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The world economy is a service economy 

The service sector makes up 

80% of the world economy, but 

where do service organisations 

find guidance for process 

improvement that enhances their 

achievement of business 

objectives? 

This critical sector deserves the 

opportunity to improve processes 

based on community models of 

practice that specifically address 

the interests and concerns of service providers.  

CMMI
®
 for Services is the model of practice that service 

organisations have been waiting for.  

What is CMMI for Services? 

CMMI for Services is a process improvement framework 

that describes proven practices for service delivery to help 

service organisations reduce costs, lift quality, and improve 

predictability. 

The framework was developed by the Software 

Engineering Institute (SEI) at Carnegie Mellon University 

and first released in February 2009. CMMI for Services 

extends the SEI's existing CMMI products that provide 

proven improvement guidance for organisations improving 

Development and Acquisition. 

What types of Services does CMMI cover? 

CMMI for Services is applicable to any 

service intended for delivery to a customer 

or end user. 

Because CMMI for Services takes a 

generic approach to service delivery and 

management, it can be applied to a diverse 

range of fields - transportation, education, 

information technology, health care, 

professional and financial service are just a few examples. 

How well does CMMI for Services scale for 
different sized organisations? 

CMMI is suitable to use as a reference model in all sizes of 

settings - it allows organisations to choose the areas that 

are most relevant to their needs, and implement 

improvement in a way that is appropriate for their culture, 

business objectives and scale. CMMI is not dependent on 

any particular technology, methodology or business-model. 

 

 

 

 

What practices does CMMI for 
Services describe? 

CMMI for Services describes 

practices that help organisations 

improve service delivery: 

 Deciding what services they should provide, defining 

standard services and letting people know about them 

 Ensuring all the things needed to deliver a service are 

available, including people, processes, consumables, 

and equipment 

 Putting new services in place, changing existing 

services and retiring obsolete offerings - all while 

making sure that services are maintained 

 Creating service agreements with customers and end 

users, taking care of service requests, and operating 

the services 

 Ensuring the resources needed to deliver services are 

applied and that services are available when needed, 

at an appropriate cost 

 Taking care of problems when they occur and, if 

possible, preventing them from happening in the first 

place 

 Ensuring readiness to recover from potential disasters 

and getting back to delivering services if the disaster 

occurs 

How does CMMI for Services differ from ITIL and 
other service-oriented models? 

CMMI models focus on what to do, 

rather than how to do it. In contrast, 

ITIL and other service-oriented models 

are often specific to a particular domain 

and provide guidance that is less 

applicable in broader service contexts. 

CMMI for Services is part of a family of 

CMMI models, all built on a large 

foundation of common material. These include special 

features designed to ensure that improvements are 

adopted and retained. 
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