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Eileen Forrester biography

Eileen Forrester is a senior member of the technical staff in the Software 

Engineering Process Management program at the SEI. She is the co-chair 

of the International Process Research Consortium and the SEI leader for 

CMMI for Services. Forrester is the developer of TransPlant, a transition-

planning process, and the editor of the IPRC Process Research 

Framework. 

Forresterôs current research area is in process-oriented approaches to 

service delivery, technology change, and emergent system types. These 

approaches include GAIT, CMMI for Services, and multi-model 

improvement approaches such as Prime. She has 30 years of experience 

in technology transition, strategic planning, process improvement, 

communication planning, and managing profit and non-profit 

organizations. 
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What I will cover

Explain why the CMMI-SVC is needed

Describe the development team, status, and release plan

Overview the current services content

Answer some common questions

Let you know how to participate

Note: I include some information for you that I will not cover.
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What is the CMMI for Services (CMMI-SVC)?

CMMI-SVC extends the coverage of the CMMI Product Suite to cover the 

establishment, management, and delivery of services.

Like every CMMI model, CMMI-SVC 

is a process improvement approach that provides organizations with the 

essential elements of effective processes (PAs)

can be used to guide improvement across a team, project, division, or an entire 

organization

helps to set process improvement goals and priorities, provide guidance for 

quality processes, and provide a point of reference for appraising current 

processes
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Why is the CMMI-SVC needed?

Service providers deserve a consistent benchmark as a basis for 
process improvement that is appropriate to the work they do and is 
based on a proven approach.

Demand for process improvement in services is likely to grow: services 
constitute more than 80% of the US and global economy. 

Services constitute more than 54% of what the DoD acquires. In FY2006, 
DoD spent $146 billion on services. GAO reports a 72% increase in DoD 
service contracts between 1996 and 2005.

Other service models exist, but donôt cover what CMMI covers. Many 
organizations are cobbling together their own ITIL + CMMI solutions, 
reinventing the wheel over and over, and that wheel is not designed for 
services other than IT.

Customers are requesting that their service providers demonstrate a CMMI 
rating or capability profile, but attempts to use CMMI-DEV in a service 
setting can distort the integrity of appraisal results.

A variety of potential stakeholders approached the SEI asking for help with 
services.

* FY 2006 data is from ñDoD throws light on how it buys services [GCN 2006].ò GAO data is from GAO report GAO-07-20.
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Volunteer organizations working with the SEI

Team Members

Å Eileen Forrester (SEI) ïSEI lead and 
product owner

Å Craig Hollenbach (Northrop 
Grumman) ïteam lead

Å Brandon Buteau (Northrop 
Grumman) ïarchitect

Å Frank Niessink (DNV)

Å Lynn Penn (Lockheed Martin)

Å Roy Porter (Northrop Grumman)

Å Pam Schoppert (SAIC)

Å Drew Allison (SSCI)

Å Eileen Clark (formerly SRA)

Å Rich Raphael (MITRE)

Å Sharon Hantla (Boeing)

Prior members
Å Jerry Simpson, SAIC 

Å Steve Stern, LMCO

Å Jeff Zeidler, Boeing
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CMMI-SVC Advisory Group

Chris Carmody, UPMC

Sandra Cepeda, ARMDEC, SED/CSSA

Annie Combelles, DNV

Jeff Dutton, Jacobs Engineering

Brad Nelson, OSD

Larry Osiecki, Army

Tim Salerno, Lockheed Martin

Nidhi Srivastava, TCS

Beth Sumpter, NSA

David Swidorsky, Merrill Lynch

(Craig Hollenbach, Eileen Forrester, and Mike Phillips are non-voting members) 
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Current status
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The CMMI-SVC model development team is nearly finished with revisions. 

Release of CMMI-SVC v1.2 is scheduled for March 2009.

Licensing and authorization of CMMI-SVC is available (more on this later).

Pilots are under way; some since October 2006.

ñPre-releaseò training is available now.

CMMI-SVC v0.5 change requests
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What types of services does CMMI-SVC cover?



10
CMMI for Services (CMMI-SVC) Overview

Forrester, 2008

© 2008 Carnegie Mellon University

How do services differ from other products?

A service is an intangible, non-storable product (e.g., operations, 

maintenance, logistics, and IT).

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 have a different business rhythm.

Product Deliver

Develop DeliverService

Develop
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CMMI-SVC content and other constellations

Core PAs

Services -specific PAs

Shared PA (SAM) 
with 4 modified SPs

16

CMMI-SVC additions16

1

CMMI-DEV CMMI-ACQ

CMMI-SVC (24 PAs)

Core PAs 

Åhave been expanded to 
include 3 SPs

Åinclude services -specific 
informative material

CMMI for Development CMMI for Acquisition
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CMMI-SVC content in words

CMMI-SVC consists of the 16 core PAs, one shared PA, and 7 service-

specific PAs, 1 of which is an addition.

Core PAs in CMMI-SVC include the following:

Å services-specific informative material

Å expanded expected material (3 specific practices)

ð project strategy

ð integrated teams (previously covered in the IPPD addition of CMMI-

DEV)

Å the Requirements Management PA in the Project Management process 

area category


