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1 The IT Service Capability Maturity Model 

1.1 The structure of the IT Service CMM 
 IT Service CMM 456789:;94;<;= Software CMM ?@ABCDEF9 1.1 GBH=AIJGKL@M 5 NE89 OPFQJKL
IBB<R6789S5F=BHI@9=;BS5FTU;VEWXY;QZJ@L TU;[BEIAQVC=B[9PFQ<U;?G\9S5F<HXLAQ?6]F4=BHI@9=;B^9_XY`H
NE89 6589S5F=BHI@9=;B_XY`H=BHI@9=;Bab=TBL;QNP89cKM=;B^DLBbG_IIdBB4K;QY;MZ È=efHdBB4K;
?[ Ỳ;958=gV7A=;BGh]IEX]S5F@Y;?47FA4E9_TKQBY@4=E9BEIGBH=E9JKL@Y;6789S5F=BHI@9=;BTU;VEWJKLab=TBL;QNP89

1.2 Characteristics of the IT Service CMM 
 45 È=efH?i6;HNAQ IT Service CMM S5FTU;VEWTU;[BEI=;B?NL;^<dBB4D;X]NAQ4E9 <RKT9^<
[ È=NAQ_II<U;`AQ=gV7AAQVC=BIB]=;BAMY;QT4IbBfCNAI?NXNAQ_II<U;`AQ=gGBH=AIKL@M
=BHI@9=;B=;BN9TYQ=;BIB]=;BSE8Q[4K M=XE@AMY;Q?DY9 =BHI@9=;B?[ Ỳ;958<HDY@MGBEIGBRQ
V@;4T;4;Ba^9=;BTYQjY;9=;BIB]=;BNAQAQVC=BXY;QZ _II<U;`AQ958ab=V@IVR4AMY;Q?NL4Q@K_`H?G\9
_II<U;`AQS5F? g̀=S5FTRK_XY45V@;4[`;=[`;M 

k;6_TKQcVBQTBL;QNAQ CMM 
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Focus  ?Gl;[4;M[ È=NAQ_II<U;`AQAMbYI94;XB:;9NAQAQVC=;BKL;9IB]=;B 
_II<U;`AQ958J4YJKL@EKVY;4;XB:;9=;BIB]=;B?i6;HIRVV` [B7AcVBQ=;B
XY;QZNAQ[9Y@MQ;9^9AQVC=B _XY4E9?G\9?65MQ=;B@EK=;BIB]=;BSE8Q[4KNAQ
AQVC=B 

Scope _II<U;`AQJKLVBAIV R̀4JGaPQ=BHI@9=;BN9TYQ=;BIB]=;B =BHI@9=;B
?[ Ỳ;958=gVBAIV R̀4JGaPQ=]<=BB4XY;QZS5F?=5FM@NLAQ=EI=;BTBL;Qj` È6dĈ [L
b̀=VL; =;BD58DEKV@;4<U;?G\9NAQ b̀=VL;<9=BHSEFQ=;BGBH?4]9=;BIB]=;BKL;9
N9TYQ_X4E9J4YVBAIV R̀4KL;9=;B6Em9;NAQ=;BIB]=;B_II^[4Y 

Strictly ordered 6]89S5F=BHI@9=;B958ab=TBL;QNP89?67FASU;^[L?=]KV@;4_X=XY;Q^9_XY`H Ù;KEINE89 
cKM@]d5S5F@Y;=BHI@9=;BNE89S5FXFU;=@Y;<H<EK[;B;=:;9NAQ=BHI@9=;BS5FAMbY^9
BHKEIS5FTbQ=@Y; KEQ9E89 AQVC=B[9PFQ<PQ<U;?G\9XLAQ?6]F4=BHI@9=;BXY;QZ^9_XY
`HNE89 NLA=U;[9K958<PQ?G\9?B7FAQS5FT4?[XRT4j`?6B;H@Y;_II<U;`AQ958=g?G\9
_IIS5F? g̀=S5FTRK

Minimal IT Service CMM =gV7A_II<U;`AQS5F? g̀=S5FTRK^9@]d5S;QS5F_X=XY;Q 
� _II<U;`AQ958JKL=U;[9K=BHI@9=;BXY;QZJ@LAMY;Q_9Y9A9?67FAS5F<H
JGaPQBHKEINE89S5F4EF9VQNAQ4;XB:;9VRfk;6NAQ=BHI@9=;BXY;QZ
V7A AQVC=B[9PFQA;<^DL=;BIB][;BKL;9=;B?Q]9_`H=;BIB][;BQ;9
IRVV`OPFQA;<J4YTU;VEWXYA=;B@EK4;XB:;9=;BIB][;BAQVC=B=gJKL 
KEQ9E89=BHI@9=;B?[ Ỳ;958<PQJ4Y^DYTY@9GBH=AINAQ_II<U;`AQVY;
4;XB:;9 

� _II<U;`AQ?G\9?65MQ=;BIBBM;M=BHI@9=;B^K_`H=]<=BB4^KS5F
<U;?G\9S5F<H?NL;aPQBHKEIVY;4;XB:;9XY;QZ ?SY;9E89 _II<U;`AQ958
J4YJKLIA=@Y;VRf<H?6]F4=]<=BB4XY;QZJKLAMY;JB [B7AcVBQTBL;QAQVC=B
<H^DLAHJB @]d5[9PFQS5F<HDY@M?6]F4=BHI@9=;BA;<<H?G\9?67FA^DL=;B
Gh]IEX]S5FK5S5FTRK ?DY9=;BGh]IEX]S5FK5S5FTRKTU;[BEI=;BIB][;B IT ^9 IT 
Infrastructure Library 

1.3 Primary objectives of the IT Service CMM 
 <RKGBHTQVC_B=NAQ IT Service CMM 45 2 BHKEI V7A 
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1. ?67FAS5F<HSU;^[LjbL<EK[;IB]=;B IT T;4;Ba?NL;aPQV@;4T;4;Ba^9=;BIB]=;BS;QKL;9 IT 
2. ?67FA<EK[;jbL<EK[;IB]=;B IT KL@M@]d5_`HNE89XA9XY;QZ TU;[BEI=;BGBEIGBRQV@;4T;4;Ba
=;BIB]=;B 

IT Service CMM SU;^[L<RKGBHTQVCTU;?Bg<JKLcKM=;B@EKV@;4T;4;BaS;Q=BHI@9=;BIB]=;B 
IT NAQAQVC=B T;4;Ba<EKBHKEIJKL 5 NE89 _XY`HBHKEIIBBM;MaPQ=BHI@9=;BS5F_9Y9A9XY;QZ@Y;
<U;?G\9XLAQ45=YA9S5FAQVC=B<HAMbYI9BHKEI9E89 =BHI@9=;B?[ Ỳ;958JKL?6]F4=]<=BB4S5F?=5FM@NLAQ=E9_`H?47FA
JKL_TKQAA=4;AMY;QXYA?97FAQ4E9=g<HSU;^[L?Gl;[4;MS5FTU;VEWGBHTIV@;4TU;?Bg<TU;[BEI=;B?6]F4
V@;4T;4;Ba^9=BHI@9=;BIB]=;B KEQ9E89 AQVC=BXY;QZ =gT;4;BaGBEIGBRQV@;4T;4;Ba=;BIB]=;B
JKL 

AQVC=B[9PFQS5F45VH_99TbQI9N5KNE89 IT Service CMM =g<HT;4;Ba 
� ^[L=;BIB]=;BS5F45VRfk;6 _`HS5F<U;?G\9^[L_=Y b̀=VL;
� V;K=;BfC@]d5S5F45GBHT]Sd]k;6TU;[BEI=;BTBL;QB;V; 
� B@4=;BIB]=;BS5FXY;Q=E9 =;B^[LIB]=;BS5F?G\9JGJKLcKMjbL<EK[;IB]=;BS5F[`;=[`;M 
� GBEIGBRQ=;BIB]=;BAMY;QXYA?97FAQcKM4RYQ?9L9JGS5F̀ b=VL;?G\9[ È= 

1.4 The maturity levels of the IT Service CMM 
?B;<H@EKV@;4T4IbBfCNAQ=BHI@9=;BIB]=;BI9 5 BHKEI 

Initial level: ?G\9BHKEIS5FJ4Y?=5FM@NLAQ=EI6789S5F=BHI@9=;B 
Repeatable level: ?G\9NE89SIS@9 AQVC=BJ[9S5FAMbY^9BHKEI 2 <HT;4;BaTU;?Bg<JKLQY;MZ KEQ9E89

=;B?9L9BHKEINE89958<PQ?G\9=;BGh]IEX]S5F?G\9JG?67FA=;B^[LIB]=;BB;MIRVV`_=Y
b̀=VL;B;MMYAM 

Defined level: AQVC=BIB][;BXLAQ=U;[9K=BHI@9=;BXY;QZJ@L cKM=;B^DL=BHI@9=;BXY;QZ
J@L cKM=;B^DL=BHI@9=;BS5F?G\94;XB:;9dBB4K; _`HV@;4T;4;BaS5F<HTYQ
=;BIB]=;BS5F<HXLAQGBEIGBRQ 

Managed level: NE89<EK=;BIB][;B<EK=;B AQVC=BXY;QZ<HJKLBEIV@;4BbLV@;4?NL;^<4;=4;M^9
=BHI@9=;BIB]=;B_`HVRfk;6=;BIB]=;B cKM=;B^DL4;XB=;B@EK_II
=@L;Q ?67FAT;4;Ba<EKXE8Q_`HSU;^[L?Gl;[4;MKL;9GB]4;f_`HVRfk;6958
TU;?Bg<KL@MK5 
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Optimizing level: AQVC=BSE8Q[4Kab=?6gQ? g̀QJGS5F=BHI@9=;BS5FXYA?97FAQ _`HGBEIGBRQKL;9IB]=;B 
=;B^DL4;XB=;B@EKKL;9GB]4;fNAQAQVC=BJKL_=LJNGnW[;<;==;B?=]KNP89O8U;
cKM=;B?G 5̀FM9=BHI@9=;B AQVC=BT;4;BaS5F<H_9H9U;?SVc9c`M5̂ [4YZ
_`H=;BIB]=;B^9AQVC=B 

1.5 Design decisions 

1.5.1 Scope: a Service Capability Model 
 V@;4_X=XY;QS5FTU;VEWBH[@Y;Q=;B6Em9; Software _`H Hardware JG^9S]pS;Q?K5M@=E9
_`H=;BIU;BRQBE=e; Software, =;B<EK=;BBHII, =;BIB][;B?VB7ANY;M ?G\9JG^9S;QXBQ=E9NL;49EF9=g
V7A j` È6dC_B=V7Aj ]̀XkEfrC^9NfHS5Fj` È6dCS5FX;44;=gV7A=;BIB]=;BS5Fab=TYQ^[L_=Y b̀=VL; cKMG=X]
=;BIB]=;Bab==U;[9K^[L?G\9NLAK5FJ4YT;4;BaTE4jETJKL_XYab=N;McKM= R̀Y4[9PFQJGMEQA5== R̀Y4[9PFQ V@;4
_X=XY;QBH[@Y;Qj ]̀XkEfrC=EIIB]=;BV7A 

1. =;BIB]=;BV7A=;B?V 7̀FA9ML;McKMdBB4D;X]_XYj ]̀XkEfrCJ4Y^DY KEQ9E89 =;BIB]=;B<PQJ4Y
T;4;Ba=E=XR9JKL 

2. =;BN9TYQj ]̀XkEfrC<Hab=?V 7̀FA9ML;MJG_=Y?<L;NAQ_XY=;BIB]=;BJ4Y^DY 
3. =;B^DLj ]̀XkEfrCT;4;Baab=_IYQ?G\9=;Bj ]̀X?G\9TY@9Z _XY=;BIB]=;Bab=j ]̀Xj`_`H
IB]ckV^9?@`;?K5M@=E9 

4. =;BIB]=;B4E9J4YT;4;BaTE4jETJKL=@L;QZ^9NfHS5Fj ]̀XkEfrCT;4;BaTE4jETJKLSEF@aPQ 
V@;4_X=XY;QBH[@Y;Qj ]̀XkEfrC=EI=;BIB]=;B4E9MEQJ4YDEK?<99E= IYAMVBE8Q=;BIB]=;BV7A

j ]̀XkEfrCS;Q=;Mk;6S5FSU;^[L4E9Kb<EIXLAQJKL?DY9 Gl;M=BH?Gs;?K]9S;QS5FJKL<EK?XB5M44;=EI=;BGBH=E9
SYAQ?S5FM@ ^9S;Q?K5M@=E9j ]̀XkEfrC=gab=B@4J@L=EI=;BIB]=;B ?DY9 =;BBEIBAQ?67FAS5F<HGBEIGBRQV@;4
?NL;^<KL;9VRfk;6NAQjbLO78A M]FQJG=@Y;9E89 b̀=VL;A;<<H6]<;Bf; S;QVRfk;6=;BIB]=;B@Y;TU;VEW=@Y;
È=efHj ]̀XkEfrC 

IYAMVBE8Q, j ]̀XkEfrC_`HIB]=;B4E9=g?=5FM@6E9=E9 ?DY9 =;B?G\9T4;D]=[9EQT7A6]46C =gV7A<HJKL
SE8Qj ]̀XkEfrC_`H=;BIB]=;BV7A [9EQT7ATYQXBQ?@`;_`Hk;M^9[9EQT7A6]46C_`Hk;M^9[9EQT7A=g45
NY;@T;BS5FXLAQ=;B 

[9EQT7A6]46C=g?[47A9=E9 =;BIB]=;B IT _`H=;BIU;BRQBE=e;T;4;BajT4jT;9=E9JKLK5SE8Q_QY
j ]̀XkEfrC_`H=;BIB]=;B?DY9 ^9Ta;9=;BfC[9PFQS5F45jbLKb_` Software @]?VB;H[CaPQV@;4XLAQ=;BS5F
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?G 5̀FM9_G`QTU;[BEIB;V;S5F=U;[9KJ@LXYADY@Q?@`;[9PFQ_`H?6]F4NP89NAV@;4XLAQ=;BTU;[BEIB;V;XYA
V@;4XLAQ=;BS5F?G 5̀FM9_G`Q =;BIU;BRQBE=e; Software =gV7A=;BjT4jT;9=E9BH[@Y;Qj ]̀XkEfrC=EI
IB]=;B =;BIB]=;B=gV7A b̀=VL;S5F45V@;4?G\9JGJKLS5F<H@]?VB;H[CV@;4XLAQ=;B=;B?G 5̀FM9_G`Q _`H
j ]̀XkEfrC=gV7A=;B?G 5̀FM9_G`QS5F?6]F4NP89

[E94;KbS5F=;BIB][;B IT _`H=;BKb_`=]<=BB4XY;QZ<;=4R44AQKL;9IB]=;B ?B7FAQB;@XY;QZS5F
?=5FM@NLAQ=EIVRfk;6JKL?=]KNP89 

� aL;=]<=BB4JKLab=_TKQAA=4;^9 È=efHGh]TE46E9dC=EI b̀=VL; =]<=BB4?[ Ỳ;9E89=g<H?G\9AMY;Q
9E89IYAMZ jbL<EK[;=;BIB][;B IT <PQ<U;?G\9XLAQSU;^[L=;BX]KXYAT7FAT;B?=]KV@;4QY;MNP89BH[@Y;Q
jbL^DL_`HAQVC=B M]FQJG=@Y;9E89 =;BX]KXYAT7FAT;B<U;?G\9S5F<HXLAQab=<EK=;B_`HV@IVR4

� b̀=VL;_`HjbL<EK[;=;BIB]=;B IT XLAQ?[g96LAQ=EIBHKEIVRfk;6=EI=;BIB]=;BS5F<Hab=TYQ ?DY9 
<U;9@9V@;4XLAQ=;BS5F4;=NP89S5F<Hab=?6]F4NP89XYA[9PFQDY@Q?@`; _`HV@;4T;4;Ba^9=;B[;
BHII IT _XỲ H?VB7ANY;MJKL 

� jbL<EK[;=;BIB]=;B IT _`H b̀=VL;<U;?G\9S5F<HGBH?4]9=;BIB]=;Bk;M^XL=hS5F@Y; t=;BIB]=;B 
MEQVQ?G\9T]FQS5F<U;?G\9S5F b̀=VL;XLAQ=;B^DYJ[4?v

� jbL<EK[;=;BIB]=;B IT  XLAQ?D7FA4cMQ 3 TY@9?NL;KL@M=E9 ?DY9 Software ^[4Y A;<<Hab=6Em9;
cKMIB]eESOAwx_@BC_`Hab=Kb_KcKMjbL<EK[;[B7A4]iH9E89 Software A;<<Hab=KU;?9]9=;BcKM
pb9MC=`;QVA46]@?XABC_XY`HTY@9_`Hab=Kb_`cKMjbL<EK[;=;BIB]=;B 
_4L@Y;?B;<HGy]IEX]X;4[E@NLANL;QI9^9TY@9NAQ=;B6Em9; Software _`H hardware _ L̀@ ?B;

V@B<H9P=aPQ=]<=BB4=;B^[LIB]=;BS5F45V@;4TU;VEWA7F9KL@M?DY9=E9 OPFQa7A@Y;?G\9TY@9S5F?6]F4?X]4?NL;4; 
cKMJ4YVU;9PQaPQ=;B^[LIB]=;BS5F45AMbY_ L̀@^9=;B^[LIB]=;BJAS59E89Z jbL^[LIB]=;BJAS5 V@B^[LV@;4TU;VEW
4;=6A_`HV@BAMbY^9=BHI@9=;BS5F= Ỳ;@4;_ L̀@NL;QI9 ?67FA^[LT;4;BaTYQ4AI VRfk;6S5FK5NAQ=;B
IB]=;BJAS5 

1.5.2 Form: a Capability Maturity Model 
 45 2 ?[XRj`[ È=Z @Y;SU;J4aPQXEKT]9^<^DL capability maturity framework NAQ SEI OPFQa7A@Y;
?G\9c4?K`S5F45V@;4TU;VEWTU;[BEI=;BGBEIGBRQ=;B^[LIB]=;B T]FQ_B==gV7A software CMM OPFQ^DL=E9
AMY;Q=@L;QN@;Q _`H45jbLBbL<E==E9?G\9AMY;QK5 ?G\9c4?K`S5F^DLGBEIGBRQ=BHI@9=;BSU; software ^[LK5NP89 
OPFQ?G\9cVBQTBL;QS5F45V@;46BLA4_`HAU;9@MV@;4THK@=aPQ=;B9U;JG^DL=EI=BHI@9=;B software 45
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=;B6Em9;aPQBHKEIV@;4T;4;BaS5F45^[L?[g9_ L̀@ JKL_=Y People CMM _`H Systems Engineering 
CMM 
 T]FQS5FTAQ ?B;XLAQ=;B^[LAQVC=B?GB5MI?T47A9?G\9?VB7FAQ<E=B OPFQ6@=4E9T;4;BaGy]IEX]AMY;Q
?G\9NE89XA9 NE89XA9XY;QZ 45_9@S;Q^9=;BGBEIGBRQ^[LK5NP89 =;BGBEIGBRQ^[LK5NP89V@B<HB@4TY@9XY;QZ 
NAQ Framework ?NL;J@LKL@M=E9 T]FQ958?G\9TY@9S5F?=5FM@=EI CMM [9L;S5FNAQ framework ?G\9=;B=U;[9K
?Q7FA9JNNAQc4?K` _`HSU;=;BGBH?4]9j`cKM?GB5MI?S5MI=EITa;9=;BfCS5F?=]KNP89<B]Q=EIc4?K`S5F@;Q
J@L 

NE89XA9=;BGBEIGBRQ^[LK5NP89NAQ CMM VYA9NL;Q<H Ù;I;= AQVC=B[9PFQ<HXLAQAMbYk;M^9BHKEI 
1 aPQ 5 _`H45c4?K`A7F9S5FGBEIGBRQ=BHI@9=;B6Em9;NAQ software ?DY9 SPICE/ISO 15504 , 
Bootstrap [B7A Trillium  OPFQ45Ta;GnXM=BB4S5F45B;M`H?A5MK4;==@Y;?B5M=@Y; continuous model  <H
AMbYV9`H}n~Q=EI Staged model NAQ CMM T]FQ958V7AXE@AMY;QNAQ Bootstrap OPFQT;4;Ba_IYQV@;4
_X=XY;QBH[@Y;Q maturity NAQAQVC=B_`H maturity NAQcGB?<gV SPICE model, Trillium _`H 
Bootstrap 45BHKEI maturity NAQAQVC=BOPFQ?=5FM@=EIV@;4_X=XY;QNAQ process 4E9A;<<H?G\9JGJKL S5F
AQVC=B[9PFQZ <HAMbYBHKEI 3 TU;[BEI process [9PFQ _`H45 process A7F9AMbYBHKEI 4  XE@AMY;Q?DY9 IPW 
Stadis Model NAQ Quint Wellington Redwood 45 maturity NAQ IT organization ?B]F4XL9S5F ITIL-
based change, CMM-I(CMM Integration) 45SE8Q staged _`H continuous ?G\9XE@_S9NAQ 
maturity model _9@S;Q^9=;BGy]IEX]S5F_X=XY;Q<Hab=B@4B@4AMbY^9 CMM-I ?DY9 software 
engineering, system engineering _`H 45=;B6Em9;^9=;BB@4 product _`H process AMY;QJB=g
X;4 ?B;MEQXEKT]9^<S5F^DL_9@S;QNAQ CMM ?[XRj`NAQ=;B^DL CMM ?B;XLAQ=;BTBL;QV@;4TU;?Bg<^[LK5
6A^9BHKEI[9PFQKL@MNLA<U;=EKS;QSBE6M;=B _`HNLA<U;=EKNAQ?@`; 
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2 Interpreting the IT Service CMM 

2.1 Interpreting the Key Practices 
 [ È==;BGy]IEX]S5FTU;VEW V7A XLAQJ4Y_TKQ?<X9;aPQV@;4XLAQ=;BS5F45=;BGy]IEX]AMY;Q
?i6;H?<;H<Q[B7A cVBQTBL;QNAQAQVC=B 6@=4E9ab=XE8Q?Gl;^[LVBAIV R̀4aPQ=]<=BB4XY;QZ S5FAQVC=B
XLAQ=;B ?67FA9U;JGGy]IEX]?67FA^[LJGaPQBHKEIV@;4V@;4ab=XLAQ_9Y9A9NAQ maturity  @]d5=;B9U;JG
Gy]IEX]NAQAQVC=BJ4Y45V@;4TU;VEW ?[47A9=;BGy]IEX] ?6B;HiH9E89=;BGy]IEX]S5F?i6;H?<;H<Q IT 
Service CMM ?G\9T]FQ<U;?G\9 OPFQJ4Y^DY@]d5S5F6@=?N;XLAQGy]IEX] ^9=;BGy]IEX]S5FTU;VEWab=B@4= R̀Y4?NL;JG
^9 Key process area _XY`H key process area 45@EXaRGBHTQVC_`H?Gl;[4;M[`;MAMY;Q 
@EXaRGBHTQVCNAQ key process area  V7A=;B=YA^[L?=]KV@;4XE8Q^<?67FA9U;JGTbY[ È=?=frCS5FTU;VEW^9
=;BGy]IEX] ?Gl;[4;MNAQ key process area V7A=;BTBRGj`cKMB@4 OPFQT;4;Ba?G\9XE@=U;[9K
GBHT]Sd]k;6=;B9U;JG^DLNAQ key process area 9E89ZJKL 

2.2 Interpreting the Common Feature 
 _XY`H Key process area <Hab=9]M;4^[LAMbY^9BbGNAQ Goal _`H common feature 
common feature NAQ key process area V7A =]<=BB4S5FAQVC=B<U;?G\9XLAQGy]IEX]AMY;Q?G\9_II_j9
?67FA^[LIBB R̀aPQ key process area 9E89Z 

Common feature NAQ key process area ab=_IYQ?G\9 5 GBH?kS 
Commitment to Perform [ È=Gy]IEX]S5FTU;VEW XLAQ45=;BX=`QMA4BEI_`HAd]I;MaPQ=;B

Gy]IEX]S5FAQVC=BXLAQSU;?67FA^[L?=]KV@;44EF9^<NAQ=;BTBL;Q process 
_`HAMbYDEF@=;`9;9B@4aPQ=;BTBL;Q9cMI;MNAQAQVC=B_`H?=5FM@NLAQ
=EIXU;_[9YQjbL9U; 

Ability to Perform [ È=Gy]IEX]S5FTU;VEW V7AV@;4T;4;Ba^9=;BGy]IEX]NAQ?Q7FA9JNS5F@;Q
J@L Ỳ@Q[9L;^9=;B^[LIB]=;B AQVC=B<U;?G\9XLAQ45V@;4T;4;Ba ^9
=;B[;_9@S;Q^9=;BGy]IEX]NAQ=BHI@9=;BIB]=;B ?B7FAQSBE6M;=B 
cVBQTBL;QAQVC=B _`H=;B}�=}9 

Activities Performed [ È=Gy]IEX]S5FTU;VEW V7AV@;4T;4;Ba^9=;BGy]IEX]NAQ=]<=BB4
XY;QZ B@4SE8QISI;S cKMSEF@JG?=5FM@NLAQ=EI=;BTBL;Q_j9_`H
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BH?I5MI_II_j9?67FA=;BGy]IEX]̂ [LIBB R̀j`TU;?Bg< =;BX]KX;4 _`H
=;B_=LJN 

Measurement and Analysis [ È=Gy]IEX]S5FTU;VEW V7A=;B@EK_`H=;B@]?VB;H[C Ad]I;MaPQ=;B@EK
6789:;9OPFQ?G\9T]FQ<U;?G\9?67FA=U;[9KTa;9HS5F45V@;4TE46E9dC=EI 
process =;B@EKab=B@4AMbY^9 common feature ab=^DL^9=;B
V@IVR4_`HGBEIGBRQ process 

Verifying Implementation [ È=Gy]IEX]S5FTU;VEW V7A T;4;Ba6]Tb<9C^9=;BGy]IEX]JKL Ad]I;MaPQ
NE89XA9 ?67FASU;^[L=]<=BB49E89ab=Gy]IEX]AMY;QB;IB7F9_`H?=5FM@=EI
=;BTBL;Q process XYAJG cKMSEF@Z JGGBH=AIKL@M[ È=Gy]IEX]S5F
TU;VEWS5FI;QVBE8QA;<<Hab=4AQNL;4JGNAQ jbL<EK=;BA;@RcT _`H
=]<=BB4NAQ=;B6]Tb<9CS5F ?i6;H?<;H<Q 9E89=gV7A=;BBEIGBH=E9
VRfk;6NAQ=;B^[LIB]=;B  _`HT;4;Ba6]Tb<9C=;BGy]IEX]aP Q
=BHI@9=;B?67FA^[L?G\9=;BGy]IEX]S5Fab=XLAQ?[4;HT4 

2.3 Service Concepts 
 IT service CMM Ad]I;MBHIIQ;9S5F<U;?G\9^9=;B@EKj`=;B^[LIB]=;BKL;9 IT OPFQ=;BAd]I;M
VRfk;6NAQQ;9KL;9JAS5?B;<U;?G\9XLAQ=U;[9K?Q7FA9JN_`HVU;<U;=EKV@;4S5FVBAIV R̀4Q;9KL;9IB]=;B
?=5FM@=EIJAS5SE8Q[4K ?DY9VU;@Y; IB]=;B _`H =;B<EKTYQIB]=;B ^9IS958 ?B;<HAd]I;MaPQVU;<EKV@;4VU;S5F
TU;VEW_`HV@;4?=5FM@NLAQBH[@Y;QVU;?[ Ỳ;9E89
1��'�� (Service) 

 IB]=;B V7A =]<=BB4AE9?G\9GBHcMD9C^9?D]Q9;4dBB4OPFQ9U;?T9AcKMV9[B7A= R̀Y4IRVV`[9PFQ 
XYAA5== R̀Y4IRVV`[9PFQ ^9?@`;?K5M@=E9 VU;@Y;IB]=;B^9S5F958 T;4;Ba[4;MV@;4B@4aPQ D9]KNAQIB]=;B
?DY9 IB]=;B<EK=;BBHII _`H =;B<U;?6;H?<;H<Q=;BIB]=;BVBE8Q9E89Z ?DY9 IB]=;B<EK=;BBHII X _=Y
IB]eES Y ?B;^DLVU;@Y; Type of Service IA=GBH?kSNAQIB]=;B _`H Service Delivery ^DL^9=;BIA=
=;BTYQ4AIIB]=;BD9]K[9PFQZ _=Y jbLBEIIB]=;B 
'�!'���1��'�� (Service Activity)  

 =]<=BB4IB]=;B V7A =]<=BB4S5F9U;4;OPFQ=;B?=]KABBaGBHcMD9C X;4?Gl;[4;MNAQIB]=;B9E89Z 
IB]=;B[9PFQZ <HGBH=AIKL@M=]<=BB4XY;QZ B@4?NL;KL@M=E9 ?B;?B5M==]<=BB4XY;QZ ?[ Ỳ;9E89@Y; 
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=]<=BB4IB]=;B OPFQ_XY`H=]<=BB49E8945j`SE8QcKMXBQ_`HS;QALA4XYAj`GBHcMD9C<;==;BIB]=;B OPFQ 
=]<=BB4S5FTBL;Qj`cMD9CcKMS;QXBQ9E89?B5M=@Y; Service Delivery Activities NfHS5F =]<=BB4S5F45j`
S;QALA4 ?B5M=@Y; Service Support Activities 
Service Delivery Activity   

 [4;MaPQ =]<=BB4S5F45j`XYA=;BTBL;QABBaGBHcMD9C_=Y b̀=VL;cKMXBQ ?DY9 =;BTBL;Q User 
account  
Service Support Activity  

 [4;MaPQ =]<=BB4S5Fj`cKMALA4XYA ABBaGBHcMD9CNAQ b̀=VL; ?DY9 =;B@;Q_j9 =;B?=gINLA4b`
NLAj]K6`;KOPFQ IT service CMM Key Process area cKMTY@9^[WY<H?G\9 Service Support 
activities 4;==@Y; Service delivery activities KL@M?[XRS5F Service Delivery Activities <H_X=XY;Q
=E9JGX;4_XY`HIB]=;B 
Information Technology Service ( IT Service ) 

 V7AIB]=;BS5F45ABBaGBHcMD9C^9=;BSU;^[L b̀=VL;45GBHT]Sd]k;6_`HGBHT]Sd]j`^9=;B9U; JAS5 
JG^DL^9=;BT9EIT9R9[B7AGBH=AIdRB=]< 

XE@AMY;QNAQ IB]=;BKL;9JAS5 JKL_=Y =;B<EK=;BBHIIcVBQNY;M?9S?@]BCV , =;B^[LIB]=;B_=Y
jbL^DLQ;9, =;BKU;?9]9Q;9SE8QKL;9 Hardware _`H Software, =;BIU;BRQBE=e;BHII IB]=;BKL;9JAS5
T;4;Ba?G\9JKLSE8QIB]=;B B to B _`H B to C  
 XE@AMY;QNAQABBaGBHcMD9CS5FJKL<;=IB]=;BKL;9JAS5 ?DY9 BHII=;B<Y;M?Q]9?K7A9S5FXBQXYA?@`; 
, BHII_TKQj`S5F45V@;4QY;MXYA=;B?NL;^<NAQjbL^DLQ;9 
IT component   

 IB]=;BKL;9JAS5SU;^[L b̀=VL;45GBHT]Sd]k;6_`HGBHT]Sd]j`^9=;B^DLQ;9JAS5 cKM JAS5 9E89
GBH=AIKL@MTY@9GBH=AI4;=4;MJKL_=Y 

� Hardware Component ?DY9 VA46]@?XABC T;MTYQNLA4b` Routers _`H 6B]9?XABC 
� Software Component ?DY9 BHIIGy]IEX]=;B , BHII?D7FA4XYA , BHII:;9NLA4b` _`H
cGB_=B4GBHMR=XC 

� Document ?A=T;B GBH=AI VbY47A
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� Information NLA4b`S5F^DLcKM Hardware , Software ?DY9 ]̀NT]Sd]�, D7FAjbL^DL, NLA4b`, :;9NLA4b`,
B[ETjY;9 

Service Delivery  

 [4;MV@;4aPQ =;B=BHSU;=]<=BB4IB]=;B[9PFQZ OPFQAL;QaPQ=;B@;Q_j9IB]=;B _`H4;XB:;9
IB]=;BNAQAQVC=BIB]=;B 
Actual Service Delivery   

 ?G\9VU;Ad]I;MaPQ Service delivery S5FJKL?=]KNP89<B]Q ?B;^DLVU;958^9=;B_IYQ_M=BH[@Y;Q=]<=BB4
IB]=;BS5F@;Q_j9J@L?GB5MI?S5MI=EITa;9=;BfCS5F?=]KNP89<B]Q OPFQ=;B9U;T]FQS5F?=]KNP89<B]Q4;?GB5MI?S5MI
=EI Service commitment ?B5M=@Y; Service commitment management  
Service Process  

 ?G\9VU;Ad]I;MaPQ=]<=BB4IB]=;BS5FXLAQSU;^9=;BTYQ4AIIB]=;B[9PFQZ OPFQ[4;MV@;4B@4aPQ
=]<=BB4[9PFQZ , V@;4?=5FM@NLAQ=EI _`H V@;4NP89AMbY=EIA5==]<=BB4[9PFQ
Standard Service Process  

 ?G\9VU;Ad]I;MaPQ=]<=BB4IB]=;BS5FXLAQ=BHSU; ?67FA^[LT;4;Ba9U;?T9AIB]=;B^9_XY`HIB]=;B 
OPFQ AQVC=BS5F^[LIB]=;B4;==@Y;D9]K?K5M@ A;<45 Standard service process 4;==@Y;BbG_II?K5M@ 
Define service Process   

 ?G\9VU;Ad]I;M Standard service process _XYXE@=]<=BB4 
Organization's service process assets  

 JKL_=Y 
� BHIIQ;94;XB:;9NAQAQVC=B 
� _9@S;Q_`H?Q7FA9JN ^9=;BKU;?9]9Q;9NAQAQVC=B 
� :;9NLA4b`=]<=BB4XY;QZ NAQAQVC=B 
� V ÈQNLA4b`?=5FM@=EI?A=T;BS5F?=5FM@=EI process NAQAQVC=B 
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2.4 Organizational Structure and Roles 
 IT Service CMM ?G\9=;B6M;M;4Ad]I;M=]<=BB4S5F<U;?G\9^9=;B9U;?T9AIB]=;BKL;9JAS5S5F45
VRfk;6TbQ _`H@]d5S5F=]<=BB49E89<HKU;?9]9JG AMY;QJB=gX;4 ^9=;BAd]I;M=]<=BB4XY;QZ <HXLAQ45=;B
<U;_9=D9]KQ;9 OPFQAd]I;MKL;9 Ỳ;QKEQ958

2.4.1 Organization Roles  
 NAI?NXQ;9OPFQ_TKQV@;4BEIj]KDAI OPFQ^DL^9=;BAd]I;MV@;4BEIj]KDAIXYA=]<=BB4XY;QZ 
_TKQKL;9 Ỳ;QKEQ958 
Manager  

 ?G\9=;BKU;?9]9=;BKL;9?SV9]V V@IVR4S]pS;QNAQQ;9 _`H=]<=BB4Q;9XY;QZ k;M^XLV@;4
BEIj]KDAINAQ Manager 9E89Z 
Senior Manager  

 45BHKEIAU;9;<^9=;BIB][;B_`H<EK=;B cKM45<RK?9L9^9KL;9=;B4AQA9;VXBHMHM;@NAQ
AQVC=;B 4;==@Y; BHMHTE89
Service Manager  

 BEIj]KDAI^9D9]KIB]=;B_XY`HD9]K OPFQ Service manager <H?G\9jbL=U;[9K IB]=;B_`H
j`GBHcMD9CS5F<H?=]KNP89XYA b̀=VL; B@4JGaPQNAI?NXNAQIB]=;B, B;V;, =;BTYQ4AI 
Service Delivery Manager  

 BEIj]KDAIXYA=;B^[LIB]=;B@E9XYA@E9 XYA b̀=VL;S5F=U;[9K_XY`HB;M 
Service Task Leader  

 SU;[9L;S5FBEIj]KDAIKL;9?SV9]V
Service Engineers  

 ?G\969E=Q;9}�;M?SV9]V OPFQ[4;MV@;4B@4aPQ Service task leader 45V@;4BEIj]KDAI^9
=;BSU;=]<=BB4KL;9IB]=;B_=Ỳ b=VL;
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2.4.2 Organizational Structure  
Organization  

 AQVC=B V7A [9Y@MdRB=]<[9PFQZ A;<?G\9TY@9[9PFQ^9IB]eES[B7AJ4Y=gJKL OPFQJKLBEIIB]=;BKL;9JAS5
9E89Z 
Group  

 = R̀Y4 V7A =;BB@4=E9NAQ_j9= , jbL<EK=;B _`HIRVV`S5FBEIj]KDAI^9<U;9@9=]<=BB4_XY`HTY@9 
OPFQA;<<H?G\9=;B<EK= R̀Y4DEF@VB;@[B7A X`AKJG=gJKL 
Service Group  

 45[9L;S5FBEIj]KDAIXYA=]<=BB4KL;9IB]=;B[9PFQZ ?DY9 = R̀Y4AA=_IIBHII , = R̀Y4T9EIT9R9KL;9
?A=T;B _`H = R̀Y4KU;?9]9Q;9IB]=;BJAS5 
Service Delivery Group  

 V7A= R̀Y4S5FBEIj]KDAI^9_XY`H=;BTYQ4AIQ;9IB]=;B[9PFQZ OPFQ= R̀Y4958<HSU;[9L;S5F =BHSU;
=]<=BB4IB]=;B_=Y b̀=VL; ?DY9 =;BX]KXE8QcGB_=B4 , =;B_=LGnW[; =;BXAIVU;a;4XY;QZ NAQ b̀=VL;

2.5 Request and Incident Management and Problem 
Management 

 ^9TY@9958?G\9=;B?XB5M4VU;9]M;4S5F<H^DL^9 Key process area NAQ Service Request and 
Incident Management _`H Problem Management  
Incident  

 V7A ?[XR=;BfC^KZ S5FJ4Y^DYTY@9[9PFQNAQ=;BGy]IEX]=;BX;44;XB:;9NAQ=;BIB]=;B_`H
?[XR=;BfC9E89?G\9?[XR[B7AA;<<H?G\9?[XR̂ [L?=]K=;B Interrupt [B7A`KVRfk;6NAQ=;BIB]=;B9E89Z 
Service request  

 V7A =;BBLAQNA<;= b̀=VL;TU;[BEI=]<=BB4=;BTYQ4AI=;BIB]=;B (Service delivery activity) 
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3 The Maturity Levels of the IT Service CMM 

3.1 Level 1: Initial 
 J4Y45=;B=U;[9K Key process area TU;[BEIBHKEIS5F 1 

3.2 Level 2: Repeatable 
 Key process areas TU;[BEI maturity BHKEIS5F 2 T9^<?=5FM@=EI=;BTBL;Q=BHI@9=;BS5FMA4
^[LAQVC=BSU;O8U;Z =EI=;BIB]=;BS5FGBHTIV@;4TU;?Bg<XE8Q_XY?9]F9Z ^9Ta;9=;BfCS5FV L̀;MZ =E9 ?B;
<U;_9=BH[@Y;Q=BHI@9=;B 2 GBH?kSS5FAQVC=BXLAQKU;?9]9=;B^9BHKEI958 GBH?kS_B=?=5FM@=EI?B7FAQ
NAQ=;BSU; service management: the planning, specification, tracking _`H evaluation of 
service GBH?kSS5F 2 ?=5FM@NLAQ=EI service support: =BHI@9=;BOPFQT9EIT9R9=]<=BB4S5FTYQ4AI=;B
IB]=;B<B]QZ 
�����=��� Key process area =���k�=�A�<?�<
L"B��'�<1��'�� 

Process 
categories 

 
Levels 

Management 
 
Service planning, 
Management, etc. 

Enabling 
 
Support and 
Standardization 

Delivery 
 
Actual service delivery 

Optimizing  Technology Change Management 
Process Change Management Problem Prevention 

Managed 
 

Quantitative Process Management 
 

Service Quality 
Management 

Defined 
 

Integrated Service 
Management 
 

Organization Service 
Definition 
Organization Process 
Definition 
Organization Process 
Focus 
Training Program 
Intergroup 
Coordination 

Service Delivery 
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Resource 
Management 
Problem Management 

Repeatable 
 

Service Commitment 
Management 
Service Delivery 
Planning 
Service Tracking and 
Oversight 
Subcontract 
Management 

Configuration 
Management 
Service Request and 
Incident Management 
Service Quality 
Assurance 
 

Initial Ad hoc processes 

=BHI@9=;BIB]=;B<EK=;B^9BHKEI95845KEQXYAJG958 AMY;Q_B= jbL^[LIB]=;BS;QKL;9 IT _`H b̀=VL;
SU;NLAX=`QBY@4=E9?=5FM@=EI=;BTYQ4AI=;BIB]=;B VRfk;6^9=;B^[L=;BIB]=;B_`HB;V;NAQ=;B
^[LIB]=;B (Service Commitment Management) ?67FASU;^[L_9Y^<@Y;BHKEINAQ=;B^[LIB]=;B<H?G\9
<B]Q jbL^[LIB]=;BS;QKL;9 IT <H<EKSU;_j9=;BTYQ4AI=;BIB]=;BS5F_TKQV@;4?G\9JGJKLNAQBHKEI=;B
^[LIB]=;B (Service Delivery Planning) BH[@Y;Q=;BTYQ4AI=;BIB]=;B jbL^[LIB]=;BS;QKL;9 IT <H
X]KX;4V@;4V7I[9L;NAQBHKEI=;BIB]=;BS5F?G\9<B]Q_`HB;MQ;9T]FQ?[ Ỳ;958=EI b̀=VL;X;4BH?I5MI
[ È=?=frC?67FASKTAI^[L?[g9@Y;jbL^[LIB]=;B45=;BTYQ4AI=;BIB]=;B<B]QX;4S5FJKLTEWW;J@L (Service 
Tracking and Oversight) [ ÈQ<;=BHMH?@`;NAQNLA=U;[9K=;BIB]=;B b̀=VL;_`HjbL^[LIB]=;B
S;QKL;9 IT <HBY@4=E96]<;Bf;NLAX=`QNAQBHKEI=;B^[LIB]=;B@Y;MEQVQ?G\9JGX;4V@;4XLAQ=;BNAQ
b̀=VL;[B7AJ4Y (Service Commitment Management) ?DY9?K5M@=EI=;BS5FAQVC=BSU;NLAX=`QNAQBHKEI
=;B^[LIB]=;B=EI b̀=VL;NAQAQVC=B AQVC=B=gV@B<H^DLBHKEI=;B^[LIB]=;B9E89?47FAJKLTYQ4AII;QTY@9NAQ
=;BIB]=;BJGMEQIB]eESA7F9 (Subcontract Management) 
 ?B;=U;[9K=BHI@9=;BT9EIT9R9 3 =BHI@9=;BS5FAQVC=BBHKEIS5F 2 <U;?G\9XLAQ<EKSU; AMY;Q
_B= ?=7AISE8Q[4KNAQ=;BIB]=;BS;QKL;9 IT ^[LV@;4T9^<=EI =;BIB][;B<EK=;B (management) 
=;BGh]IEX]=;B (operation) [B7A=;BIU;BRQBE=e; (maintenance) NAQTY@9GBH=AIS;QKL;9 IT 
?6B;HiH9E89TY@9GBH=AI?[ Ỳ;958ab=^TYJ@Lk;M^XL configuration control ?[ Ỳ;958SU;?67FA^[L_9Y^<@Y;
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X`AK?@`;9E89?B;<HBbLTa;9H_`HGBH@EX]NAQTY@9GBH=AI?[ Ỳ;958 _`H=;B?G 5̀FM9_G`QXY;QZ <Hab=
<U;=EK (Configuration Management) 
 AMY;QS5FTAQ BH[@Y;Q?@`;S5F=;BIB]=;Bab=TYQ4AI Service request and incident S5FXLAQ=;B<H
ab=6]<;Bf;cKMjbL^[LIB]=;BS;QKL;9 IT cKM Service request and incident ?[ Ỳ;958T;4;Ba<EKBHMH
<;==;B?B5M=BLAQ_IIQY;MTU;[BEI?VB7FAQ Laptop ^[4YZ JG<9aPQ?[XR=;BfCO5?B5MTS5FNEKN@;Q b̀=VL;<;=
=;B^DL?SVc9c`M5T;BT9?Sp Service request and incident SE8Q[4K958XLAQab==U;[9K X]KX;4V@;4
V7I[9L; 6]<;Bf; _`HB;MQ;9JGMEQ b̀=VL; (Service Request and Incident Management) ?67FA
BAQBEI Service request _`H?67FA6]<;Bf; Incident =;B?G 5̀FM9 configuration A;<45V@;4<U;?G\9 
Service request <Hab=GBH?4]9cKM configuration control board KL@MV@;4?A;^<^TY=EINLAX=`Q
NAQBHKEI=;B^[LIB]=;B_`HV@;4?T5FMQTU;[BEI=;BB@4=E9NAQ configuration [ ÈQ<;==;BBLAQNA=;B
?G 5̀FM9_G`QJKLBEI=;BM79ME9cKM configuration control board _ L̀@?SY;9E89 configuration <PQ<H
?G 5̀FM9_G`QJKL (Configuration Management) 
 TRKSL;M ?67FA^[L_9Y^<=EIVRfk;6NAQ=;BIB]=;B jbL^[LIB]=;BS;QKL;9=;B IT <H deploy 
?SV9]V=;BGBH=E9VRfk;6 AMY;Q?DY9 =;B6]<;Bf;_`H=;BXB@<TAI (Service Quality Assurance)  
 XYAJG958?G\9=;BAd]I;M key process area BHKEIS5F 2 

3.2.1 Service Commitment Management 
@EXaRGBHTQVC: =;BIB]=;Bab==U;[9K_`HBHKEI=;BIB]=;BX;4<B]Qab=?<B<;=EI b̀=VL;?67FAS5F<HTYQ4AI

=;BIB]=;BS5F?G\9S5F6A^<=EIV@;4XLAQ=;BNAQ b̀=VL;TU;[BEI=;BIB]=;BS;QKL;9 IT 
=;BTYQ4AI=;BIB]=;B XLAQ=;B=;B6]<;Bf;<;= b̀=VL;X;4BH?I5MI[ È=?=frC ?47FA45
V@;4<U;?G\9 NLAX=`QNAQBHKEI=;B^[LIB]=;B<PQ<Hab=GBEI

45GBH?Kg96789:;9AMbY 2 GBH=;BTU;[BEI key process area 958 AMY;Q_B= =;BIB]=;BS5F
<Hab=TYQ4AI<Hab==U;[9KAMbY^9TEWW; AMY;QS5FTAQ BHKEI=;BIB]=;BS5F=U;[9KV@B
<H6bKaPQdRB=]<S5F b̀=VL;XLAQ=;B 

3.2.2 Service Delivery Planning 
@EXaRGBHTQVC: 45=;B@;Q_j`=;BTYQ4AI=;BIB]=;B?67FAS5F<HSU;^[L4EF9^<JKL@Y; =;BIB]=;BS5F=U;[9K

T;4;BaTYQ4AIJKL<B]QX;4NLAX=`QNAQBHKEI=;B^[LIB]=;B 
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^9=;BGy]IEX] NLAjb=4EKNAQ=;BIB]=;B_`H_j9=;B9U;TYQNLA4b`=;BIB]=;B<Hab=
6Em9;_IIN9;9?6B;HV@;4?G\9 Interdependency BH[@Y;Q=E9

3.2.3 Service Tracking and Oversight 
@EXaRGBHTQVC: =;BTYQ4AI=;BIB]=;B<Hab=X]KX;4V@;4V7I[9L; BHKEI=;BIB]=;BS5F?G\9<B]Q<Hab=

?GB5MI?S5MI=EIBHKEI=;BIB]=;BS5F=U;[9K_`H<Hab=B;MQ;9=EI b̀=VL; @]d5=;BS5Fab=XLAQ
<Hab=^DL?47FA=;BTYQ4AI=;BIB]=;BX;4<B]Q?I5FMQ?I9<;=BHKEINAQ=;BIB]=;BS5F
=U;[9K 

jbL^[LIB]=;BS;QKL;9 IT <HB;MQ;9 b̀=VL;?=5FM@=EI =;BTYQ4AI=;BIB]=;BX;4V@;4
?G\9<B]Q BHKEINAQ=;BIB]=;BX;4V@;4?G\9<B]Q _`HV@;4?T5M[;M[ ÈQ=;BTYQ4AI
=;BIB]=;BX;4V@;4?G\9<B]Q B;MQ;9_TKQBHKEINAQ=;BIB]=;Bab=^DL?G\9 input 
TU;[BEI=;BGBH?4]9NAQNLAX=`QNAQBHKEI=;B^[LIB]=;B (KbS5F Service Commitment 
Management) 

3.2.4 Subcontract Management 
@EXaRGBHTQVC: ? 7̀A= subcontractor S5F̂ [LIB]=;B45VRfk;6_`HIB][;B6@=?N;AMY;QJKLj` 

jbL^[LIB]=;BS;QKL;9 IT T;4;Ba? 7̀A=_`H@Y;<L;Q subcontractor S5F^[LIB]=;B?67FA
4AI[4;MI;QTY@9NAQ=;BIB]=;B [;=?=]K=Bf5958 =;BIB]=;BS5F<HTYQ4AIcKM 
subcontractor S5F^[LIB]=;B<Hab=9U;^TYJ@L^9NLAX=`QNAQBHKEI=;B^[LIB]=;B jbL
^[LIB]=;BS;QKL;9 IT <HX]KX;4V@;4V7I[9L;NAQ=;BTYQ4AI=;BIB]=;BX;4<B]QcKM 
subcontractor S5F^[LIB]=;B_`H? 7̀A=@]d5=;BS5Fab=XLAQ?47FABHKEI=;BIB]=;BS5F_SL<B]Q
?I5FMQ?I9<;=BHKEINAQ=;BIB]=;BS5F=U;[9K 

3.2.5 Configuration Management 
@EXaRGBHTQVC: =;BB@4TY@9GBH=AIS;QKL;9 IT S5F?G\9[E@?B7FAQ[B7A?G\9TY@9[9PFQNAQ=;B^[LIB]=;B

S;QKL;9 IT 45=;B establish and maintain 

 Configuration Management =YA^[L?=]K=;B=U;[9KTY@9GBH=AIS;QKL;9 IT S5F
TE46E9dC=E9S5F<U;?G\9XLAQ^TYJ@Lk;M^XL configuration control ?[ Ỳ;958BY@4aPQ
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TY@9GBH=AIS5F b̀=VL;?G\9?<L;NAQS5F<Hab=IB][;BcKMjbL ^[LIB]=;BS;QKL;9  IT 
TY@9GBH=AIS5FjbL^[LIB]=;B?G\9?<L;NAQS5F<Hab=^DLcKM b̀=VL;_`HTY@9GBH=AIS5FjbL
^[LIB]=;B?G\9?<L;NAQS5F<Hab=^DLTU;[BEI=;BTYQ4AI=;BIB]=;B  =;B?G 5̀FM9 
configuration <Hab=GBH?4]9=EINLAX=`QBHKEI=;B^[LIB]=;BKL@MV@;4?A;^<^TY_`H
=EIV@;4?T5FMQS5F?G\9JGJKLTU;[BEI=;BB@IB@4 configuration 

3.2.6 Service Request and Incident Management 
@EXaRGBHTQVC: Service request and incident S5F?=5FM@=EI=;BIB]=;Bab==U;[9K @]?VB;H[C_`H

6]<;Bf; 45=;BT7FAT;B?=5FM@=EITa;9HNAQ Service request and incident =EI b̀=VL;
_`H45=;BB;MQ;9?67FA=;BIB][;B<EK=;B 

Key process area 958^[LV@;4T9^<=EI=;BIB][;B<EK=;B=EIService request and 
incident S5F?G\9?[XR[B7AS5FA;<<H?G\9?[XR^[L=;BTYQ4AI=;BIB]=;B?I5FMQ?I9<;=
NLAX=`QNAQBHKEI=;B^[LIB]=;B =;BIB]=;B<EK=;B Service request and incident 
TE46E9dC=EI

� =;BBLAQNATU;[BEI=;BIB]=;B<;=jbL^DL M=XE@AMY;Q?DY9 =;BBLAQNATU;[BEI
VRfT4IEX]^[4YZ ^9OABCw_@BC 

� ?[XR=;BfCS5F ?G\9?[XR[B7AA;<<H?G\9?[XR^[LBHKEINAQ=;BIB]=;BXFU;=@Y;
NLAX=`Q M=XE@AMY;Q?DY9 ?OB]w?@ABCS5F down A;<?G\9?[XR^[L?@`; down 
TbQTRK?=]9=@Y;S5F=U;[9KJ@LaL;J4YJKLBEI=;B restart ^[4YAMY;QB@K?Bg@?65MQ6A 

=;B6]<;Bf; Service request and incident ?67FA?G 5̀FM9 Configuration A;<<U;?G\9 
=;BXEKT]9^<@Y;<HTBL;Q change request [B7AJ4YKbS5Fj` È6dC<;= service request 
and incident OPFQ^[LV@;4T9^<=EI Configuration Management 

3.2.7 Service Quality Assurance 
@EXaRGBHTYQVC: =;BIB][;B<EK=;Bab=XBH?XB5M4KL@MV@;4?G\9JGJKLAMY;Q?[4;HT4 k;M^9

=BHI@9=;BS5F<H^DL_`H=;BIB]=;BS5F<HTYQ4AI 

Service Quality Assurance 9U;JGTbY=;B6]<;Bf;_`H=;BXB@<TAI=BHI@9=;B
SU;Q;9 Service delivery activity _`H work product ?67FA^[L?[g9@Y;6@=?N;Gy]IEX]
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X;44;XB:;9_`H=;BGy]IEX]=;BS5F^DL =;BIB][;B<EK=;B= R̀Y4S5FXBQ=EIGnW[;ab=<EK
?XB5M4J@L=EIj`NAQ=;B6]<;Bf;_`HXB@<TAI 

3.3 Level 3: Defined 
^9 Level S5F 3 4;XB:;9NAQAQVC=BV7A =BHI@9=;B _`H =;BGBEIGBRQ4;XB:;9NAQ

=BHI@9=;BS5F<HN9TYQ ^[LIB]=;BKL;9 IT _=Y User j` È6dC^9=;BV;K?K;V@;4T;4;BaNAQ
=BHI@9=;B _`H?6]F4V@;4T;4;Ba^[L_=YAQVC=B^9=;B_TKQV@;4T;4;Ba^9=;B^[LIB]=;BS5F?T47A9
<B]Q key 3 key ^9=BHI@9=;B^9_XY`HTY@9B@4?G\9 1 NAQ _XY`H Process V7A=;BIB][;B, =;B^[L
AU;9;<[B7A=;BN9TYQ

GBH?kSS5F 1 � =;BIB]=;BKL;9Q;9IB][;B ?G\9=;BXBH[9E=@Y;=;BGBEIGBRQ4;XB:;9=;B
^[LIB]=;B_=Y b̀=VL; _`H NLAX=`Q^9 Service Level B@4aPQ =BHI@9=;B=;BIB]=;BS5FXLAQ=;B=;B
6Em9;<;=TY@9XY;QZ _`H<;==BHI@9=;B=;BIB]=;B <;= third Party (Integrated Service 
Management) 
 GBH?kSS5F 2 � =;B^[LAU;9;< =;BX=`Q?=5FM@=EITBL;Q4;XB:;9NAQ=BHI@9=;BS5FT;4;Ba[;
JKL_`H^DLQ;9JKL ^9=;B6Em9;AQVC=B9E89 ^9TY@9NAQ4;XB:;9IB]=;B_`HAd]I;MIB]=;B?[ Ỳ;9E89^9 
Service Catalog(Organization Service Definition) AQVC=B<H6Em9;_`HBE=e;4;XB:;9
=BHI@9=;BSE8Q[4K^[L?G\94;XB:;9?SY;S5F<HSU;JKL(Organization Process Definition) =;B6M;M;4
S5F<HB@4IB]=;B_`HTY@9NAQAQVC=B _`H?@`;9E89 <HXLAQJKLBEI=;BT9EIT9R9<;=AQVC=B(Organization 
Process Focus) 9A=<;=958=;BTA9IRV`;=B^[LT;4;BaBbLISI;S[9L;S5F_`H4;=JG=@Y;9E89 <HXLAQ^[L
V@;4[4;MNAQ group XY;QZAMY;QDEK?<9 ?67FA^[Lj`^9=;BT7FAT;BS5F45GBHT]Sd]k;6(Intergroup 
Coordination) 
 k;M^XLGnW[;NAQV@;4XLAQ=;B=;BIB]=;B_`H=;B?=]KARIEX]?[XR? g̀=9LAMS5F?=]KNP89BH[@Y;Q=;B
^[LIB]=;B<HXLAQJKLBEI=;B@]?VB;H[C(Program Management) _`H?<X9;^9?D]Q`I=YA9<HTBL;Q
NLAX=`Q^9=;BIB]=;B =;BXBH[9E=^9=;B^[LIB]=;BAMY;Q_SL<B]Q_=Y b̀=VL;cKM^DL=;BGBEIGBRQ
=BHI@9=;B^[LIB]=;B (Service Delivery) 
 3 key NAQ Ù;KEINE89^9=BHI@9=;BT;4;BaIBBM;MJKLX;4958

1. Organization Service Definition 
V@;44RYQ[4;M ?67FA6Em9;_`HBE=e;=;B<EK4;XB:;9TU;[BEI=;BIB]=;B?67FAAQVC=B

_`HB@IB@4NLA4b`S5FTE46E9dC=EI=;B^[LIB]=;B VU;Ad]I;M4;XB:;9=;BIB]=;BOPFQ?B5M=@Y; 
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Service Catalog OPFQ Service Catalog 958<HIBB<RNLA=U;[9Kj`S5FJKLBEIGBHcMD9CNAQ=;B
^[LIB]=;B_=Y b̀=VL; 9A=<;=958MEQB@4aPQ Service level OPFQ Provider T;4;BaBEIB AQJKL _`H
B;V;NAQ=;B^[LIB]=;B =;BXEKT]9^<@Y;IB]=;BJKLS5FV@BBHIR^9 catalog <HNP89AMbY=EIGn<<EM
k;M9A=S5F?=5FM@=EI IT Service CMM AMY;Q?DY9 =;B@]<EMS;Q=;BX`;K [B7A NLA=U;[9K^9
TEWW; (^9=Bf5S5F?G\9=;B^[LIB]=;BaPQS5F) Service Catalog <Hab=GBEIGBRQ^[LSE9T4EM?T4A
<;=GBHTI=;BfCXY;QZS5FJKL<;==;B^[LIB]=;B 
2. Organization Process Definition 

V@;44RYQ[4;M ?67FA6Em9;_`HBE=e; GBHcMD9CNAQ=BHI@9=;B^[LIB]=;B ^[LT;4;Ba
^DLJKL OPFQ=;B6Em9;V@;4T;4;BaNAQ=BHI@9=;B _`H45NLA=U;[9K^9=;B?6]F4AMY;Q45
[ È==;B, j`GBHcMD9CBHMHM;@=EIAQVC=B 

Key 958B@4aPQ=;B6Em9;_`HBE=e;S5F?G\9B;MJKL<B]QS5F^DL^9=;B^[LIB]=;B_`HBHIR^9 
Service Catalog 
3. Organization Process Focus 

V@;44RYQ[4;M ����������	�
�������
�����������	�������������������	���
�������������������	������� ���
����	����!�
��
��"����������������#���!
���
������ 

Key 958 <HV`AIV R̀4aPQ=]<=BB4S5FXLAQ=;B=;BGBH?4]9j`, 6Em9;, BE=e;, _`H
6Em9;=;B^[LIB]=;BNAQAQVC=B =]<=BB4?[ Ỳ;958<H?G\9_9@S;Q=;B^[LIB]=;B^9Gn<<RIE9_`H
B@4aPQ=;B^[LIB]=;B^9A9;VX= R̀Y4=;B6Em9;=;B^[LIB]=;B<HTBL;Q[ È=:;9^9=;BB@IB@4
=]<=BB4^9=;B^[LIB]=;B 
4. Integrated Service Management 

V@;44RYQ[4;M ?67FAB@4=;BIB]=;B_`H=]<=BB4=;B<EK=;B?NL;JG^9?VB7ANY;M
?K5M@=E9 =;B=U;[9K=BHI@9=;B=;B^[LIB]=;B9E89JKLBEI<;==BHI@9=;B=;BIB]=;B4;XB:;9
NAQAQVC=B 

=;B@;Q_j9=;BIB]=;Bab=SU;^[LA;pEM=BHI@9=;B=;BIB]=;B958_`HIBBM;M@Y;SU;
AMY;QJB^[L=]<=BB4NAQ4E9<Hab=?6]F4_`H<EK=;B =;B@;Q_j9=;BIB]=;B^DLGB]4;f_`HV@;4
?G\9JGJKLNAQSBE6M;=BAMY;Q=@L;QN@;Q =;BSU;Q;9BY@4=E9=EI third party OPFQ^[L=;BIB]=;B IT 
[B7Aj ]̀XkEfrCS5F b̀=VL; XLAQSU;=;B@;Q_j9 third party 958 T;4;Ba?G\9 provider k;M9A=
[B7A [9Y@MAQVC=BNAQNAQ b̀=VL;?AQ XE@AMY;QNAQT]FQ958=gV7A=;B^[L45 helpdesk OPFQaY;MSAK
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B;MQ;9V@;4j]K6`;KNAQ hardware JGS5F IT service provider =BHI@9=;BSU;Q;9958
XLAQ=;BBbL@Y;SU;AMY;QJB^[LB;MQ;9ab=TYQJGS5F IT service provider _`H helpdesk [B7A IT 
service provider <H_<LQIA=Ta;9HNAQB;MQ;9^[LjbL^DLSB;I XE@AMY;QOPFQ B@4aPQ=;BBY@447A
=E9=EI third party OPFQ 9U;TYQj ]̀XkEfrCJGS5F b̀=VL; V7A=;B6Em9;OAw_@BC aL;[;= third party 
=U; ÈQ6Em9;OAw_@BCTU;[BEI b̀=VL;OPFQab=<EK=;B_`Hab=IU;BRQBE=e;cKM IT service provider 
B@4aPQNAQ service provider ^9=;B6Em9;=BHI@9=;B=;B6Em9;T;4;BaSU;^[L_9Y^<@Y;=;B
IU;BRQBE=e;_`H=;B<EK=;BNAQOAw_@BC?65MQ6AS5F^DL?NL;JG^9IEWD5BH[@Y;Q=;B6Em9; 
5. Service Delivery 

V@;44RYQ[4;M ?67FA =U;[9K=BHI@9=;B=;BTYQOPFQB@4?A;=]<=BB4=;BTYQ^[LIB]=;B
SE8Q[4K^[LTYQJKLab=XLAQ 

Service delivery ^[LIB]=;BB@4aPQGy]IEX]NAQ=]<=BB4=;BTYQ^[L=;BIB]=;B=;B^DL 
tailors version NAQ4;XB:;9=BHI@9=;B=;BIB]=;B(OPFQ?G\9j`NAQ=;BB@4NAQ key 
process area =;B<EK=;BIB]=;B) ?6B;H=]<=BB4=;BIB]=;BNP89AMbY=EI=;BIB]=;B?i6;H
k;M^XL?Q7FA9JN J4Y45=;BOYA4_O4B;M=;BNAQ=]<=BB4ab=Gy]IEX] AMY;QJB=gX;4 =;BIB]=;B
SE8Q[4KV@B<HGy]IEX]=]<=BB4X;4S5F<U;=EKJ@L^9 level 2 key process area  B;M=;BNAQ
=]<=BB4<H_S9JKLXLAQNP89AMbY=EI=;BIB]=;B_II^= L̀D]K ?G\9XL9@Y; ^9=Bf5NAQIU;BRQBE=e;
OAwXC_@BC =]<=BB4=;BIB]=;BSEF@JG<Hab=NM;M =EIQ;9@]p@=BB4OAw_@BCS5F= Ỳ;@aPQ^9 key 
process area Software Product Engineering of the Software CMM(13,pp 241-261) 
6. Intergroup Coordination 

V@;44RYQ[4;M ?67FA <EKXE8QVY;=`;QTU;[BEIT7FAT;BBH[@Y;Q= R̀Y4S5FXY;Q=E9 JKLB@IB@4
^9=;BTYQ=;BIB]=;BJGS5F b̀=VL; 
7. Training Program 

V@;44RYQ[4;M 6Em9;SE=eH_`HV@;4BbLNAQTY@9XE@KEQ9E896@=?N;T;4;BaSU;Q;9
^9ISI;SNAQ?N;?[ Ỳ;9E89?65MQ6A_`H45GBHT]Sd]k;6 

?6B;HBHKEI 3 AQVC=B^DL4;XB:;9=BHI@9=;B 4E945GBHcMD9C^9=;B}�=[EK b̀=<L;Q
^[LSU;Q;9X;4ISI;SNAQX9 T]FQ958?G\9JGJ4YJKL̂ 9 level 2 8	9Q_XY4;XB:;9 =BHI@9=;BAQVC=B
cKM=@L;QMEQJ4Y45^9S5F95F
8. Resource Management 



Managing Information Technology   The IT Service CMM 

 24

V@;44RYQ[4;M ?67FA=;BV@IVR4NAQSBE6M;=B(Hardware and software) ���
8�����������
��������"D��E�����	�F� 

NLAX=`QNE89XL9ab=SU;^[L=EI b̀=VL; SBE6M;=B<Hab=XB@<TAI aL;SBE6M;=BJ4Y
?65MQ6A NLAX=`Q<Hab=GBEI[B7ASBE6M;=B?6]F4?X]4ab=?6]F4?NL;JGAMY;Q^KAMY;Q[9PFQ
9. Problem Management 

V@;44RYQ[4;M ?67FAN<EKGnW[;<;= IT ���"D� 	I��� �E�����	�F� ���� �E���� JIK IT 
service provider 

Key process area 958T9EIT9R9^[L45=;BT7IT@9NAQ=;BBLAQNAIB]=;B_`H
?[XR=;BfC? g̀=9LAM_`H<RKAYA9OPFQ?=]KNP89BH[@Y;Q=;BTYQ=;BIB]=;B @]d5Gy]IEX]?[47A9=EI
@]?VB;H[CT;?[XRab=^DL^9=;B6]<;Bf;k;M^XLGnW[; GnW[;ab=_=LcKM=;B?G 5̀FM9 cVBQTBL;Q
6789:;9 =BHI@9=;B [B7A =;B}�=[EK

3.4 Level 4: Managed 
������LI��	��������� ����K!�	����
�M�������!����
�8�
��JIK�DI"N���K�����KI����O�

!	I�P�������������Q�#�������M#����������� (��� 	I����!��������K!�	����
�M) ���JIK
����O����
D��O�����
�M���P���9 ����!���
��M#�������������� (�����������M#�����������)
���
D�����K!�	����
�M��K�	����D����������� ������ ���  	I�����������I����8�
����O����
����D������������� IT ����P�������I�!K (��� 	I�������������������)

Key process area ����I	� 4 ���
1. =;B<EK=;B=BHI@9=;B?D]QGB]4;f (Quantitative Process Management) <RKGBHTQVC 
V@IVR4=;BGy]IEX]=BHI@9=;B _`HB;V;NAQ=;B?NL;JG^[LIB]=;B^9?D]QGB]4;f 

2. ��� 	I�����M#����������� (Service Quality Management)  �I������� �	���
�!�
����� ����K!�	����
�M�����M#��������������������� �������������8	9�L!�
JIK�X��� 

3. ��� 	I�������������������  �I������� �	����!�
����� ����K!�	����
�M���
J����������� ��������� IT ��� 	I�8��K
������I����8�
����O��������D���� 
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3.5 Level 5: Optimizing 
 jbL<EK[;IB]=;B?B5M9BbL^[L^9=;B?G 5̀FM9_G`Q=BHI@9=;BNAQ?N;SE8Q[`;MS5F<HSU;^[LVRfk;6
=;BIB]=;B?6]F4 _`H=;BIB]=;B=;BGBH4@`j`=;BGy]IEX](GBH4@`j`=;B<EK=;B=;B?G 5̀FM9_G`Q)
?G 5̀FM9^9=BHI@9=;Bab==BHXRL9cKM=;BGBEIGBRQ<RK4RYQ[4;M, ?SVc9c`M5^[4Y [B7AGnW[;OPFQXLAQ=;B
=;Bab=_M=@]?VB;H[C ?SVc9c`M5^[4Yab=GBH?4]9VY; _`H_9H9U;?NL;JG^9AQVC=B?47FA?[4;HT4 
(?SVc9c`M5?G 5̀FM9=;B<EK=;B) GnW[;OPFQ?=]KNP89ab=GlAQ=E9<;==;B?=]KNP89A5=cKM=;B?G 5̀FM9
=BHI@9=;B (=;BGlAQ=E9GnW[;)

Key process area ^9BHKEI 5 V7A =BHI@9=;B?G 5̀FM9=;B<EK=;B <RKGBHTQVC?67FAGBEIGBRQ
=BHI@9=;B=;BIB]=;BS5F^DL^9AQVC=BAMY;QXYA?97FAQ =EI?<X9;NAQVRfk;6=;BIB]=;BS5FGBEIGBRQ _`H
SU;^[L?6]F4j`j ]̀X?SVc9c`M5?G 5̀FM9=;B<EK=;B <RKGBHTQVC?67FABHIR?SVc9c`M5̂ [4Y 
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