduction to
Reston,

CMMI Entertainer, SEI-Certified CMMI Instructor, and CEQ
at Leading Edge Process Consultants

sultant and SEI-Authorized CMMI Instructor at
C rtium
ss Improvement Consultant at Bloodworth
Integrated Technology
Senior Consultant at Abacus Technology Cf

Shenango High School
i of Pittsburgh
Camegie Mellon University

25 people have recommended Bill

Simplified, and only focusing on
a few key uses
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Make Perform
connections searches

Bt by Piskrvsrem = Viow Fagsarirat -

Alexander Kondakow (2
Consubtant at CMMI_Kaondakov

Ahern, Dennis
Mgr., Pr

Kobi Vider

Process Improvment and Business Excellence Consultant
and Centractar

sraed | Manageme

Alvarez, Roseann
r Princ

Atkinson, Shane
Presi 1

3 Agile CMMI AS k

AG
l&ﬁ‘ml Discussions =~ Mem

My Groups (27) J OI n Agile and CMMI levels 4 and 5

Hi there,
Camegie Melld
Act

e g rou p S ‘k-l‘imy L

CMM - Integrated (CMMI, 1500+)

www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 18
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7101 Virtually no SPAM
members Agile CMMI

Discussions Members Promotions

3385 Limited SPAM
members I CMMI-Capability Maturity Model Integration (Main Group)
| Discussions Members Fromotions Jobs Search Maore...

2285
members CMMI Adopters

Discussions Members Promotions

1901

members 2% CMM - Integrated (CMMI, 1500+)
cmMmi. |

“ Group Discussions  Members HFromotions

Membership totals as of 11/2/2010
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ﬁ Specialized CMMI®-Related =Figel

283
members CMMI for Services

foF services

Discussions  Members Promotions Jobs Search More

54
members MI®-ACQ

LTk For Acopalsigion

CMMI for Acquisition

Discussions Members Promotions b Search More

131
members CMMI High Maturity

High Maturity .
Discussions Members Fromotions

262
UENLESR, - iting  Demystifying CMMI High Maturity

Discussions Members Promotions

Membership totals as of 11/2/2010
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2048
members National Defense Industrial Association (NDIA)

=
«.mlﬂ.l'ﬂ.ﬂ}“lﬂ'ﬂﬂ.-l.'ﬂ'l.‘l.'ﬂﬂ

Liscussions Members Fromotions Jobs Search More

mgﬁim = SE|l Membership

BEl hermbarship
Cinrrweygies Vel Discussions Members Fromotions

188
members S = SEI Partner Network

El Partner Metwork

Carnegie Mellon Discussions  Nembers Fromotions Jobs Search

Membership totals as of 11/11/2010
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This question about organizational
policies (CMMI® GP 2.1)...

CMMI-Capability Maturity Model Integration (Main Group)

Discussions Members Promotions Jobs Search More...

How to ensure that GP2.1 is satisfied in an organization?

Hi All,

Can anyone give an example of how the GP2.1 "Establish and maintain an organizational

policy for planning and performing the process." would be incorporated in the organizational
|  QMS.

Follow Rajadurai  E.g. let us take a REQM PA, if an organization has defined/established a "Guideline for
Requirements Management" which needs to be practiced ac all the projects in the
organization. In this scenario can we conclude that the GP2.1 for REQM is satisfied with this
guideline?

Thanks & Regards
Rajadurai.A

(- Comment 77 Follow ag More

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 22



- 30 comments * Jump to most recent comments

Mathi E Arasu - Hi Raja,

Establishing a Policy conveys only an intent to perform.

Follow Mathi E

So, with your example, If you have a Policy for Requir
the implementation of this policy is planned, assigned
responsibilities are defined. reauired trainina prowvi

stakeholder

reviewed W
process anl C a

Manageme -
& i,

)
Hope this i . _'ﬁ

Follow Rajadurai
Cheers,
Mathi Ezhil
30 |

Faollow David

Copyright 2010 Leading Edge Process Consultants LLC

Rajadurai Arunag
implementing all #l
particular GP.

In my case, we'vé
(which describes
referred by the “Ri
kind of documents
define a policy stg

Need to understar

David Walker = ¥
are no surprises, |
an expectation of
guildeline" in youn

However, various other GPs like 2.2, 2.3...to 2.10 and also 3.1 and 3.2
- when implemented will imply the complete implementatinniaf GR20

Follow Lyn

www.CmmiTraining.com

PROCESS
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... led to a discussion thread of 30+
entries

Lyn Jones - Rajadurai

| guess you are implementing the CMMI in order to succeeed with an Appraisal. Therefore
my advise would be in support of David Walkers suggestion, ask the Appraiser, then
there are no surprises. If this is not so the case then my advise would be that if you have
any kind of statement from the management in regards to how they intend a specific
process or set of processes to operate then take that no matter what its called and
reference that as your policy statement.

My principle is if it exists, use it, far too many companies invent things unecessary in
order to satisfy the "requirements” of the CMMI. This is extra work for no added value to
the organisation especially when something already exists which will equally satisfy the
requirement.

Anocther suggestion that | would recommend here is if you are either using existing or
creating from new DO NOT PLEASE DO NOT make a policy statement per Process
Area, too many companies do this and it is so obviously artificial and invented for the
purpose, my suggestion would be to possibly have a generic Engineering Policy
statement which covers all your engineering processes, maybe cne Project Management
Policy covering PP, PMC, IPM and maybe RSKM. Taking this approach you will end up
with about 4 or 5 policy statements which are fully integrated as opposed to almost 20
disjointed policies.

Hope this helps, if you need further help email me on
lyn.jones@pnltd.org.uk

Thanks

Lyn
+ Reply privately - Flag as inappropriate

2010 NDIA CMMI Technology Conf: CMMI in the Social Media...
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LinkedIn _: —’

PROCESS

Sample Questions

From the CMMI-
Capability Maturity
Model Integration

[ 3.1
-gp 2.2 Conduct Peer Reviews and SP group

; een :
the different pe erification area?

What s dfication within the v

perform Ve

ISRere any one from here who can lead the course "Official Intro to CMMI" ?
in VN? if yes, let's contact me, Thanks

dard 4 strategies for

an
the st years...

te
ked to st b sod on 15

as .
ew | Was wered this

recent intenv! SMMI. 1 2ns

ina ‘
ementing the

impl
Why do you need PP SP2.3 - "Plan for Data Management" when most of the
things are same in CM SP 1.2 - "Establish Configuration Management...

¢ 0
and Requirement Development are w

Why Requirement Management
differnt PA's

MeWME'change the mindset of the people who hate process approach (other
than escalation) during the process improvement journey.

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 24
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Twitter _: _’
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twitter.com

July 2006

160 million

# 10

Micro-blogging

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 27
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® Gathering information

- * e useful hyperlinks

CMMY ® Following a conference
Goideinee B and e |ive tweeting
B ® Getting to know new people

e valuable contacts

If you think the CMMI® is the best thing

l’ Y
‘Mary Beth Chrissis
Mike Konrad

since sliced bread...

@ Being exposed to a
diversity of viewpoints
. chatter

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 28
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How to Use Twitter RS R aren ..

You “follow”
people

People
“follow” you

Monitor the
action |

| strongly recommend a % gt

twitter “client” (e.g.,

= .. TweetDeck)

ISDonline
&pisp

pendulait

Simplified, and only focusing on a few key uses
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witter
How to Use Twitter RS v

A search for all tweets

selected groups Send/receive mentioned in a Monitor search
of people direct messages tweet RACIINE

Direct Messages & Mentions & Search: cmmi £}
Are executives aware? ...most [ Hope to see you in Denver Bill at * W @CmmiRox perhaps u should =~ ¥ SEP 010 Medellih -cmmi~ *
project managers think their job the CMMI Tech. Conf. Duncan \';‘ examine ur razor's mean-time ? w15 vs. CMMIV1.2
is to deliver the agreed W= between failure. 2-sided T test?
requirements.... not necessarily 188 271

to deliver value #in

@ PG _Rule, [+] o METHOLLGSPT, [+]
Wed 10 MNov 14:01 \,.ia.ﬂgmgune Thu "ov 07:23 via Direct Message

CMMIAppraiser,
Sat30Q

1d PwWITTer ar Glaw

; -&1" RT @CmmiRox: Watts Humphre
..,. .+ the "Father of Software Quality,"
s passed away today. The SEl loses

218 an icon. http://bit.ly/9THEIM

& TCagley: Re: Podcast. Yes, afte
my Feb 6-8 Las Vegas class. If we
emphasize the "training" part. (U

1970 could choose from LOTS of

RT @gupﬂ_va. llace: New post -
Raising She Voice of Quality -a

A simple status

CIUM NO 5€ Lisan Juntos
por falta de conodimiento y
creatividad - David Arteaga

. #SEPG #SEPGLA
people for just CMML.) #cmmi
i ’
CmmiRax, [+] fabiocabral, [+ “‘: At Reply (@)
o U VIa HOLaUIte e ey (e PloE e —fallmec e o Thu 11 Mov 05:36 via [witter tor iPhone
: Wwould you like to do an @CmmiRox the classis in for a  Nifty i .
v - ist of CMMI appraisal-
- Is there a back buttc— in IE for B iicw on oy podieast ealy sumprise thentl Have funl kAl

next year or late this year on ! bt it lv/bxHPaX

1642 CMMI/ CMMI Training?

“Dlrect

Message”

Datasa, [+]
. Mo 08 Nov 02:3 e Thu 28 Oct 08:04 via TweetDeck in reply to.. .%Tgniiﬁorﬁ-ol\.'ﬁ]jg-mvia S
(DM)conversati
Simplified, and only focusing on a few key uses Images taken from TweetDeck
Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 30



Bl cading
Example Twitter Client: Edeeg
Aat Do

Yes, |
have a
dedicated
monitor
for social

—

¥ &y mema— g

- N o : ) = K5 1 media...
e - - T 322 911 am _ . . o i —

T TIE

o= - Comten, ot pos loam k o e mer e
Wt 35 P 24 EJ i Tt B o T N B .

Ve W | & = e B
o —— | - e [ A= — - | admitting
TR e e e e | you have
e = ol = -_é' "= ¥ a problem
C = A Bas e | IS the first
T - =A== step
2z “anosnns \/ toward

solving it!

T

1|

Copyright 2010 Leadin



& User Profile C@ppraiser & User Profile 10).4

2

@ Jeff Dalton
\;/ @CMMIAppraiser

Got CMMI questions? Get
Friend answers! Agile pioneer in the
CMMI world, CMMI Lead
Appraiser, Scrum Master, and
CMMI consultant
www.broadswordsolutions.com

9 Michigan
http://www.asktheCMMIAppraiser.com
Twitter page
v
271 49 385 12
Followers Following Tweets Listed

Copyright 2010 Leading Edge Process Consultants LLC

=4 Bill smith

@CmmiRox

CEO & CMMI Entertainer! (Huh?)
Energizing trainer of 800+ people
in the Software Engineering
Institute's CMMI. Loves rock
music, dry humor, *real
improvement.

9 Reston, Virginia, USA

http:/ fwww.CmmiTraining.com/cmmi-instructor.html

Twitter page

1449 1264 38
Following Tweets Listed

@SEINews

8 User Profile

Software SElI News
Englna.arln.g @5Elnews
Institute News from the Carnegie Mellon
SE' m Software Engineering Institute
9 Pittsburgh, PA, USA
* Friend

http:/ ferwnw sei.cmu.edu
Twitter page

433 29

Followers Following

www.CmmiTraining.com

PROCESS
CONSULTANTS 11

@hillel

& User Profile

%4 | Hillel Glazer
‘. @hil1el
I build high performance
. organizations out of companies

motivated to be lean, agile, and
* Friend achieve world-class results.

¢ Baltimore. Or away on biz.

http:/ fwww .agilecmmi.com
Twitter page

v
408 391 1426 36
Followers Following Tweets Listed

@TCagley

& User Profile

Thomas Cagley
{ | @TCagley
= Process Improvement
w Consultant, Blogger, Podcaster
i and Family Guy
" Friend 9 Avon Lake, OH

http:/ swww tcagley.wordpress.com
Twitter page

2001 7560 73
Following Tweets Listed

2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 32



Sample Tweets TR arere e

Information

Number of CMMI SCAMPI A Appraisals
increased sharply, from 1001 in 2008 to
1352 in 20009.

. . t] Bill Smith
'09 CMMI SCAMPI A Appraisals: Asia-
2648, N America-1727, Europe-709, S v—
America-313, Africa-63, Australia-39.
C'mon Antarctica!

t] Bill Smith

© 2010 Twitter
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Sample Tweets TR arere e

Hyperlinks

PRocess Improvement and Software
Engineering (PRISE) Search Engine:

‘] il Smith Discussion: "Path to CMMI Lead
Appraiser.”" (My answer to a former
student's question.)

‘ ] Bill Smith

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 34



witter L0 :’

Sample Tweets TR arere e

Live from conferences or
other gatherings

FLASH! New PA to be added at CMMI
ML5 - Organizational Performance
Management (OPM). Live from

SEPGNA Agile interpretation guidance will be

added to CMMI v1.3. (Yay!) Live from

‘ ] Bill Smith

‘] Bill Smith

© 2010 Twitter
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“Words of wisdom”

w [ Home Profile Find People Setings Help Sig The CMMI never says you need to use

the whole CMMI. Prioritize, addressing
your organizational pain points first.

Process improvement is NOT
synonymous with making yourself more

"compliant." t] Bill Smith

t] Bill Smith

How many "processes" are in the
CMMI? Zip, zilch, zero, nada. The

© 2010 Twiter CMMI provides guidance on WHAT to
do, not HOW to do it.

t ] Bill Smith

© 2010 Twitter
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Sample Tweets TR arere e

General “what’s happening”

Caffeine-laced lollipops helped the
CMMI architecture discussion go down
a bit easier in today's Intro to CMMI
class.

Off to teach Day 3 of Intro to CMMI at

‘] . B the IRS in Landover MD. Hopefully they
don't think it's too "taxing."

© 2010 Twitter

‘ ] Bill Smith

© 2010 Twitter

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 37
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‘Sample Tweets ZBREE s e

L r
—

Retiring from CMMI. No wait I'm not.
Yes I am. Hey just kidding... I'm not.
(Sorry, thought I was Brett Favre for a

sec.
You know you're CMMI Maturity Level 1 )

when: Your most commonly applied —
contingency plan is the phrase "uh-oh." t] Bill Smith
(RSKM)

t] . You're expecting a child!?
Awesome! And remember, CMMI-DEV
Product Integration SP 3.4 covers

© 2010 Twrer "delivery." :)

t ] Bill Smith

© 2010 Twitter
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Facebook = _’
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www.facebook.com

February 2004

facebook.

#2

Social networking
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Relevance to CMMI® —= g
Lab!

Second Edition
uidelin for

3 Process ;tegraﬂ"“ Eoe

Product Improvement

.-

‘Mary Beth Chrissis
Mike Konrad

Copyright 2010 Leading Edge Process Consultants LLC

® Gathering information
e from organizations you “like”

® Solidifying relationships
e personal/business contacts

For now, limited CMMI

l relevance. Included
here because of its
widespread adoption.

www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 42



4+ How to Use

Paul

Simplified, and only focusing on a few key uses

Copyright 2010 Leading Edge Process Consultants LLC

Setup a
profile

Get status
updates

www.CmmiTraining.com

ZlizoP

PROCESS
CONSULTANTS 11

HLikeH
organizations etc.

A ttsburgh Steelers
+ / Athletics
I Agile Teams
Products

admmgy

nsultants

ogy Product / Service

B Babicz Guitars USA
Products

2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 43
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SEI Membership

http://www.facebook.com/pages/SElI-
Membership/147935936575

facebook

Home  Profile  Account v

SEl Membership we o #SEI Membership: L. McDaniel of el Technologies and Norm Leclair of
the Software Engineering Group Hill Ai ce
- G wall Info Photos Discussions Events
S 1 an Ad
= New Flight
i ttach: 4 Simulator
f s ) Just Others /
SJ ( | e
A ) / A D_ ) ch ¢

l v
SPREm SE' Membership Sad News from the SEI: Watts Humphrey, Nal

Medal of Technology winner and founder of the software p:
m at the SEl, died tod e 83.

Watts Humphrey: An Outrageous
t, A Lifelong Mission Castor & Pollux Pet _x

s SEl Membership Don't forget the webinar on Tuesday: Are you ready
b

for the release? What you need to know about CMMI V1.3

¥ _ _
Calendar of Events | Calendar of Events

LCIMIL 6

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 44
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Leading Edge Process Consultants

http://www.facebook.com/pages/Leading-Edge-
Process-Consultants/120351941356797

facebook s O] Home Profila  Account ¥

’jp,-”h‘";_r‘ l Leading Edge Process Consultants We're moving to a larger location!!!

wall  Info  Photos Discussions Events +

Just £~ 3pam ettings L Edge Process
Consultants
-ll'"" Leading Edge Pro: nsultants Found this ¢ rocess Leading ™

Im improv £ N 2

= PRISE - PRoce:

fIIN&F |Leading Edge Process Consultants

'f " 1] l Found this cool "process improvement” search engine: B T

jomm
= e

= Google Custom Search - PRISE - PRocess Improvement and
‘_-.::rft.-.uuc I:n_;lr'u ering (alpha)

An admission: Unlike Twitter and LinkedIn, I've only been on Facebook since early October 2010. There could indeed be
other disseminators of CMMI®-relevant information that | just don’t know of yet. Know any? Please drop me a line.
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PROCESS

pt these slides in
% the spirit in which they’
intended. .. e

INn how a

may be

used as part of a

There’s no wa
& about it. ..

S%E 5 -' - t

% ol directly apply 10 MOST s . o

" people here. Rt 1 Ll s

LA . @ -
e i e

) 1P

- -
Copyright 2010 Leading Edge Procéqi(:onggltants LLC
. & -
’ Dl
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platform .
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cmmirocks.ning.com

January 2010

The Leading Edge Alumni Club
150

(Are you kidding me?)

Customer support and (private
audience) professional networking
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_ i S _ Leading =
B Relevance to CMMI® —=Ldee

Rocks! CONSULTANTS ric

® Private network, to
support students who
have attended one
company’'s CMMI®
classes

Copyright 2010 Leading Edge Process Consultants LLC www.CmmiTraining.com 2010 NDIA CMMI Technology Conf: CMMI in the Social Media... 50



Copyright 2010 Leading Edge Process Consultants LLC

The Leading Edge Alumni Club

WELCOME

CMMI Rocks!is a unigue online community of L
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m The Top 8 New Concepts in CMMI v1.3 (Part 3)
SMTWTF s

loyce Danaher is now a
member of CMMI Rocks!

12 13
14 15 16 17 18 19 20
21 22 23 24 25 26 27
28 29 30

o Welcome Them!

Smith added 3 photos

-

Last Month MNext Month

Alumni Happy Hour
December 9, 2010 from Spm
In my past two entries (Oct 22 and Nov 1), | introduced the first seven of my Top to 7:30pm - Bill's Place
8 New Concepts in CMMI v1.3 -~ other than the “front page news" of high
maturity clarification and harmonizing the models. + Add an Event View All

of CMMI Rocks!

. Steve Ford is now a member Here's my Number 1. BADGE

I'm a member of

A Welcome Them! 1. Agile Interpretive Guidance
CMMI Rocks!

i i i Say the word "Agile.” Great! Now say
= Bill Smith replied to Bi “CMMI.” Super! Quick guestion: which

- M Smith's discussion '2010 . Get Badge
ri =
NDIA CMMI Canferance' sounds sleeker... smoother... sexier?
Even the authors of the CMMI would
have to admit they lose that battle
every single time!
B
Now, | certainly can't claim to be an
E CrR———— agile expert, based on the fact that
CmmiRox: RT @TCagley: | have once-upon-a-time | read a book and
heard that Allan J. Albrecht the ihen I kinda-sorta applied It. (hlgng
creator of #FunctionPoint has died. with a dose of the CMMI for Services,
though, it did help to turn my little
CrmmiRox: Nifty list of CMMI company around.) But I'd be a fool --
appraisal-related links: and so would you -- to ignore the
http://bit.ly/bxHPoX | fact that agile methods such as
y ) . . Scrum have taken the development
CmmiRox: Welcome to my Jan. 19 : ) \
- . world by storm in the past decade. Yet, agile developers often don't see how
21 Intro to CMMI-DEV v1.3 class, L o )
caline amet Imbm frer Wiae hinetan CMMI can help them. Reasonable peonle have said it can. and publications like
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How to Use CMMI ——
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Ask questions

Attend a class

. ﬁ GapAnaIy5|s o
Create a profile | "R

Access resources

CMMI Links

Receive broadcast
messages

Simplified, and only focusing on a few key uses
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CMMI Rocks!

EVENTS
All Events My Events

‘ l Alumm Coffee

+ Add an Event

24 Send Messa

Website or Map: http:/
Phone: 571-232-0146

Event Type: meeting YOUR RSVP
Organized By: Bill Smit ) .
Latest Activity: Aug 8 You are attending.

ical Ci Change
¥+ Export ar iCal (.ic hang

Facebook

EVENT DESCRIPTION

Stop by G

eenbe “offee a ea Company in Reston if you'd like to talk CMMI ar t
just socialize. CMMI Rockn' members only, please. Limited to the first four people
who RSVP.
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Sample Questions

?
heen assigned
pur CEO has

|-related awards?

cMmMi and/or SE i | have

collow CMMI-ers (P11
~ 4 afrarnoon fellow LIV JOOHOO!
[J\'?G%:T'E;\oun task of research...WOOH
the =IOUs

asked me 10 search for... Srories

i ean in 5uc y . Lo
Started by Danielle Be ﬂ CMMI'Version 1.2 vs. 1.3 Training

Considerations

* pber 24-26, 2010, Introduction to CMMI
my final public v1.2 class ever. Why is this

There are WMI Training
your trying

- 1 n
1SO Auditor uuest: ?quant'mn was rai'ieqe{ht
1 Twitter and e sUOY ing on wha
since | dcn‘\ K—Z\:‘je\& w0 look at depending
pasically thre

o do... - I Y B in Ln: EStl-matEd CDSt
srarted by Steve MY &‘ appraisal for SCAMPI Class A, B,orC
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;L‘r:eft"”?S" Does anyane know ROM ¢
praisal far 3 software development

: 0 do class 4, g or C
Started by F uji Nguyen in CMMI Appr

shop? Thanks, Fuji.

aisals

£ Process tailoring

what does useful "pmtess tailori :
is sufficiently significant 10 qualify

standard process... e e
started by Rich McCabe in CMMI and Pr

- oFganizational Training Waivers
r
/i What standards are used to waive a student from reguired

training? | am writing the organizational training plan and in it
| need to speci...
Started by Ted H. Exstein im CMMI| and Process Improvement

oring guidance” look like? What
as a railoring of the

improve ment
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This question about CMMI-SVC vs.
ITIL for an IT Helpdesk...

All Discussions My Discussions

CMMI-SVC or ITIL for IT helpdesk

d by Fuji Nguyen on May 13 10 at 5:52pm in CMMI for Services (Change)
B4 Send Message | View Discussions

| went to Bill CM ; Class vz usual, instructor Bill was great. | learned a lot from the ADMIN OPTIONS

% Feature

+ Add a Discussion

d ITIL. ChMI
or ITILinIT ", Edit Discussion

*w Close Discussion
learned from Bill

s, Edit Your Tags

¥ Delete Discussion
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Replies to This Discussion

oo Reply by Lita Fulton on May 18, 2010 at 7:26am

=4 Send Message

Hi Fuji, | have &
subset of ITILE
significant in s¢
is the only one
Function. CMM|
of them addres
Prevention (IRE
the help desk.

As you indicate
CMMI-SVC mot
Delivery (SD) at
part of your se|
delivery (your §
system (requirg

‘s, Edit Comme

P Reply to Thig
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... led to several extensive replies,
and an eventual “report” back from
the original questioner

@eo Reply by Cathy Beykzadeh on May 18, 2010 at 6:51pm

BN Send Message

Fuji,

CMMI for Services is a perfect methodale
Here's a high-level approach for applying
of "helpdesk™ as a Service. Accordinly ta
by facilitating outcomes customers wank
risks.

Project Planning (PP): Project Plan for est
support, including people, process, techt
Project Monitroing and Control (PMC): Pl
service establishment

Integrated Project Management (IPM): Int
initiatives on the helpdesk. for example,
new locations; or modification to current
Requirements Management (REQM): Mani
managing new and/or changed requirem
Risk Management (RSKM): Managing youl
any update to current functionality or esi
Capacity and Availability Management (C
helpdesk establishment. for example, pla
support the current phone line that the b
People, process, technology and product
Organizational Process Definition (OPD):
process assets and work environment stz
Organizational Process Focus (OPF): Plan,

@e Reply by Fuji Nguyen on September 2, 2010 at 10:32am

B4 Send Message

Thanks to Bill, Cathy, Lita, etc. for your guidance.
Here is my update on making help desk more Service oriented

1. The term Service Desk was used to describe the functional group (instead Help Desk)
[map to Organizational Process Focus (OPF)]

2. Leveraging free open source DotNetNuke (www.dotnetnuke.com) and aDefHelpDesk
(http://adefhelpdesk.com) to automate tracking of support tickets.
[map to Service System Development (S5D) and Service System Transition (S5T)]

3. Cetting three IT staffs ITIL v3 certified
[map to Organizational Training (OT)]

4. Updating existing help desk procedure to match ITIL v3 Service Desk function
[map to Incident Resolution and Prevention (IRP)]

5. Providing training to users, including a brochure of available services.
[map to Service Delivery (SD)]

Attached please find the process diagram. | hope the information will be helpful to those on
similar journey.

&, Edit Comment

Attachments:

b service_desk_process.pdf, 88 KB 3 Delete

P Reply to This

improvements on the helpdesk based on a thorough understanding of the current strengths and
weaknesses of the organization's processes and process assets

www.CmmiTraining.com
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| ® Common social media sites include
é LinkedIn, Twitter, and Facebook

® Social media can used successfully for
customer support (CMMI Rocks!)

® Each of these has its own unique
strengths and weaknesses

® They all may be used to enhance your
understanding and application of the
CMMI®.
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Coming
up next...
In this
room!
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Bill, why didn’t you mention blogs?
Or YouTube?
Or other social media applications?

Then what would
| talk about next year?
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Intro to CMMI v1.3
Hard Rock Hotel
Las Vegas!
Feb 8-10, 2011

Website: .com

Blog: WWW. .com Bill Smith
Alumni Club: .ning.com  pill@cmmitraining.com
Twitter: twitter.com/

YouTube: www.youtube.com/

LinkedIn: www.linkedin.com/in/

Facebook: www.facebook.com/pages/

120351941356797
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