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Was Sie heute mitnehmen können 

• Was ist CMMI for Services (CMMI-SVC) und was nutzt es? 

• Was unterscheidet und was verbindet CMMI-SVC von den zwei anderen 
Konstellationen von CMMI (CMMI-DEV und CMMI-ACQ)? 

• Welche Zielgruppe(n) adressiert CMMI-SVC vor allem - wann und wofür soll 
es eingesetzt werden? 

• Wo finde ich mehr Informationen?
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Agenda 

• CMMI-SVC: Motivation
• Die CMMI-V1.2 Trilogie
• CMMI-SVC: Was ist neu? 
• Der Lifecycle-Ansatz von CMMI-SVC 
• Service System Development (SSD)
• CMMI und ITIL  
• Nutzung von CMMI-SVC 
• SEI-Trainings 
• Weiterführende Links
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Ausfall T-Mobile-Netz im Frankfurter Raum am 
04.09.2003 durch Versionswechsel

Quelle: http://www.t-mobile.de/presse/presse-news/1,3852,6633-_,00.html
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Ausfall T-Mobile-Netz im Frankfurter Raum am 
04.09.2003 durch Versionswechsel

Quelle: http://www.t-mobile.de/presse/presse-news/1,3852,6633-_,00.html

Wie steht es mit folgenden Fragen: 

Werden neue oder geänderte Systemkomponenten so 
eingeführt, dass der laufende Betrieb nicht beeinträchtigt wird? 
(SST)

Sind wesentliche Service-Abhängigkeiten identifiziert und 
gemanagt worden? (SCON)
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Die Cost-of-poor-service-quality kostete T-Mobile 
bis zu 1 Mio. € an direkten Umsatzeinbußen 

Quelle: http://www.heise.de/newsticker/data/jk-05.09.03-002/
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Ausfall des Check-In-Systems bei der Lufthansa 
am 23.09.2004 – wenige Tage nach Umstellung 
auf electronic-ticket only

Quelle: http://www.heise.de/newsticker/meldung/51398
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Die direkten Cost-of-poor-service quality am 
23.09.2004 waren 33 Flüge und ca. 3000 Passagiere weniger

Quelle: http://www.heise.de/newsticker/meldung/51398

Wie steht es mit folgenden Fragen: 

Werden neue oder geänderte Systemkomponenten so 
eingeführt, dass der laufende Betrieb nicht beeinträchtigt wird? 
(SST)

Sind wesentliche Service-Abhängigkeiten identifiziert und 
gemanagt worden? (SCON)
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Bundesweiter Netzausfall bei der T-Mobile am 21.04.2009

http://www.heise.de/mobil/T-Mobile-Netz-bundesweit-ausgefallen-Update--/newsticker/meldung/136517 und 
http://www.heise.de/mobil/Panne-im-T-Mobile-Netz-wird-untersucht-Update--/newsticker/meldung/136531

http://www.heise.de/mobil/T-Mobile-Netz-bundesweit-ausgefallen-Update--/newsticker/meldung/136517
http://www.heise.de/mobil/Panne-im-T-Mobile-Netz-wird-untersucht-Update--/newsticker/meldung/136531
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Bundesweiter Netzausfall bei der T-Mobile am 21.04.2009

http://www.heise.de/mobil/T-Mobile-Netz-bundesweit-ausgefallen-Update--/newsticker/meldung/136517 und 
http://www.heise.de/mobil/Panne-im-T-Mobile-Netz-wird-untersucht-Update--/newsticker/meldung/136531

Wie steht es mit folgenden Fragen: 

Stehen aktuelle Pläne zur Verfügung, um während und nach 
der Unterbrechung wichtiger Funktionen die Kontinuität der 
Services zu gewährleisten? 

Sind die Pläne in der Zielumgebung validiert worden? (SCON)

http://www.heise.de/mobil/T-Mobile-Netz-bundesweit-ausgefallen-Update--/newsticker/meldung/136517
http://www.heise.de/mobil/Panne-im-T-Mobile-Netz-wird-untersucht-Update--/newsticker/meldung/136531
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• CMMI-SVC: Motivation
• Die CMMI-V1.2 Trilogie
• CMMI-SVC: Was ist neu? 
• Der Lifecycle-Ansatz von CMMI-SVC 
• Service System Development (SSD)
• CMMI und ITIL  
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• SEI-Trainings 
• Weiterführende Links
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Die Bedeutung von ‚Services‘ in einem weiten Sinne 
nimmt ständig zu – das SEI vollendet nun mit 
CMMI-SVC die Trilogie der CMMI-Familie 

Quelle: SEI

Starke Industrie-
beteiligung, z.B.: 

Northrop 
Grumman 

Lockheed Martin 

DNV
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Die CMMI-V1.2 Trilogie auf einen Blick: 
CMMI-DEV - CMMI-ACQ – CMMI-SVC 

2006:
Entwicklungs-

projekte 

2007: 
Beschaffungsprojekte & 

‚Systemintegratoren‘

2009: 
Service-Provider

(nicht nur IT-Services!)
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CMMI-SVC versucht, alle Typen von Services 
abzudecken - nicht nur IT-Services  

Quelle: SEI
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CMMI-SVC hat insgesamt 24 Prozessgebiete 
(Process Areas – PA) 

Core PAs

Services-specific PAs

Shared PA (SAM) with 3 
modified SPs 16

CMMI-SVC addition: SSD16

1

CMMI-DEV CMMI-ACQ

CMMI-SVC (24 PAs)

Core PAs 

• have been expanded to include 
3 SPs

• include services-specific 
informative material

CMMI for Development CMMI for Acquisition

Quelle: SEI

Vorführender
Präsentationsnotizen
The CMMI-SVC model includes the 16 core PAs, one shared PA (SAM), 7 services-specific PAs, 1 of which is an Addition. The PA addition is an optional PA. An organization can choose not to implement that PA. The difference between a PA addition and SAM is that when an appraisal in conducted the organization with the lead appraiser’s agreement needs to justify why SAM is not applicable. For the PA addition, that is not the case. The organization only needs to say that the PA is not in the scope of the appraisal.

Explain the SAM is a shared PA in that it is included in more than one constellation (CMMI-DEV and CMMI-SVC, but not CMMI-ACQ). 

Service-specific PAs exist only in CMMI-SVC models.

Core process areas are present in all constellations.  They are comprised of the following CMMI model components:
a designated, fixed set of CMMI model components that are essential for all areas of interest and are present in all CMMI models (CMF)
model components that are applicable to more than one area of interest, but not members of the above fixed set for v1.2 (e.g., Establish Integrated Teams SP, which appears in both CMMI-SVC and CMMI-ACQ but not CMMI-DEV)
Services-specific model components applicable only to the services area of interest for v1.2
Core PAs may appear different in each constellation because they may contain model components that are specific to a constellation.

Shared PAs (i.e., SAM in v1.2) are those that exist in more than one constellation (area of interest).  They contain model components that are applicable to more than one area of interest , along with constellation-specific components.  Like the core PAs, each shared PA may appear different in a given constellation because it may contain model components that are specific to the constellation’s area of interest.

There are 3 SPs in the core process areas of CMMI-SVC that are not currently in CMMI-DEV which are candidates for inclusion into the CMF.  Two of the SPs address integrated teams (one in OPD and one in IPM).  They can also be found in CMMI-ACQ but similar content is presented in the IPPD addition of CMMI-DEV.  The third SP addresses project strategy (in PP) and a similar SP can be found in CMMI-ACQ but not in CMMI-DEV.
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Zur Erinnerung: das (ideale) CMMI-Architekturprinzip 
der ‚Constellations‘ 
Process 
Area 
Cate-
gories 

Project 
Managmt
.

Process 
Managmt
. 

Support Engi-
neering 

Acqui-
sition 

Service IPPD

Constel-
lation 

CMMI-
DEV X X X X X

CMMI-
ACQ X X X X

CMMI-
SVC X X X X

Vorsicht: das Ideal-Bild mit dem identischen CMMI-Core ist nicht perfekt 
umgesetzt. Z.B. ist PP für DEV etwas anders als für ACQ als für SVC

CMMI-Core
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Die neue Category SVC Establishment & Delivery
und die 7 neuen Prozessgebiete von CMMI-SVC v1.2

Capacity and 
Availability 

Management 
(CAM – PM ML 3)

Service Delivery 
(SD – ML 2)

Service System 
Transition 

(SST – ML 3)

Incident Resolution 
and Prevention 

(IRP – ML 3) 

Service Continuity 
(SCON – PM ML 3) 

Service System 
Development 
(SSD – ML 3) 

CMMI Model 
Framework 

(CMF)

16 Project, 
Organizational, 

and Support 
Process Areas

Quelle: SEI

SSD: 
„ENG in Klein“

Strategic Service 
Management 

(STSM – ML 3)  

Vorführender
Präsentationsnotizen
Key Acquirer Roles
Business analysis/relationship management (incl. requirements)
Systems engineering, architecture strategy, system acceptance
Contract development & supplier management
Program ownership / project management

Key Supplier Roles
Application Design/Development    	
 System Maintenance	           
 Desktop / Service / Help Desk
 Hosting
 Data center / mainframe















INSTRUCTOR NOTES:
KEY POINT
Both Developers and Acquirers have strong, albeit different, needs for process

SUGGESTED SCRIPT
Acquisition is a team sport.  With both the Acquirer and the Developer on the SAME team.
Each has a role to play, and Process is an important element in each of these roles
Ultimately, the goal of both the Acquirer and the Developer is to translate an Operational Need into a fieldable and supportable product.  In pursuit of this:
the Acquirer
Plans the acquisition
Develops an RFP
Solicits proposals
Selects a source
Monitors the project throughout development
Accepts the product
Transitions the product to operations
The Developer
Plans the development
Designs the product
Develops the product
Integrates and tests the product
Delivers the product

The processes used by the developer and the acquirer are different but similar
CMMI-Acquisition Module recommends Acquirers processes
CMMI recommends Developers processes


TRANSITION
 What processes does the Acquirer need?



SPIN-Rhein Main 15. Mai 2009© 2009 Prof. Dr. Urs Andelfinger. All rights reserved. 19

Die CMMI-SVC Prozess Areas nach Category

Process Management
• Organizational Innovation and Deployment (OID)
• Organizational Process Definition (OPD)
• Organizational Process Focus (OPF)
• Organizational Process Performance (OPP)
• Organizational Training (OT) 

Support
• Causal Analysis and Resolution (CAR)
• Configuration Management (CM)
• Decision Analysis and Resolution (DAR)
• Measurement and Analysis (MA)
• Process and Product Quality Assurance (PPQA) 

Project Management
• Capacity and Availability Management (CAM)
• Integrated Project Management (IPM)
• Project Monitoring and Control (PMC)
• Project Planning (PP)
• Requirements Management (REQM)
• Risk Management (RSKM)
• Quantitative Project Management (QPM)
• Service Continuity (SCON) 
• Supplier Agreement Management (SAM) 

Service Establishment and Delivery
• Incident Resolution and Prevention (IRP)
• Service Delivery (SD)
• (+) Service System Development (SSD)
• Service System Transition (ST) 
• Strategic Service Management (STSM) 
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Das SEI wird immer umgangssprachlicher – die 
CMMI-SVC Process Areas in ‘plain English’ (1/2)
Strategic Service Management (STSM):

deciding what services you should be providing, making them standard, and letting 
people know about them

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

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

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



SPIN-Rhein Main 15. Mai 2009© 2009 Prof. Dr. Urs Andelfinger. All rights reserved. 21

Das SEI wird immer umgangssprachlicher – die 
CMMI-SVC Process Areas in ‘plain English’ (2/2)
Service Delivery (SD): 

setting up agreements, taking care of service requests, and operating the service 
system 

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

Service Continuity Management (SCON): 
being ready to recover from a disaster and get back to delivering your service
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Kernbegriffe zum richtigen Verständnis von CMMI-SVC (1/2) 

Was ist ein Service? 
In the CMMI Product Suite, a service is a product that is intangible and non-
storable. (See also “product,” “customer,” and “work product.”). Typically, 
– Services imply on-going relationships governed by service agreements.

– Services are delivered through the operation of a service system.

– Services are simultaneously produced and consumed.

Services werden durch Service Systems erbracht: 

– Services are delivered through the use of service systems that have been 
designed to satisfy service requirements.

– A Service System is an integrated and interdependent combination of 
component resources that satisfies service requirements. A service system 
encompasses everything required for service delivery, including work 
products, processes, facilities, tools, consumables, and human resources.
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Kernbegriffe zum richtigen Verständnis von CMMI-SVC (2/2) 

Was ist ein Project? 
• In the CMMI Product Suite, a project is a managed set of interrelated 

resources that delivers one or more products or services to a customer or end 
user. A project has a definite beginning (i.e., project startup) and typically 
operates according to a plan.

• Projects must  be planned, but they do not need to have a planned end, and 
this broader definition can therefore make sense in the context of all service 
delivery. 

• For this reason, the CMMI-SVC model explicitly interprets the term “project” to 
encompass all of the resources required to satisfy a service agreement with a 
customer. 

Aus Gründen der Konsistenzsicherung mit DEV und ACQ eine etwas 
ungewöhnliche Definition, aber tragfähig!  
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Weitere wichtige Änderungen durch CMMI-SVC V1.2 

• IPPD-Addition fällt weg, analog zu CMMI-ACQ

• IPM: SP 1.6 neu: Establish Integrated Teams 
analog zu ACQ, statt SG 3: Apply IPPD-Principles in DEV

• OPD: SP 1.7 neu: Establish Rules and Guidelines for Integrated Teams
analog zu ACQ, statt SG 2: Enable IPPD-Management in DEV

• PP: SP 1.1 neu: Establish the Project Strategy
analog zu ACQ, fehlt bislang in DEV

• 1 Addition: neue Process Area Service System Development (SSD)
statt den ML3-Prozessgebieten RD, TS, PI, VER, VAL aus Engineering 
(CMMI-DEV)
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Außerdem hat der informative Inhalt an Bedeutung und 
Praxisnähe deutlich gewonnen

Quelle: 
Diff-Dokumente des SEI unter 

http://www.sei.cmu.edu/cmmi/models
/SVC-v12-comparetoDEV.html
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Rückblende: 
Die Business – Modelle von CMMI-DEV und CMMI-ACQ 

Acquisition 
Planning

RFP
Prep. Solicitation Source 

Selection
System 

Acceptance
Program Leadership 
Insight / Oversight Transition

Plan Design Integrate
& TestDevelop Deliver

CMMI for Development

CMMI for Acquisition

Operational
Need

Developer

Acquirer

New Capability
Quelle: nach SEI

Wertschöpfungskette 
des Erwerbers (Acquirer)

Wertschöpfungskette des 
Zulieferers (Supplier)

Vorführender
Präsentationsnotizen
CMMI = Capability Maturity Model Integration
RFP = Request for Proposal

The arrow from operational need originally was curved and pointed directly into acquisition planning. In reality, per discussions with acquisition officers, it applies to all acquirer functions. Thus the arrow was changed to point more to the overall box in general
Acquisition is a team sport.  With both the Acquirer and the Developer on the SAME team. Each has a role to play, and Process is an important element in each of these roles. Ultimately, the goal of both the Acquirer and the Developer is to translate an Operational Need into a fieldable and supportable product.  In pursuit of this:
the Acquirer Plans the acquisition, Develops an RFP, Solicits proposals, Selects a source, Monitors the project throughout development, Accepts the product, Transitions the product to operations
The Developer Plans the development, Designs the product, Develops the product, Integrates and tests the product. Delivers the product
The processes used by the developer and the acquirer are different but similar CMMI-Acquisition Module recommends Acquirers processes CMMI recommends Developers processes
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Das Business-Modell von CMMI-SVC: Ein End-to-End 
Lifecycle von Develop – transition – operate – improving  

CMMI-SVC addresses

• service development 
• service transition        
• service operations     
• service management 
• service improvement 

under the same broad 
lifecycle

Availability 
requirements

Capacity 
requirements

Service level  
targets

Service continuity  
requirements

Quelle: nach SEI

CAM: Capacity & Availability Management 
SSM: Strategic Service Management 

( „OPF / PD / PP““ für Services) 
SST: Service System Transition
SD: Service Delivery
SCON: Service Continuity ( „RSKM“ für SVC)
IRP: Incident Resolution and Prevention
SSD: Service System Development 

( „Engineering“ im Kleinen) 

Vorführender
Präsentationsnotizen
1st explain the two large bubbles
The red arrow between the bubbles illustrates a common point of failure between “Package and deliver to the customer” and “deployment in the live environment”. ST should be involved in the DEV processes and requirements from the other SVC PAs need to be considered in design and implementation. 
Downstream or Early!  A service may not have the luxury of extended requirements, design, implementation phases because it has to operate on day 1 of the contract!
2nd explain that understanding the touch points between the service processes and between SVC and DEV is important 
Encourages end-to-end lifecycle process approach (requirements, development, transition, operations, retirement) helping to avoid issues such as
Ineffective change management between development and operations
poor transition from development to production
Development engineers and IT infrastructure engineers not in sync and not learning from each other
IT silos (development versus operations)
while encouraging
Product requirements definition with greater consideration for SLA, operations, availability and capacity, and performance
Better measurement across the application/product lifecycle  (end to end)

CM
Through an integrated Configuration Management maintaining information about components and configurations from development through deployments and operations:
This ensures that the dependencies between the applications or components being developed or changed to the infrastructure or operational components is documented and managed
This ensures that relationships between the applications or components being developed or changed and the services and organizations using them are documented
This provides development with access to information that will help make better decisions during development and involvement of development teams in addressing incidents and problems
Through an integrated Change Management ensuring effective communication and coordination of activities between development, infrastructure management and operations
This ensures increased visibility for operations to upcoming development projects (to be deployed into operations down the line). Change Management coordinates the approval of the development project and through change management keeps the two sides involved 



SPIN-Rhein Main 15. Mai 2009© 2009 Prof. Dr. Urs Andelfinger. All rights reserved. 35

Agenda 

• CMMI-SVC: Motivation
• Die CMMI-V1.2 Trilogie
• CMMI-SVC: Was ist neu? 
• Der Lifecycle-Ansatz von CMMI-SVC 
• Service System Development (SSD)
• CMMI und ITIL  
• Nutzung von CMMI-SVC 
• SEI-Trainings 
• Weiterführende Links



SPIN-Rhein Main 15. Mai 2009© 2009 Prof. Dr. Urs Andelfinger. All rights reserved. 36

Service System Development SSD
(SVC Establishment & Delivery – ML 3)

The purpose of Service System Development (SSD) is to analyze, design, develop, integrate, 
verify, and validate service systems, including service system components, to satisfy existing or 
anticipated service agreements.

SG 1 Develop and Analyze Stakeholder Requirements
– SP 1.1 Develop Stakeholder Requirements
– SP 1.2 Develop Service System Requirements
– SP 1.3 Analyze and Validate Requirements

SG 2 Develop Service Systems
– SP 2.1 Select Service System Solutions
– SP 2.2 Develop the Design
– SP 2.3 Ensure Interface Compatibility
– SP 2.4 Implement the Service System Design
– SP 2.5 Integrate Service System Components

SG 3 Verify and Validate Service Systems
– SP 3.1 Prepare for Verification and Validation
– SP 3.2 Perform Peer Reviews
– SP 3.3 Verify Selected Service System Components
– SP 3.4 Validate the Service System

SSD: 

Es umfasst alle ML3-
Prozessgebiete von 
Engineering aus DEV ‚im 
Kleinen‘. 

Damit können Sie mit 
einem (1!) Referenzmodell 
Service Systems entwickeln 
und betreiben. 
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Wie passen CMMI-SVC und ITIL (V3) zusammen? 

CMMI-SVC: 
1. für alle Services, nicht nur IT
2. WAS ist zu tun? 
3. Sehr gute Ergänzung mit CMMI-DEV / CMMI-ACQ 

Investitionsschutz, Synergien für die Unterstützung 
unterschiedlicher Geschäftsmodelle (DEV, ACQ, SVC)

ITIL (V3): 
1. IT-Services only – dafür sehr detailliert 
2. WIE ist etwas zu tun? 
3. Viele Anforderungen aus CMMI-SVC können 

durch ITIL-Prozeduren umgesetzt werden

Gemeinsamkeit seit V3: 
Ganz ähnlicher Life-cycle als verbindende Plattform 

Quelle: ItSMF
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Wer soll es nutzen?

• Alle, die schon Erfahrung mit CMMI-DEV / ACQ haben und (IT)-Services 
entwickeln oder anbieten wollen 

• Alle, die irgendwie Services anbieten – ob mit oder ohne IT – und dies 
professionell tun wollen 

• Alle, die vor einer detaillierten ITIL-Implementierung das ‚Big-Picture‘ 
verstehen wollen: WAS ist überhaupt zu tun 

• Suchen Sie sich das raus, was für Sie gerade passt: 
– Nutzen Sie z.B. die PAs, SGs und SPs als Checkliste für Ihren Service 
– Für einfache bis mittelkomplexe Service-Entwicklungsaktivitäten ist CMMI-

SVC dank SSD (Service System Development) sogar ein in sich 
abgeschlossenes Referenzmodell, Sie brauchen CMMI-DEV gar nicht

– Viele Messzahlen werden vorgeschlagen 
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Trainings für CMMI-SVC 

Ist derzeit noch in Entwicklung: 

1. für CMMI-DEV – Erfahrene, Teilnehmer an früheren CMMI-Schulungen 
etc.: 

- 1-tägiges Services Supplement for CMMI – Training  
– URL:  http://www.sei.cmu.edu/products/courses/p69.html

Derzeit in Pilotierung: 3-tägiger ‚stand-alone‘ CMMI-SVC-Introduction course 
– Angebot in Prag vom 3. Juni bis 5. Juni 2009 durch das SEI 
– Informationen: U. Andelfinger – ua(at)sei.cmu.edu

http://www.sei.cmu.edu/products/courses/p69.html
mailto:ua@sei.cmu.edu
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• Service System Development (SSD)
• CMMI und ITIL  
• Nutzung von CMMI-SVC 
• SEI-Trainings 
• Weiterführende Links
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Weiterführende Links

Release-Note mit einem Überblick über das Verhältnis zu CMMI-DEV V1.2: 
http://www.sei.cmu.edu/cmmi/models/svc-v12-release-notes.html

CMMI-SVC V1.2 Standard zum Download: 
http://www.sei.cmu.edu/publications/documents/09.reports/09tr001.html

Detaillierte Unterschiede zu CMMI-DEV V1.2: 
http://www.sei.cmu.edu/cmmi/models/SVC-v12-comparetoDEV.html

CMMI-SVC ‚Homepage‘ mit Links zu weiteren Präsentationen, Appraisals etc. 
http://www.sei.cmu.edu/cmmi/models/CMMI-Services-status.html

Das CMMI Framework: 
http://www.sei.cmu.edu/pub/documents/07.reports/07tn009.pdf

http://www.sei.cmu.edu/cmmi/models/svc-v12-release-notes.html
http://www.sei.cmu.edu/publications/documents/09.reports/09tr001.html
http://www.sei.cmu.edu/pub/documents/07.reports/07tn009.pdf
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