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CMMI-ITIL — Management Summary

__________________________
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For

® |IT-Organizations which must
iImprove their costs, service
guality, response times, and
predictability,

CMMI-ITIL offers

® A set of proven best practices to
measurably improve
effectiveness and efficiency of
an IT Operations Organization
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CMMI-ITIL is the integration of ITIL into CMMI

CMMI-ITIL (CMMI for IT Operations) integrates the world‘s most used de-
facto-standards CMMI and ITIL in a common structure. CMMI-ITIL is
permissioned by the SEl and the OGC.

, -+
cmmi ITIL®
i

CMMI-ITIL
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CMMI for IT Operations and CMMI for Development support
the complete IT product lifecycle

Optimize

|

Operate

Service management

I— Deploy

Application development

|—~ Requirements

CMMI-DEV

CMMI-ITIL

]
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With the integration of CMMI and ITIL an urgent market need
Is fulfilled

® CMMI-ITIL integrates CMMI and ITIL

® CMMI-ITIL preserves investments of companies that currently use ITIL and
CMMI

® CMMI-ITIL makes it possible to seamlessly use CMMI and ITIL best practices
together

® CMMI-ITIL provides a common process improvement framework, language and
approach upon with IT Operations and IT Development can improve together

® CMMI-ITIL shows interfaces between IT Operations and IT Development and
supports a better common understanding.

® CMMI-ITIL enables SCAMPI appraisals.

® CMMI-ITIL is independent from any specific tools or vendors

__________________________
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CMMI-ITIL — Extended Management Summary

__________________________
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CMMI-ITIL is permissioned by the SEl and the OGC

/ ®
®
Model cvmi ITI
Carnegie Mellon m
BOdy Software Engineering Institute Office of Govemment Commerce
L ]
Carnegie Mellon | lt. SM F
Local Software Engineering Institute
S U p p O rt E u I’O pe IT Service Management Forim®
Denrsefland e W
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| The CMMI 1.2 architecture makes it possible to integrate TIL
as part of the CMMI family — now ITIL can be used seamlessly
with the other CMMI models

other

CMMI-ITIL CMMI-DEV CMMIS

| Common Structure
. Common Gloss:ary Terms
CommO'n Process Areas and Model Elements

__________________________

Distribution of material limited to attendees -9 - Copyright © 2007 wibas IT Maturity Services GmbH



M% SElPartner----------

ITIL content was integrated into the CMMI structure, and
CMMI-ITIL is ITIL organized and published as a CMMI book

ITIL CMMI

corresponds to
ITIL book < > bl
category
corresponds to CMIMI
ITIL process < > process area
I_________________________________T___I 1
: | corresponds to
| Goals and practices ITIL goal | » | CMMigoal
| were missing in ITIL. , ! |
1 They are new in CMMI- 1 ]
UTIL 1, corresponds to ]
: ITIL practice |, > CMMI practice
L o DT L
1 |
| 1
| |
corresponds to
ITIL < > CMMI
Process Proces
Detaiis Detaiis

__________________________
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While the solution may look simple, the integration of ITIL
iInto CMMI is based on a thorough metamodel mapping

TRTO
praiilce L -Bn] Typical Work Produici [

__________

Tit Ar—— s
Siprye | lewmsy) Subpracf“ce[ Ampllfcafon[

_____

| 72773
e I, / [specific PracfcekL ic Prat ?"'I -
Specific Model o s 0 Ml Blabioratien
. LR 0..1 P
:

FEC T c. 3
Specifc Goal [T Generic b’oal[
+ha H+ ddlt‘ +Master
0..n 0..n 1
="—¥= Process Area et = |retated 4
e FPurpose
Introductory Motes || TETTT TR
o2 iimfmg Tanle = Specific Generic Goal % Specific Generic Praciicé [
1
CMMI |
EEEEE B S ﬂ e | — I —
ITIL
[service support| [service Delivery]
|Service Management Book|
Front Matter @
l..n
|Speciﬁc Material
Vs | Wo..1
Service Management Process| |Service Management Function
Goal
Scope
- ™~
%| Basic Concepts:
> Benefits :
%| Possible Problems
LI process Specific Material|
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CMMI-ITIL integrates 100% of the relevant content of the ITIL
books Service Support and Service Delivery

CMMI-
- ITIL

Service Support

MMI-
- C

CMMI-
ITIL -

DEV

Service Delivery Application Management

__________________________
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CMMI-ITIL merges ITIL process areas with the core pro

CessS !

areas of CMMI to create a complete improvement model for

IT Operations

CMMI-ITIL VERSION 1.0 o,
- M_L CAPABILITY MATURITY MODEL INTEGRATION FOR IT OPERATIONS (el L
PrOJeCt ” PROJECT MANAGEMENT PROCESS MANAGEMENT (j ProceSS
Management R = - == Management
Process Areas == = — | Process Areas
from CMMI core == = __| from CMMI core

i
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2 CMMI-ITIL and other Service Models

__________________________
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CMMI-ITIL is 100% ITIL and specific to IT Operations;
CMMI for Services addresses all kinds of services

CMMI-ITIL is very different from the CMMI for Services (CMMI-SVC):

® CMMI-ITIL is an integration of the existing and widely used ITIL into the CMMI
family. ITIL text was not changed. Investments in ITIL-based improvements are
preserved.

® CMMI-SRYV is a totally new reference model (new text, new practices).

® CMMI-ITIL is specific to IT Operations.
® CMMI-SRV more general and addresses all kinds of services.

® CMMI-ITIL describes Service Delivery in detail. Service Delivery is a category
with several process areas.

® Service Delivery is only one process area in CMMI-SRV.

® CMMI-ITIL is available.
® CMMI-SRYV is currently not finished.

__________________________
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CMMI-ITIL is ITIL and part of the CMMI family;
IT-Service CMM is neither CMMI nor ITIL

CMMI-ITIL is very different from the IT Service CMM:

® CMMI-ITIL is a model of the CMMI family
® IT Service CMM is an “old” CMM

® CMMI-ITIL is an integration of the existing and widely used ITIL into the CMMI
family

® |T Service CMM is a different reference model (different text, different practices
than ITIL)

__________________________
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3 Frequently Asked Questions

__________________________
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Question: Which market penetration will CMMI-ITIL have?
Answer: The market penetration of ITIL.

CMMI-ITIL is ITIL — integrated in the CMMI structure

A decision for CMMI-ITIL is a decision for ITIL —including the strengths of
CMMI.

__________________________
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Questlon If | use ITIL, why sould | use CMMI-ITIL? )
Answer: to integrate W|th CMMI and use CMMI‘s best
practices in an IT Operations environment

CMMI-ITIL provides Best Practices for topics not covered by ITIL, but still
necessary for IT Operations: QA, metrics, quantitative management

CMMI-ITIL provides a structured and proven way for process improvement
CMMI-ITIL integrates ITIL in a family of best practices

CMMI-ITIL enables objective evaluations and appraisals based on ITIL

__________________________
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Question: How will ITIL v3 change CMMI-ITIL?
Answer: ITIL v3 updates will be integrated into CMMI-ITIL v3

ITIL v3 will be integrated into CMMI-ITIL based on the same mechanism as
ITIL v2

® All CMMI-ITIL texts have a reference to ITIL source (traceability)

® ITIL v3 changes will be incorporated into CMMI-ITIL v3 based on this
traceability and the metamodel mapping technique

The Service Delivery and Service Support ITIL Processes incorporated
into CMMI-ITIL have not changed much in ITIL v3

__________________________
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Questlon How is CMMI-ITIL made available?

Answer: CMMI-ITIL v1.0 is available from wibas — CMMI-ITIL
v1.1. will be licensed

The current version CMMI-ITIL v 1.0 has been TECHNISCHE
developed by wibas in cooperation with the Technical UNIVERSITAT
University of Darmstadt DARMSTADT
During the CMMI-ITIL v1.0 trial period the model is oS
only available through wibas; we provide p'

® Trainings IT MATURITY SERVICES

® SCAMPI Appraisals

® Performance Improvement Services

A cooperation model is currently under discussion
with the SEIl and the itSMF

Results of the CMMI-ITIL v1.0 trial will go Into an

ANARNAL 1T ARNAL 17T

CIVIIVII-L T T VJ. J. UpUdLC \.aIVIIVII 1 11L VL L VVIII IJC
available as PDF to everyone; CMMI-ITIL trainings will
be licensed

—d
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Question: How secure are investments in CMMI-ITIL?
Answer: As secure as any investment in ITIL

CMMI-ITIL is still ITIL —you just get more

CMMI-ITIL is supported by itSMF and receives high interest from the SEI —
support structures with both organizations are under discussion

CMMI-ITIL v1.1 will become public domain, will be licensed to other
companies, and will be supported by them (same as with CMMI-DEV)

__________________________
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4 CMMI-ITIL Products and Services

__________________________
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wibas offers three trainings for CMMI-ITIL

CMMI-ITIL SEl Introduction to CMMI
Upgrade from CMMI Upgrade from ITIL

SEIl Introduction to CMMI
and to CMMI-ITIL

® 5-day training ® 3-day training ® 3-day training
® Audience: Everyone ® Audience: Everyone ® Audience: Everyone
new to CMMI and ITIL with experience in CMMI and with experience in ITIL and
no knowledge in ITIL no knowledge in CMMI
® CMMI Structure, all CMMI-
DEV and CMMI-ITIL process ® CMMI Structure, all ITIL ® CMMI Structure, all CMMI
areas process areas, recap of process areas, recap of ITIL
- CMMI process areas processes
® [TIL examination
,Foundation Certificate in IT ® Ends with ITIL examination ® SEIl Certificate
Service Management” ,Foundation Certificate in IT
according to EXIN Service Management”

N according to EXIN
® SEI Certificate

__________________________
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wibas also offers an introduction workshop

Workshop
CMMI-ITIL Compact

® 1-2 day workshop

® Audience: Everyone
who wants to get an
overview of CMMI-DEV and
CMMI-ITIL

® Overview of CMMI-ITIL
structure and process areas

® Topics are selected
according to participants
needs

__________________________
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wibas offers (SCAMPI) Appraisals for CMMI-ITIL

SCAMPI A/B/C Appraisals are already possible for CMMI-ITIL

(incl. Registration with SEI — but currently no publication of results on SEI
Webseite)

__________________________
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wibas offers consulting services for CMMI-ITIL based
performance improvement

® Initiation of CMMI-ITIL based performance improvement projects

® Support by ITIL and CMMI experienced professionals for CMMI-ITIL based
solutions

® Support for establishing a QA for IT Operations

__________________________
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The CMMI-ITIL poster is available to everyone on our

website
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CMMI-ITIL VERSION 1.0
CAPABILITY MATURITY MODEL INTEGRATION FOR IT OPERATIONS
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== SElPartner

The CMMI-ITIL v1.0 Browser is available to our customers

&= SElPartner

=

Startzeite

Unzere Dienztleiztungen
Unzere Schulungen
Unsere Produkte

Das Unternehmen wikas
Publikationen

Linkz

SPIN in Deutschland

CITIL Browser
CITIL Glossary

CITIL Browser bestellen

Representation

ICuntinuuus

Maturity Level

1]Initial

2|Managed

3| Defined

4| Quantitatively Managed
5| Cptimizing

Welcome to the wibas
CMMI Browser

Getting Started

Process Area Goals & Practices v B v 3= 2 GE 7 el

Thiz browser allows you to navigate easily through the Capability Maturity Model Integration (CMMI} for Systems Engineering, Software
Engineering, Integrated Product and Process Development, and Supplier Sourcing (CMM-SESWIPPDYSS) verzion 1.1, This CMMI browser
covers the continuous as well as the staged reprezentation. We are sure this browser can help you leverage the usage of CMMIin your
erganization. Since the material in CMMI iz for information purpeses, it iz most useful to look this infermation up when you need it.

If you hawve any question regarding CMMI, cur team of consultantz and transitien partners will be there to help you. We can also help you
improve your organization by our portfolio of [T Maturity Services. If yvou have any improvement suggestions, write to
=cmmibrewser@wibas.dex.

1. Select a representation model - either staged or continuous.

2. At staged reprezentation choose the desired maturity level - which are Initial, Managed, Defined, Quantitatively Managed and Optimizing.

At continucus reprezentation 2elect a category (Procezs Management, Project Management, Support, Engenesring or All). Additionally you
may adjust the capability level at continuous representation.

KKontakt 1. Select a processarea.
SiEE 4. Mavigate freely through goale and practices using the navigation panel or the links embedded in the text.
Site ma,
C Rights Special permizzion to uze CMMI for Systems Engineering, Software Engineering, Integrated Product and Process Development, and
W Informationen zu CHME Supplier Sourcing 2002 by Carnegie Mellon University, in wibas CMM| Browser iz granted by the Software Engineering Institute. The SEI
erzion 1.2 and CMU do not directly or indirectly endorse wibas [T Maturity Services GmbH work.
B Sie mbcht ich fi Credits The ideas to our browser development go back to Simon Porro of SPI Partners who has made a standalone CMMI browser for Microsoft
& MOENLEN SIEN TUr UNsers Access, and te [BM's Method browser.
CHMNIE Schulung anmelden?
®: CMM and CMMI are regiztered in the U.S. Patent and Trademark Office by Carnegie Mellon University.
M Bestellen Sie unzere aktuelle SM.CMM Integration, SCAMPI, SCAMPI Lead Appraiser, IDEAL, Interim Profile, SEI, SEPG, PSP, TSP are service marks of Carnegie Mellon
Schulungsbroschire... University.
Report a bug
@ SPI Partners
D utsch & Vertretun g |
1
|
|
_________________________ o,
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The CMMI-ITIL v1.0 PDF is available to our customers

1 IT MaTtumiTy SERVICES
Olo-Hexes-Hi. '3 b 2N Carolxd. Gemorsy

CMMI® for IT Operations,
Version 1.0

CHHIHTIL, v1.0

WIBAS-Z-TR-O01
E=C-TR-20w 101

Irpaning proces s es for better prackrdts
wibzs CMMETIL Produc] Team

Techri=al Unduersl iy o7 Dame: b |
Elula Graumann

__________________________

Distribution of material limited to attendees - 30 - Copyright © 2007 wibas IT Maturity Services GmbH



M% SElPartner----------

I CMMI-ITIL in Detall

__________________________
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CMMI-ITIL has the same structure as ,, CMMI for
Development®

[ Maturity Level ]

SN

[ Capability Level ]|

__________________________
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" The CMMI-ITIL process areas have the content of ITIL and
the structure of CMMI process areas

Process Area (PA)

|

Specific Goals (SG)

Related
Process Areas

Purpose
Statement

Introductory
Notes

Generic Goals (GG)
Generic

Practices
(GP)

Practices
(SP)

Typical Work
Products

Legend | Required
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CMMI-ITIL process areas are structured according to CMMI,
but they are based on ITIL text

ITIL in the structure R
Of CMM' 1.2: CAPACITY MANAGEMENT

A Sarvics Dalvany Pocass A gt CHM| Mauy Lave | 3

Purpose

The purposs of Capacity Managsmant {CAM) is b that cost justifiable 1T Capacity
abways exists and that itis matched o the current and futurs identifisd neads of the
businsss. TLz0E17)

Intreductory Motes

Capacity Managemeant nesds to understand the businsss requirements (the
mopirad Servics Delivary), the organisation's opsration (the curmznt Ssrvics Deli-
ary) and the [T Infrastucturs (the means of Ssrvice Delivary), and snsurs that all
the cumrsnt and future Capecity and parformancs aspacts of the business = quirs-

ments are provided cost-afectively. [TLeo e12) > [IT”_ SD 51 2]

Capacity Management is responsible faransuring that the Capacity of the IT Infra-
shructure matches the evolving demands of the business in the most cost-aflactive
and timely mannar. The procsss encompas sse:

the ioring of parfol rd throughput of IT Sarvi i the i
lnhr:mgr;gmmp;on;ggnm and thraughput rvices a supparting Every teXt h aS

undertaking tuning activitiss to make the mostsffickent uss of sxisting resources

derstanding the demanas bsi ds for IT d produs- 1h 1 .
e e caer =ingmadefr T esetcesand procs traceability to its source:
influsncing the dermand for resourcs, perhaps in conjunction with Financial Man-
EQBITBHT

the jion of a G ity Plan which 2nables the IT Samvi ide - - 1
e prochcion o Capacity Pl which ribice the IT Savice praider o pro ITIL-Book , Service

Capacity Management is @ ssantially a balancing act; balancing: Del H er 13 Cha ter 6 1 2
+  cost against Capacity - (2. the need to snsurs that processing Capacily thatis I V y ) p - .
purchassd is not orly cost justifiable in Brms of bugsiness need, but also the
naad to maks the most efficientuss of hoss macurses
supply against demand - 2. making surs that the avalable supply of processing
powar matches the demands mads on it by the business, bath now ard in ths
future; it may alse be necessary to manage or influenze the demand for a partic-
ular resourcs. TLEDE1]
A corporale Capacity Managsment procsss snsurs s that the sntie erganization's
Capacity mouirsmeants are calrad for. The cost of upgrading all the desktop & quip-
mentin an arganisation could 2 asily sxcesd the costof a mainframe upgrads.
Capacity Managemeant should haws =sponsibility for the ‘refrash policy’, ansuring
that ckskiop equipment has sufficknt Capacity to run the applizations that the busi-
ness eouires far the foesssabls future.

Capacity Managemant providss the ne cessary infommation on cunsntand plannsd
r=acurce ulilisation of individual compene nts ta snable arganisations to decide, with
confidence:

which componsnts o upgrads (2. mors memary, faster sorags devices, faser
processors, grealer bandwidth)

capacity Management 1af21
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he process areas Configuration Management of CMMI and
ITIL were merged within the practices using additions

CHMI for IT Operations
Version 1.0

CONFIGURATION MANAGEMENT

A Servica Support Process Area at CMMI Maturity Level 2

Purpose

The purpose of Configuration Management (CM} is to establish and maintain the
integrity of work products using configuration identification, configuration control,
configuration status accounting, and configuration audits. [cMMi-DEY 1.2)

For IT Operations Addltlon Wlth

Configuration Management provides a logical model of the infrastructure or a ser-

vice by identifying, controlling, maintaining and verifying the versions of Configura-
tion Items (Cls) in existence. [miL 55 7.1] ITI L TeXt

Introductory Notes

The Configuration Management process area involves the following:

+ Identifying the configuration of selected waork products that compose the base-
lines at given points in time

«  Controlling changes to configuration items

+  Building or providing specifications to build work products from the configuration
management system

+ Maintaining the integrity of baselines

» Providing accurate status and current configuration data to developers, end
users, and customers [CMMI-DEV 12]

For IT Operations

The goals of Configuration Management are to:

= account for all the IT assets and configurations within the organisation and its
services

» provide accurate information on configurations and their documentation to sup-
port all the other Service Management processes

= provide a sound basis for Incident Management, Prablem Management,
Change Management and Release Management

= verify the configuration records against the infrastructure and correct any
exceptions. [ITILss 7.1]

The work products placed under configuration management include the products
that are delivered to the customer, designated internal work products, acquired
products, tools, and other items that are used in creating and describing these work
products. {See the definition of "configuration management” in the glossary.)

Acquired products may need to be placed under configuration management by both
the supplier and the project. Provisions for conducting configuration management
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The glossaries of CMMI and ITIL were merged

CMMI for IT Operalions
Version 1.0

CMMI-ITIL 1.0 GLOSSARY

References:
[Service Support / Service Delivery Appendix A.2 Glossary of terms|
[CMMI-DEV 1.2 D. Glossary]

Absorbed Overhead Overhead which, by means of absorption rates, is included in costs
of specific Products or saleable Services, in a given period of time.
Under- or over-Absorbed Overhead. The difference between over-
head cost incurred and overhead cost absorbed: it may be splitinto
its two constituent parts for control purposes.

Absorption Costing A principle whereby fixed as well as variable costs are allotted to
Cost Units and total overheads are absorbed according to activity
level. The term may be applied where Production costs only, or
costs of all functions are so allotted.

Acceptance Criteria The criteria that a Product or Product Component must satisfy to be
accepted by a user, Customer, or other authorized entity.

Acceptance Testing Formal testing conducted to enable a user, Customer, or other
authorized entity to determine whether to accept a Product or Prod-
uct Component. (See also "Unit Testing”.)

Achievement Profile In the Continuous Representation, a list of Process Areas and their
corresponding Capability Levels that represent the Organization's
progress for each Process Area while advancing through the Capa-
bility Levels. (See also “Capability Level Profile,” “Target Profile,”
and “Target Staging”.)

Acquisition The Process of obtaining Products (goods and Services) through
contract.
Acquisition Strategy The specific approach to acquiring Products and Services that is

based on considerations of supply sources, Acquisition methods,
Requirements specification types, contract or agreement types, and
the related Acquisition risk.

Action Lists Defined acticns, allocated to recovery teams and individuals, within
a phase of a plan. These are supported by Reference Data.

Addition In the CMMI Product Suite, a clearly marked model component that
contains information of interest to particular users. Ina CMMI
Madel, all additions bearing the same name (e.g., the IPPD addi-
tion) may be opticnally selected as a group for use.

Adeguate This word is used so that you can interpret Goals and practices in
light of your Crganization's Business Objectives. When using any
CMMI Model, you must interpret the practices so that they work for
your Organization. This term is used in Goals and practices where
certain activities may not be done all of the time. {See also “appro-
priate” and “as needed".)
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A bidirectional traceability from ITIL to CMMI (table) and
from CMMI-ITIL to ITIL (references) is provided

Link CMMI-ITIL to ITIL

Magpping tables of CMMI for IT Operations
fersion 1.2
cha oo et cns
CAPACITY MANAGEMENT Mapping table ITIL to CMMI-ITIL
& Samvice Dalo Frsess AR ot CUMI Matuely Lovel 2 5 N -
Section ITIL Service Support Section CMMI-ITILIM | Comment
Purpose 4 The Service Desk — discarded (administrative infor-
The purposs of Capacity Managamant {CAM) is to that cost justifiable IT Capacity mation)
always axists and that itis matched to the currsnt and futurs identifisd neads of the
businsss. [TLEDELY 4.1 Overview n'a
4.1.1 Why do we need a Service Desk? SG1 abridged
Introductory Notes
4.1.2 The support problem SG1 abridged
Capacity Managemsant neads to undsrztand the business requirs ments ithe
rmapired Sarvics Delivary), the organisation’s opsration ithe curmnt Servics Daliv- 4.1.3Call Centre Infroductory Motes
ary) and the [T Infrastructurs (the maans of Sane
the curmant and futurs Capacity and parformanss) 4.1.4 Help Desk Introductory Notes
menits are provided cost-sfiectively. pTLED BT [ITIL SD 5 1 2]
Capacity Managsrmsntis rssporsitie for s nsuri = 4.1.5 Service Desk Introductory Notes
:ﬁméﬁmﬁﬁ:ﬁmﬁ:?;ﬁg;ﬁ_b""i""“ inthe most oosl-sfesiive 4.1.6 How can a Service Desk help my organisation? $G1 abridged
the: manitering of performance and throughpot of IT Savices and the supparting 4.1.7 Charging for support services SP11
Infrastructurs componsnts
underaking tuning activitiss to make the mestsfficentuss of sxisting resoursss 4.1.8 Business and operational benefits 8G1
i‘gﬁﬁm%ﬁfﬁmfgﬂ being e for [T rsnuroee and pradhic- 4.1.9 The role and direction of the Service Desk GP 24
:;ﬂaulsgc:l'ngh darmand for reeourcs, parhaps in conjunction with Financial Man- 4.1.10 Cuslomer interaction Sp12 abridged
the procuction of a Capadty Plan which snables the T Servies provider to pro- 4.1.11 Keeping the Customer and User informed GP 24 abridged
vide sarvicas of the quality defined in Sarvice Lavel Agreements (SLAs). ping ! ¥
Capacity Managemeant is ess2ntially a balancing ast; balancing: 4.1.12 Physical attendance GP 24 abridged
coet against Capacily - L2 the nead to snsurs that prace ssing Capacity thatis p P
purchassd is notorly cost justifialle in rms of business nsed, but also the 4.1.13 Monitored infrasiructure events P12
nead to maks the mast sffickent uss of thoss meourees N B .
4.1.14 Actioned infrastructure Incidents SP1.2
aupp&;ﬁr;:t%mz:d-iad nwuilj';; aq?g?aét:z a\.:aiablab::ﬂpph' afgga@:ing !
powar & the demands mads on i uziness, now and in the ; :
future: it mey also be necsssary 1o or inflsns the demand for a parti- 4.1.15 Infrastructure Incident model SP1.2 abridged
uler regoure. 706 4.1.16 Benefits SG 1
A corporat Capacity Managame nt procsss ensures that the entire organization’s
Capacity opirzmants are catrad for. The cost of upgrading all the desktop 2 quip- 4.1.17 Use of Intemet technology SP12 abridged
mentin an organization could & asily exceed the costof a mainframs upgrads.
Capacity Managemeant shauld havs msponsitility for the ‘refresh polizy’, snsuing 4.2 Implementing a Service Desk infrastructure SP1.3 abridged
that deskiop equipment has sufficient Capacity to run the applications that the busi-
n=ss rRquires for the forseeabls futurs. 4.2.1 Staff resourcing SP1.3
Capacity Managerment provides the necessary infomation on cumznt and planned - :
raource utilisation of indvidual componsnts ta 2nable arganisations to de cids, with 4.2.2Targe! effeckiveness meirics GP23
confidsncs: 4.2.3 Key considerations SP13
which componsnts & upgrads (i.2. mors mamory, faster skorags devices, faser
procassors, greater bandaidth) 4.2.4 Selecting the right Service Desk structure SP1.3
4.2.5 Types of Service Desk structure Infroductory Motes
4.2.6 Local Service Desk considerations Introductory Notes, SP | abridged
Capacity Management 10f21 1.3
4.2.7 Central Service Desk considerations Introductory Notes, SP | abridged

Link ITIL to CMMI-ITIL
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| CMMI ITIL has 4 categories: Project Management, Service |
Support, Service Delivery and Process Management

Category Process Areas

Organizational Process Focus
Process Organizational Process Definition +IPPD
Management Organizational Training

Organizational Process Performance
Organizational Innovation and Deployment

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

uantitative Project Management

Incident Management including Service Desk
Problem Management
Change Management
Service Release Management

Configuration Management
S0 PRe Process and Product Quality Assurance
Measurement and Analysis
Decision Analysis and Resolution !
Causal Analysis and Resolution !

___________
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" REQM is now included in the project management category

Requirements

Status, issues, and results
of process and .
product evaluations;

Corrective
measures and analyses

action

—_—— — —

———

Status,

N
7

issues :
a?d re;shlts < What to build : Project \I
of reviews
and monitoring What to do I Mapagement, |
| Service Support |
| _ and Service |
| Delivery process |
> l\ areas "
Measurementneeds = ' p
i <+—> .
Suppller Product component requirements,
Covnlin technical issues, completed product
Suppiier components, and acceptance
agreement reviews and tests /

Not in CMMI core, but
still used in CMMI-ITIL
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M% SElPartner----------

The Advanced Project Management Process Areas are
unchanged from CMMI-DEV

Process performance
objectives, baselines, and models

Risk exposure due to
unstable processes

>

Statistical Management Data

Quantitative objectives, subprocesses

Organization's standard 1o statistically manage, project's
processes, work composed, and defined process

environment standards,
and supporting assets

LYl

RSKM

Identified risks

>

~

/ N .
. 1a\ines .
f \ \es and guidel Project's ' )
I I \ppD composed Risk taxonomies
| and defined and parameters,
| | . rocess risk status,
[ Process I N P risk mitigation
' Management lI  Lessons learned, Project's plans, and
: process areas : planning, and defined process corrective
| : performance data and work action
| | environment
\ ) Product Coordination,
N~ _/ architecture 'commitments, and
for issues to resolve v
structuring Integrated teamsfor === M\ e ~
teams performing engineering \‘
and support processes | |
——d T | |
Ve - -~ | . i
( \ I Basic |
: Service Deliverye : : Project Management |
| ande | | process areas :
| Service Support [ I |
: process areas : I\ I :
/ |
/
\ N o e P \ N e o o — —— ———— - / :

Distribution of material limited to attendees -40 - Copyright © 2007 wibas IT Maturity Services GmbH



M% SElPartner----------

The Basic Process Management process areas are
unchanged to CMMI-DEV

Organization's process
needs and objectives

Senior Training for projects
management and support groups in
std process and assets

Organization's
business
objectives

= Training needs \
\l/ ------- = \
Std process I

and other I Project
assets I Management, |

| Service Support

Standard process, > I and Service |
Resources and work environment I Delivery processl
coordination standards, and \ areas |
other assets ~ I 4/

-3

Process-improvement Improvement information

proposals; participation (e.g., lessons learned, data, artifacts)
in defining, assessing,

and deploying processes

\4

>
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The Advanced Process Management process areas are
unchanged to CMMI-DEV (1/2)

Improvements Cost and benefit
Organization | < < data from piloted
OID Ws

/

process areas

Quality and process I' |
performance objectives, . _ )
measures, baselines, and models Seur?':gnz:gep;rj:::tsives, : Pro]ef:t Management,:
measures, baselines, | Service Support and I
and models Service Delivery
>
|
|

I
I
I
l

Senior < OPP
management Progress toward k J
achieving business
objectives

—— — - /
Common
measures Process performance
v and capability data
Ability to develop I/ \I
ﬂﬂl‘l l'lﬁ'\lﬁll — -
a’lclu ;cvc-lvl | Basic I
standard process | Process Management |
and other assets | process areas I
| I
\ /

__________________________
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The Core Support Process Areas are the same as in CMMI-
DEV and belong to the Service Support category

CAR PPQA
Defects and | 4 Quality and | 4
other noncompliance
problems issues Processes and
Process work products,
improvement and standards,
v | proposals v | and procedures
// e —— Sl - \
I I
I I
| All process areas |
I I
\_ /
Formal Measurements .
evaluations and analyses | | Information
Selected issues needs
DAR MA

__________________________
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The IT Oprations Service Support Process Areas were taken
from the ITIL Service Support Book

Incident
M < User
, ; » | (Customer
Information about Solution ( )
A
Solution ISt?tus ti
or Work | |problems ntormation
Around
v
Release
Request
PM wes o RrRM
<

Implemented

Release
Change —— I - =

Change
Notification order ( Development \I
|
L sy
Pl |
CcM | (Engineeringr
| \CMMI-DE\9 I
V== )

__________________________
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= N
< “—
|
|

The Service Delivery Process Areas were taken from the ITIL
Service Delivery Book

Agreed-to set of Initial
Development Development
Requirements Requirements

o e e e— o— —] — o— —

[ Development | y \
| | JoON
Service Level Capacity |
Requirement Information | | I?PE)S dM \ :
> | Management) |
Service Level Service Level I N I
A t
greemen | Agreed-toset of |
. T I
- Service | | Availability RFC | g:(\lﬁi:)epn:q;r;i |
Pricing / /¢ rice L€¥¢! | | Information | |
Level A \ _ v | _ v |
/ A | / A |
RFC CHM \ PP
> (Service | I (Project ) |
Support) | \ Management)
N / | !
-~ -~ 1
\ )} |
|
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The Specific Goals and Specific Practices of the new
CMMI-ITIL Process Areas — AM & CAM

Availability Management Capacity Management
SG 1 Manage Availability SG 1 Manage Capacity
SP 1.1 Determine Availability SP 1.1 Establish Capacity Plan

Requirements
SP 1.2 Establish Availability Plan
SP 1.3 Monitor Availability

SP 1.2 Monitor Utilization
SP 1.3 Analyse Utilization Trends

SP 1.4 Tune and implement Systems and
SP 1.4 Design for Availability and Services
Recovery SP 1.5 Store Capacity Management Data

SP 1.5 Tune Systems and Services SP 1.6 Manage Demand

SP 1.7 Size Applications

__________________________
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The Specific Goals and Specific Practices of the new
CMMI-ITIL Process Areas — CHM & CM

Change Management

SG 1 Manage Requests for Change

SP 1.1 Log and Filter Changes

SP 1.2 Assess Impact and Resources

SP 1.3 Allocate Priorities and Categories

SP 1.4 Authorize Changes
SG 2 Manage Approved Changes

SP 2.1 Schedule Changes

SP 2.2 Build, Test and Implement
Changes

SP 2.3 Review Changes

Distribution of material limited to attendees
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Configuration Management
SG 1 Establish Baselines

SP 1.1 Identify Configuration Items

SP 1.2 Establish a Configuration
Management System

SP 1.3 Create or Release Baselines

SG 2 Track and Control Changes

SP 2.1 Track Change Requests
SP 2.2 Control Configuration Items

SG 3 Establish Integrity

SP 3.1 Establish Configuration
Management Records

SP 3.2 Perform Configuration Audits

Copyright © 2007 wibas IT Maturity Services GmbH
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The Specific Goals and Specific Practices of the new
CMMI-ITIL Process Areas — FM & IM

Financial Management Incident Management
SG 1 Manage Budgets SG 1 Provide Single Point of Contact
SP 1.1 Estimate Cost of Budget Items SP 1.1 Establish Service Desk

Requirements

SP 1.2 Monitor Budgets SP 1.2 Establish Service Desk Procedures

SG 2 Account for Money Spent SP _1.3 Establish Service Desk
SP 2.1 Establish Cost Model Environment
SP 2.2 Perform Cost Analysis SG 2 Manage Incidents

SP 2.1 Detect and Record Incidents

SP 2.2 Classify Incidents and Provide
Initial support

SP 2.3 Appraise Investments

SG 3 Charge for Services

SP 3.1 Establish Charging Model SP 2.3 Investigate and Diagnose Incidents
SP 3.2 Establish Pricing SP 2.4 Resolve Incidents and Take
SP 3.3 Invoice Services Recovery Actions
SP 2.5 Track and Monitor Incidents to
Closure

__________________________
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The Specific Goals and Specific Practices of the new
CMMI-ITIL Process Areas — ITSCM & PM

IT Service Continuity Management Problem Management

SG 1 Identify Requirements and Define Strateqgy SG 1 Control Problems

SP 1.1 Analyze Business Impacts SP 1.1 Identify and Record Problems

SP 1.2 Assess Risks SP 1.2 Classify Problems

SP 1.3 Define Business Continuity Strategy SP 1.3 Investigate and Diagnose Problems

SG 2 Establish Business Continuity Management SG 2 Control Errors

SP 2.1 Plan Organisation and Implementation SP 2.1 Identify and Record Error

SP 2.2 Develop Recovery Procedures and Plans SP 2.2 Assess Error and Initiate Error Resolution
SP 2.3 Implement Risk Reduction Measures SP 2.3 Track and Monitor Error and Associated

SP 2.4 Test Business Continuity Problems to Closure

SG 3 Proactively Manage Problems

SP 3.1 Analyze Trends

SG 3 Ensure Business Continuity

SP 3.1 Ensure Operability of Business Continuity
S Target Preventive Actions
SP 3.2 Generate Awareness

P 3.2
SP 3.3 Provide Informations

__________________________
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The Specific Goals and Specific Practices of the new
CMMI-ITIL Process Areas — RM & SLM

Release Management Service Level Management

SG 1 Develop and Implement Releases SG 1 Establish Agreements

SP 1.1 Plan Releases SP 1.1 Establish Service Catalog

SP 1.2 Design, Build and Configure SP 1.2 Establish SLAs, OLAs and UCs
Releases

SG 2 Manage Agreements
SP 2.1 Establish Monitoring Capabilities

SP 1.3 Accept Releases
SP 1.4 Plan Rollout SP 2.2 Define Reporting and Review
SP 1.5 Communicate, Prepare and Train Procedures

SP 1.6 Distribute and Install Releases SP 2.3 Perform Service Reviews

SP 2.4 Perform Service Improvement
Program

__________________________
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The 5 Maturity Levels were defined specifically for CMMI-ITIL
' Capability Level

Maturity Level Process Area

Organizational Innovation and Resolution
Causal Analysis and Resolution

-o5: Optimizing

selected subprocesses

Integrated Projekt Management [T Service Continuity Mgmt
Decision Analysis and Resolution ~ Availability Management

n

€@

4: Quantitatively Quantitative Project Management A
M d Organizational Process Performance 8
anage 8

O

____________ ra)
Organizational Process Focus Problem Management a

Organizationsal Process Definition Release Management o

Organizational Training Financial Management s

3: Deﬁ ned Risk Management Capacity Management g
0

7]

Requirements Management Incident Management
Project Planning Change Management | g-F==ool ____L____
Project Monitoring and Control Service Level Management
2 M anaged Supplier Agreement Management _____
Measurements and Analysis

Process and Product Quality Assurance
Configuration Management
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The CMMI-ITIL Maturity Level 2

Requirements Management REQM
Project Planning PP
Project Monitoring and Control PMC
core  Supplier Agreement Management (shared) SAM
Configuration Management CM
Measurement and Analysis MA
Process and Product Quality Assurance | PPQA

Incident Management
CMMI-
miL Change Management
Service Level Management

__________________________
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The CMMI-ITIL Maturity Level 3

core

Decision Analysis and Resolution
Risk Management

Integrated Project Management
Organizational Process Definition
Organizational Process Focus
Organizational Training

CMMI-
ITIL

Problem Management
Release Management
Financial Management
IT Service Continuity Management

(‘nn:\m’r\/ I\/Inn:.\gnmnnf

vur.lu

Avallablllty Management
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=i

e CMMI-ITIL Maturity Level 4 and 5 are unchanged to
CMMI-DEV

Organizational Innovation and Deployment

core . .
Causal Analysis and Resolution

Quantitative Project Management QPM

core : .
Organizational Process Performance |OPP

__________________________
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How to obtain CMMI-ITIL

__________________________
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Do you want to use CMMI-ITIL?

Malte Foegen

Partner

Phone: +49 / 6151 / 503349-26
e-mail: mfoegen@wibas.de

Do you want to use CMMI-ITIL v1.0?

Call us.

Silvia Graumann

Professional Consultant

Phone: +49 / 6151 / 503349-0
e-mail: silvia.graumann@wibas.de

__________________________
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