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1 The IT Service Capability Maturity Model

1.1 The structure of the IT Service CMM
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1.2 Characteristics of the IT Service CMM
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1.3 Primary objectives of the IT Service CMM
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1.4 The maturity levels of the IT Service CMM
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1.5 Design decisions

1.5.1 Scope: a Service Capability Model
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1.5.2 Form: a Capability Maturity Model
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2 Interpreting the IT Service CMM

2.1 Interpreting the Key Practices
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a

" |nformation %@H@mﬁmﬂ Hardware , Software 111 A3, T

a
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1, 1939, JIUIDYA,
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Service Delivery

VHIHAINDN NIINTTNINANITHLENIINT] TIENDINITINUNULENNT UWATNINTFIU

13N1998999ANTLIINT
Actual Service Delivery
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iU Service commitment (391 Service commitment management
Service Process
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2.4 Organizational Structure and Roles

IT Service CMM ilun1sngngnuasufananssunaiulunisuniauatsnissulaning
Qdd‘a :I/ o a 1 < a a 1 U al
AANINGS uazaannanssniuazauiiulyl athlsAnin lunisefunafanssnsinee azsedinng

AUNTLANIU TIADLNEIAUANFIT

2.4.1 Organization Roles

YAULUAINUTILAAIAINNT LR AT L %ﬁ%iumm%mﬂmwi?uam‘ﬂ@wi@ﬁ@mmm”w"]

Y e &
LAAIAIURAIIANU
Manager

dunsaniiunisinumaila ATUANTIANINLENIUY LATAANTINeIuA1e) Aeliany
SUNATRLIRY Manager 117
Senior Manager

o

Aszaudunalunisuimsuardanis Tnafqaidiuludiunisueseuanseazanaaeg

A9ANIT NINNT FEaIZAU
Service Manager

Sutpgeulualinuinisusazsfin @9 Service manager aviluginuua UTnIsuas
erdl a g ] 2 =2 a 1

natlseluminaziinausiagnin sonliiseuianaesiisnig, s1a0, nsdenay
Service Delivery Manager

Suregausianislitsnsusiedu degnAinnuuausiazang
Service Task Leader

o 3 dlo/ a % a

NIMTNNIURATALANUNATIA

Service Engineers

Wuniinaudnemaiia %wmmmmw?ﬁ Service task leader ﬁmmi?uam‘ﬂ@ﬂu

NMININANITNAIULIFNTUAGNAT
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2.4.2 Organizational Structure

Organization

o

& A ] a dl ] dJ a o = e v dl v a v =
ANANT AR Mu’mﬁqiﬂ@ﬁud“‘] @’1@«1Lﬂumuuuﬂumwmmdmim GNVI,@?‘]_IU?H’]?W]MVL@VI
ity
Group

o

nax Aa NM3saNiuRdLELn , AN wazyAraniuRnTeuluauIuRanssn LAz dIy

d‘ 1'% 1 QI/ A @ ¥
feanaaziiunnsanngudansniize naanllils
Service Group

o

At niuRaTeusenanssuAIuLTNIUe) Wl NENeENULLITTLL , NNATLALWAY

LBNANT LAY NENANTWIULENT a7
Service Delivery Group

o a

= (oA . | = - = - S 0
ﬂ@ﬂ@umumWﬂ@‘uiuumzmm\m@mmmmmum TINQNUISNINUIN NTEN

Nan?sNUTNNTUAQNAN iU n1sFasallsunsy , nsuAloyun N1IRBLAIAINFNGT] BBIgNAN

2.5 Request and Incident Management and Problem
Management

Tudquildluniswranaienunazldlu Key process area 184 Service Request and

Incident Management A Problem Management
Incident

g wan1raile HlalddeuniiareanisdJiAnemiuuinsgIueani1sLFnsuas

winsaiiudlumeyireaiaaziduwe lHAaNg Interrupt WIRARAMNINLBINITLFNNIUW
Service request

Aa NM95asanaINgnAAmMILAANIINNNTAINALNNILINNG (Service delivery activity)
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3 The Maturity Levels of the IT Service CMM

3.1 Level 1: Initial

l8ifinNsnnuue Key process area A1MFLIEALN 1

3.2 Level 2: Repeatable

Key process areas 115U maturity sefuT 2 aulaRenfuniTaianIzLaun s Eey
‘Lﬁmﬁmv‘h%ﬂ ﬁ‘].lﬂﬂ?‘].l?‘ﬂ’]ﬁ“l?]lﬂﬁ‘zzﬁ‘]_lﬂ%’]ﬁJZﬁ’]L%@%QLLﬁiLﬁuj ‘Lummummﬁm’iﬁm il 137
SUUNIENININTEIUNNT 2 UssianTiesdnsdesanifiunislussduil Ussinmusniedu e
284N19911 service management: the planning, specification, tracking WA evaluation of
service Uazinnfi 2 \Readasiu service support mz‘uf;umﬁ@'mﬁuwuﬁ@m‘w‘ﬁ'zﬁwaumi

UIN95"]

AN919ULARS Key process area WARIlULAaLszIANARINTELINMS

Process | Management Enabling Delivery
categories
Service planning, Support and Actual service delivery
Levels Management, etc. Standardization
Optimizing Technology Change Management
Process Change Management Problem Prevention
Managed | Quantitative Process Management Service Quality
Management
Defined | Integrated Service Organization Service Service Delivery
Management Definition

Organization Process
Definition
Organization Process
Focus

Training Program
Intergroup

Coordination
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Resource
Management
Problem Management
Repeatable | Service Commitment Configuration
Management Management
Service Delivery Service Request and
Planning Incident Management
Service Tracking and Service Quality
Oversight Assurance
Subcontract
Management
Initial Ad hoc processes

a [ % o agl/d o agl/ 1 v a ¥ ¥
nszuaun1sLInIsdanI s lussAuiRAsalld atreuen lALEnmeiun IT uazgnAn
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WiFn13 (Service Delivery Planning) 214 n1sdaNaLINIgL3NIg (IALTNNIMINAU T Ay
~ = o o = i~ = = = Py =
AARINANALNTNT9TEAUNIsUTNN s uATILar e uRLMa B LN AT N TIde Y
o & d‘ Y & 1 Y a = ] a a dl Y o ¥ .
waninusiinanaaauliiuinfliuinislinnsdaneaunisuinisassaunladnyynld (Service
Tracking and Oversight) WA4AINIELIANLITRAINUANITLTNT gnATLALElTLENS
1% ] v a 4 [ Y a ! o ¥
N9E IT agdaniuiansaundennasaasszdunis uinisdrdiaatullmumonuseanisaes

¥ A

1 . . 1 al o dl & o v o
anAvzalal (Service Commitment Management) LwuAgaiunI9sNeasAnsintannasnesseiy
Y a o v & & [~3 b7 o Y a il/ &I Y ]
nsliEnsfiugnAnaesesdng asAnsfiaasasldsraunisliusnisduilelfdsuauunsdaunas

n15U3N"7llE9L31¥n @ (Subcontract Management)

BININUANIZLAUNITATUAYY 3 NTeUUNINasANITLAUT 2 adlusiasdniin ating
WIN LNBUTIUNATBINITLEN1IN19AU T WiArnaulaiy n1su3u1samnag (management)
n13U4)17RN17 (operation) u?@maﬂ%;ﬁnm (maintenance) 18942 UUITNAUNIGAY IT

Yy, . X V% ¥ § X - ¥ ]
mazasiudautlsenaumantignldlinaels configuration control Wi U LN THLladN
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Y Y — X - .
AaaALAITUIIAridnuziaslsrdRresdiulsznativanil uaznisilasuulassne azgn
?11A (Configuration Management)

BHNNADY 9TUINIANTINNIUINNIYNAINDL Service request and incident NFBINIFAL
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o . dl a . dl . . a o [

784951 Service request WAYINANAIUN Incident N171LAEIY configuration @1ANAINATIY
Service request azgniszifiulng configuration control board fatANeTlaldiudennas
19972AUNT9 IRUINNTuA T ANNLRNA MTLIN1 9790 WYY configuration 1AIAINNNTFRITANIT
wasuudasliFunistiugulng configuration control board WAWINTW configuration A4a
waguuilasl® (Configuration Management)

4 dl b4 1 o a Y a v

aaving e liwidlaiuanunanaeanisusnig luinismiesinunig IT - Az deploy
wAlANIUILAUAMAIN BENITW NTRANTUILATN1TATIAEBL (Service Quality Assurance)

e lUiidunnsesung key process area SAUT 2

3.2.1 Service Commitment Management

o
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fNilsziAunuguag 2 szn1sdmiy key process area i 8819KIN N9LFNNITN
Azgnasnevazgninuuee lWwdtynyn aeneaasd sLAUNIILINIINAMLAALS

=3 a dl Y v
AZWATNTTNANQZNATFABNNTT

3.2.2 Service Delivery Planning

o

& I ] a d‘l dl o L% ﬂl/ P a dl o
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4 o

Tun1sdJud dayndnreanisuinisuazununistindedayanisuinisazgn

a

WRNUNLLILIR NI AN Interdependency 981947

3.2.3 Service Tracking and Oversight

o

pnlszasd:  nisdsuaunIsEnIsasgnRAmINANNALNTN  szALNsLENTsduAaazgn

o o % ¥

WreURgUAUsLAUNNIUTNINNMUALAZAZYNIIERNUTLIGNAT FBNN37IgNsiaY

azgnldilan94eNaLNTUTN1IANNAT LT INILINAINITALITBINITUTN

AR

LN 1T azsneeugnAniiesiu nsdeeunisuinismuanny
1{1a39 52AUA9INN9LTNNIAINANNLTNATY UATAHIAEUIEUAINITAIN DL
N17LIN19AINANLTINATY P89 ULARITTALRINTUFNN9YN ML input
AMFUN13U TR NN aIUeesTALN1T WILFNT (@‘1’71' Service Commitment

Management)

3.2.4 Subcontract Management

o s A dl Y A = a 1 4
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subcontractor A lUFN13argninldliludennaspasseiunigliuinag
WHUEN19IN9AU 1T AZFARINAINALNTENIAINIEINALNITLINTANATaTAs
dl Y a A aa dl % dl o a dl Y a
subcontractor  NWLFNTUAZIAANITNIINYNABNLNETEALNNTLTNTNUAAT
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3.2.5 Configuration Management

Tansvasd:  nssandautlszneuniesnu 1T AilluihGesizeiudiuntsnesnisiuinig
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Configuration Management nalfiianisaInuadauLlsznaun1esnw T #

¥
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19



Managing Information Technology The IT Service CMM

! dl 14 14 dl a 4 v a 14
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3.2.6 Service Request and Incident Management

ngLsvass:

Service request and incident ﬁl,ﬁmﬁ‘i_lm?u?mmuﬂﬁﬂﬁum AAINEIUAY
fian9041 Hn19deansiNeaiuanIuz1e4 Service request and incident ALgnAn
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o & o e e

Key process area #l#Ad1uaulanunisuisuisannisiuService request and
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incident  Miwupusenetaaviiumnlvinisdsnaunisusnisidaauuann
TaMNAURITZAUNIT IILINNT N19TUTNIT9ANIT Service request and incident
AuAusiL
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TAANAY ANFIA9LIU L ETWIasNn down mmﬂum&ﬂmqm down
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z;ngmmumﬂwmuumi@miﬂm‘umﬁ? restart Tnaagin9gaaFaNeang

n13WA130UN Service request and incident WiaLLag Configuration anaanlu
n3iinduladnazaing change request vsaliginadnsann service request

and incident @elANawlaiy Configuration Management

3.2.7 Service Quality Assurance
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NNTUTVITARNITINATILATE N ﬁ"JEIﬂ’J’WJLﬂuiﬂiﬁ@ﬂ’]ﬂm&l’]z@ll nalu

= Y a = )
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FANNIATTINUANTURIRNNE  nsuFunsdanisnguimssiutloyuignds

Lﬁ?‘ﬂmiaﬁu NAURINIINANTUNLALATIAEAL

3.3 Level 3: Defined

T Level 713 N1MIFIUIBNBIANTAS NTTLIUNNT WAL N19UFUUTanImsgIUTEs
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dezin® 1 - n1suFnasdnuenuiung unismszuindinisdfutlaeninsgaunis
IunnsungnAn uaz dannadlu Service Level 99uD9 NFLUAUNITNIILINNINFBINIINT
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nezuaunsvianna Wiiunimnsgumafiazinld(Organization Process Definition) N1swenens
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dﬂl b4 % U dl 1 :’/ ¥ b4
Process Focus) ananniinisasuyaaingliansnsniunummsinfiuazainiinditiu azseqli
| ] o dl £ % dll dld a a
AINUNIELDY group  AN9edatalal Wiie likalun1sdeansiiyse@nsnw(intergroup
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o =3

malsilymaesnnufainisnistdnisuazniafsgiRveaantaeNiniuseudnenng

Q Q
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Service Catalog 9 Service Catalog Hazussqdanivuanan lfuilszlaaiaanis
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S1ENUAINEANANALRA hardware 7 T service provider ATYLAUNNTNINUT
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5. Service Delivery
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tailors  version  IBINIMIFIUNITLIUNNINNILTAT (T T UNATRIN999NTD key
process area NM9AANITUINTG)  WINAANITNNITLINFTUAL TLNNTLINTIRNTE
9Jdl| 1 1 a a wva ] [3 a
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6. Intergroup Coordination
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7. Training Program
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8. Resource Management
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3.4 Level 4. Managed
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3.5 Level 5: Optimizing
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