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The  ma jo r  i s sues  when  t a l k i ng  o r  dea l i ng  w i t h  an  I T 

i ndus t r y  i s  t he  de l i ve r y  on  p l anned  t ime  and  w i t h i n 

t he  p l anned  budge t . Moreove r, t he  eve r  i nc reas i ng 

need  o f  t he  bus i ness  wo r l d  magn i f i e s  t hese  p rob lems 

even  more. Hence, t he re  i s  a  need  to  ove rcome these 

eve rg reen  p rob lems  fo r  wh i ch  t he  Capab i l i t y  Ma tu re 

Mode l  i s  a  so lu t i on . Th i s  wh i t e  pape r  desc r i bes  t he 

p rob lems  l i nked  w i t h  i s sues  t ha t  I T  i ndus t r y  usua l l y 

f aces  and  the  so lu t i ons  to  t hem us i ng  CMMi .

The  moun t i ng  bus i ness  needs  and  the  poo r  response 

me thods  o f  t he  I T  i ndus t r y  i s  t he  ma jo r  p rob lem tha t 

mos t  o f  t he  I T  i ndus t r i e s  a re  f ac i ng  today. I t  needs  to 

be  rea l i zed  t ha t  t he  bus i ness  needs  a re  go ing  to  be 

eve r  chang ing  and  the  I T  i ndus t r y  need  to  cope  up 

w i t h  t hese  demands  on  a  day- to -day  bas i s  as  i t s  neve r 

t he  same th i ng  eve r y  t ime.

One  man ’s  l oss  i s  ano the r  man ’s  ga in . Th i s  i s  t he  t humb 

ru l e  i n  t he  bus i ness  wo r l d  today. The re  i s  cu t  t h roa t 

compe t i t i on  wh ich  i s  f aced  by  mos t  o f  t he  I T  i ndus t r i e s 

wo r l dw ide. On  t ime  and  e r ro r  f r ee  de l i ve rab les  i s  t he 

need  o f  t he  hou r. Qua l i t y  canno t  be  compromised  fo r 

t ime l y  de l i ve r y. A l l  we  requ i r e  to  do  i s  t o  make  su re  t ha t 

we  a re :

• 	 Us ing  t he  co r rec t  app roach

•	 App l y i ng  t he  r i gh t  s t r a tegy

•	 Upg rade  the i r  p rocesses  as  pe r  t he  cu r ren t  needs

•	 Improv i se  qua l i t y

Bu t  aga in  t he  ques t i ons  l i ke  be low a r i se  – 

• 	 How do  we  know tha t  t he  s teps  we  a re  t ak i ng  a re 

ac tua l l y  he lp i ng  to  ach ieve  t he  above  requ i r emen ts 

and  b r i dge  the  gap  fo r  ach iev i ng  supe r i o r  qua l i t y?

• 	 How do  we  make  su re  t ha t  we  a re  wa l k i ng  towa rds 

t he  goa l  and  no t  away  f rom i t ?

• 	 A re  we  do ing  enough?

Abstract Introduction

Standing up to the mark!
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Due to  t he  h igh  demand o f  qua l i t y  ou tpu t  t he  o rgan i za t i ons 

have  s t a r t ed  to  make  a  check  on  t he i r  p rocesses  and 

quan t i f y  t he i r  ou tpu t s. Th i s  i n  t u r n  l eads  to  unde rs t and 

be t t e r  t he  p rocesses  and  upg rade  them as  pe r  t he 

needs  o f  t he  bus i ness  wo r l d . Th i s  i s  whe re  t he  ro l e  o f 

CMMi  comes  i n to  p l ay. CMMi  i s  a  t r ademark  owned  by 

So f twa re  Eng inee r i ng  I ns t i t u t e  (SE I )  o f  Ca r neg ie  Me l l on 

Un i ve r s i t y. The  pu rpose  i s  t o  he lp  o rgan i za t i on  to  improve 

t he  deve lopmen t  and  ma in tenance  p rocesses  fo r  bo th 

p roduc t s  and  se r v i ces.

CMMI , s t aged , uses  5  l eve l s  t o  desc r i be  t he  ma tu r i t y  o f  t he  o rgan i za t i on .

Working towards process maturity

CMMi structure

Understanding the f ive levels
Level 1- Initial

Level 2- Managed

Processes  a re  unp red i c t ab le, poo r l y  con t ro l l ed  and  reac-

t i ve. The  p rocess  pe r fo rmance  may  no t  be  s t ab le  and 

may  no t  mee t  spec i f i c  ob jec t i ves  such  as  qua l i t y, cos t , 

and  schedu le, bu t  use fu l  wo rk  can  be  done.

The  managed  p rocess  comes  c lose r  t o  ach iev i ng  t he 

spec i f i c  ob jec t i ves  such  as  qua l i t y, cos t , and  schedu le.

A  managed  p rocess  i s  a  pe r fo rmed p rocess  t ha t  i s  a l so :

• 	 P l anned  and  execu ted  i n  acco rdance  w i t h  po l i c y

• 	 Emp loys  sk i l l ed  peop le

• 	 Adequa te  resou rces  a re  ava i l ab l e

• 	 Con t ro l l ed  ou tpu t s  a re  p roduced

•	 S takeho lde r s  a re  i n vo l ved

•	 The  p rocess  i s  r ev i ewed  and  eva lua ted  fo r  adhe rence 

to  requ i r emen ts 
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•	 Wi th i n  each  o f  t he  5  Ma tu r i t y  Leve l s, t he re  a re  bas i c 

f unc t i ons  t ha t  need  to  be  pe r fo rmed –  these  a re 

ca l l ed  P rocess  A reas  (PAs ) .

• 	 Fo r  Ma tu r i t y  Leve l  2  t he re  a re  7  P rocess  A reas  t ha t 

mus t  be  comp le te l y  sa t i s f i ed .

• 	 Fo r  Ma tu r i t y  Leve l  3  t he re  a re  11 P rocess  A reas  t ha t 

mus t  be  comp le te l y  sa t i s f i ed .

• 	 G i ven  t he  i n te rac t i ons  and  ove r l ap, i t  becomes  more 

e f f i c i en t  t o  wo rk  t he  Ma tu r i t y  Leve l  2  and  3  i s sues 

concu r ren t l y.

• 	 W i th i n  each  PA the re  a re  Goa l s  t o  be  ach ieved  and 

w i t h i n  each  Goa l  t he re  a re  P rac t i ces, wo rk  p roduc t s, 

e t c. t o  be  fo l l owed  tha t  w i l l  suppo r t  each  o f  t he  Goa l s.

• 	 Improved  schedu le  and  budge t  p red i c t ab i l i t y

• 	 Improved  cyc le  t ime

•	 I nc reased  p roduc t i v i t y

• 	 Improved  qua l i t y  ( as  measu red  by  de fec t s )

• 	 I nc reased  cus tomer  sa t i s f ac t i on

•	 Improved  emp loyee  mora l e

• 	 I nc reased  re tu r n  on  i nves tmen t

• 	 Dec reased  cos t  o f  qua l i t y

Components of CMMi

Benefits from CMMi

Level 3- Defined

Level 4- Quantitatively Managed

Level 5- Optimizing

Processes, s t anda rds, p rocedu res, t oo l s, e t c. a re  de f i ned 

a t  t he  o rgan i za t i ona l  l e ve l .  P ro j ec t  o r  l oca l  t a i l o r i ng  i s 

a l l owed , howeve r  i t  mus t  be  based  on  the  o rgan i za t i on ’s 

se t  o f  s t anda rd  p rocesses  and  de f i ned  pe r  t he  o rgan i za-

t i on ’s  t a i l o r i ng  gu ide l i nes.

Ma jo r  po r t i ons  o f  t he  o rgan i za t i on  canno t  “op t  ou t .”

A t  t h i s  l e ve l  a l t hough  the  p rocesses  may  p roduce  p re -

d i c t ab le  resu l t s, t he  resu l t s  may  be  i nsu f f i c i en t  t o  ach ieve 

t he  es tab l i shed  ob jec t i ves

• 	 Ma tu r i t y  l e ve l  5  focuses  con t i nua l l y  on  improv i ng 

p rocess  pe r fo rmance  th rough  i nc remen ta l  and  i nno-

va t i ve  p rocess  and  techno log i ca l  imp rovemen ts.

• 	 An  o rgan i za t i on  con t i nua l l y  improves  i t s  p rocesses 

based  on  the  quan t i t a t i ve  unde rs t and ing  o f  t he  com-

mon causes  o f  va r i a t i on  i nhe ren t  i n  t he  p rocesses.

• 	 The  e f f ec t s  o f  dep loyed  p rocess  improvemen ts  a re 

measu red  and  eva lua ted  aga ins t  t he  quan t i t a t i ve  p ro-

cess  improvemen t  ob jec t i ves.

• 	 A t  ma tu r i t y  l e ve l  5  t he  o rgan i za t i on  i n  conce r ned 

w i t h  add ress i ng  common causes  o f  p rocess  va r i a t i on 

and  chang ing  t he  p rocess  to  improve  p rocess  pe r-

fo rmance  and  to  ach ieve  t he  es tab l i shed  quan t i t a t i ve 

p rocess  improvemen t  ob jec t i ves.
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•	 Though  CMMi  i s  use fu l  f o r  p rocess  improvemen t  bu t 

i t  has  a  l o t  o f  m i sconcep t i ons  assoc i a ted  w i t h  i t . I t 

shou ld  be  unde rs tood  tha t  CMMi  i s  no t  t he  answer 

to  a l l  t he  ques t i ons  and  we  need  to  unde rs t and  the 

my ths  i nvo l ved  w i t h  t he  who le  concep t  o f  CMMi .

•	 Ever yone shou ld  have the  knowledge o f  each 

process :   Ou t  o f  a l l  t he  p rocesses  t ha t  a re  be ing 

fo l l owed  i n  an  o rgan i za t i on  i t  i s  no t  necessa r y  t ha t 

eve r yone  shou ld  be  i nvo l ved  i n  a l l  t he  p rocesses 

wh ich  a re  no t  r e l evan t  t o  t he i r  a rea /  scope  o f  wo rk . 

I n vo l v i ng  an  i nd i v i dua l  i n  a l l  t he  p rocesses  w i l l  on l y 

c rea te  con fus ion  and  d i s so l ve  t he  bounda r i es  o f  t he 

d i f f e ren t  wo rk i ng  a reas.

•	 CMMi processes  are  too  d i f f i cu l t  and complex : 

The  reason  beh ind  t h i s  i s  because  i t  i s  t hough t  t ha t 

CMMi  se t s  p rocesses, whe reas, CMMi  on l y  he lps  i n 

upda t i ng  t he  p rocesses  wh ich  a re  a l r eady  adap ted 

by  t he  o rgan i za t i on  as  pe r  t he  cu r ren t  needs. I t  g i ves 

p rov i s i ons  so  t ha t  t he  o rgan i za t i on  i t se l f  can  measu re 

t he  capab i l i t y  o f  i t s  p rocesses.

•	 CMMi processes  are  on ly  fo r  b ig  organ iza t ions : 

Even  though  i n i t i a l l y  i t  was  on l y  t he  l a rge r  o rgan i za t i ons 

who  had  adop ted  to  t he  CMMi  mode l s  i n  add ress 

t he i r  comp lex  i s sues  bu t  t he re  i s  no  s t r i ngen t  l i ne 

d rawn  wh ich  can  keep  the  sma l l  o rgan i za t i ons  f rom 

tak i ng  t he  advan tages  o f  t hese  mode l s.

•	 One needs to  invest  too  much o f  t ime beh ind 

them:  A l l  t he  t ime  tha t  one  needs  to  i n ves t  i s  t o  map 

the  o rgan i za t i on ’s  p rocesses  w i t h  t he  requ i r emen ts 

o f  t he  p rocess  a reas  o f  CMMi . The  more  t he re  i s  a 

scope  o f  improvemen t  t he  more  t ime  consuming  the 

who le  exe rc i se  wou ld  be. Howeve r, t he  bene f i t s  ou t 

o f  i t  l i ke  t he  dec reased  tu r na round  t ime, i nc reased 

re tu r n  on  i nves tmen t , t he  dec reased  cos t  t o  qua l i t y 

ba l ances  t he  who le  t h i ng.

•	 The top  leve l  management  has  noth ing  to  do 

wi th  the  processes :  The  sen io r  managemen t  has 

t he  g rea tes t  r espons ib i l i t i e s  when  adop t i ng  to  t he 

CMMi  p rac t i ces. They  a re  t he  ones  who  wou ld  be 

s t r eam l i n i ng  t he  who le  change  and  hence  the i r 

i n vo l vemen t  i s  t he  mos t  c ruc i a l  one.

The o ther  myths  invo lved on  CMMi  are :

•	 I t  canno t  be  used  i f  an  o rgan i za t i on  i s  a l r eady  us i ng 

ano the r  p rocess  improvemen t  mode l

• 	 Eve r yone  needs  to  be  t r a i ned  on  each  p rocess

•	 The  base l i ne  documen ts  have  no  use

•	 Need  to  measu re  each  and  eve r y  p rocess  a rea

Jus t  l i ke  eve r y  co in  has  two  s ides  to  i t  s im i l a r l y  t he re 

a re  t he  p ros  and  cons  o f  adap t i ng  to  t he  CMMi  mode l .  

Hence  i t  i s  impor t an t  t o  know eve r y  aspec t  o f  CMMi 

be fo re  app l y i ng  i t  a t  t he  o rgan i za t i on  l eve l . 

When  S i l ve r  Touch  engages  i t se l f  w i t h  any  c l i en t  f o r 

deve lop ing  t he i r  app l i ca t i ons  based  on  the i r  r equ i r ed 

spec i f i ca t i ons, S i l ve r  Touch  makes  su re  t ha t  t hey 

t ake  an  app roach  wh ich  w i l l  pe r f ec t l y  comp l imen t  t he 

requ i r emen ts  o f  t he  CMMi  mode l . A t  t he  same t ime 

ca re  i s  t aken  to  improve  on  t he  qua l i t y  and  sa t i s f y  t he 

accep tance  c r i t e r i a  o f  t he  c l i en t  w i t h  on  t ime  de l i ve r y. 

The  roo t  cause  ana l y s i s  i s  done  to  f i nd  ou t  t he  reasons 

beh ind  t he  i s sues  p reva i l i ng  a t  t he  o rgan i za t i on  l eve l  and 

f i nd  so lu t i ons  fo r  r eso l v i ng  t hem. The  l ea r n i ng  f rom the 

va r i ous  improvemen t  exe rc i ses  i s  ma in t a i ned  fo r  f u tu re 

re fe rence. The  ac t i v i t i e s  fo r  quan t i f y i ng  t he  wo rk  ou tpu t s 

a re  ca r r i ed  ou t  wh i ch  he lps  i n  r ev i s i ng  t he  o rgan i za t i on 

goa l s  i f  needed . Hence, va r i ous  so f twa re  eng inee r i ng 

p rocess  g roups  a re  dev i sed  fo r  do ing  t he  ac t i v i t i e s  as 

men t i oned  above. These  p rocess  and  qua l i t y  improvemen t 

ac t i v i t i e s  bene f i t s  no t  on l y  ou r  o rgan i za t i on  bu t  a l so  t he 

cus tomers  wo rk i ng  w i t h  us.

The myths involved
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Conclusion
At  t he  end  o f  t he  day  we  shou ld  be  i n  a  pos i t i on  to  hand le 

t he  change  tha t  i s  b rough t  abou t  by  t he  CMMi  mode l . 

To  move  ahead  we  f i r s t  need  to  unde rs t and  whe re  we 

s t and  and  then  p rog ress  f u r t he r. S i l ve r  Touch ’s  who le 

expe r i ence  o f  adap t i ng  t he  p rac t i ces  app l i cab le  fo r  CMMi 

l eve l  5  has  been  bene f i c i a l  and  we  be l i e ve  t ha t  adap t i ng 

to  t he  CMMi  p rac t i ces  has  no t  on l y  he lped  i n  improv i s i ng 

qua l i t y  ou tpu t , r educe  cos t  t o  qua l i t y  and  i nc rease  re tu r n 

to  i n ves tmen t  bu t  has  a l so  immense l y  i nc reased  the 

c l i en t  sa t i s f ac t i on . Th i s  i n  t u r n  has  he lped  us  to  ga in 

be t t e r  c l i en t  t r us t  and  cus tomer  de l i gh t .
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About SilverTouch
SilverTouch , a  company  es tab l i shed  i n  1992 i s  w ide l y  accep ted  fo r  i t s  I T  so l u t i ons  w i t h  a  huge  cus tomer  base  i n  more  t han 

20 coun t r i e s  ac ross  t he  wo r l d . 

S i l ve rTouch  i s  ac t i ve l y  engaged  i n  En te rp r i se  so f twa re  deve lopmen t , en te rp r i se  con ten t  managemen t , documen t  managemen t 

and  IT  consu l t i ng  se r v i ces  such  as  Bus iness  p rocess  op t im i za t i on , p rocess  consu l t i ng, imp lemen ta t i on  and  cus tom i za t i on  o f  ERP. 

S i l ve rTouch  l eads  b r i l l i an t l y  i n  new techn i ca l  deve lopmen ts  such  as : Mob i l e  App l i ca t i on  deve lopmen t  se r v i ces  on  iPhone, iPad , 

B l ackbe r r y, And ro id , J2ME and  W indows  mob i l e  p l a t f o rms. Even  now, S i l ve rTouch  he lps  i t s  g loba l  c l i en t s  fo r  ma jo r  deve lopmen ts, 

dep loymen ts  and  managemen ts  o f  t he i r  mob i l i t y  so l u t i ons  and  en te rp r i se  app l i ca t i on  deve lopmen t  p rog rams. 

S i l ve rTouch  has  a l l i ance  w i t h  seve ra l  i ndus t r y  l eade rs  such  as  M ic roso f t , App le, C i sco, IBM, O rac le, SAP, Java , De l l , VM wa re, 

Syman tec, Son i c  Wa l l  wh i ch  p rov ides  a  compe t i t i ve  edge  ove r  o the r  i ndus t r y  pee rs  and  t a rge t s  to  unde rs t and  and  ca te r  t o  a l l 

t ypes  o f  r equ i r emen ts  t ha t  conce r n  ou r  c l i en t s, t he reby, l ead ing  to  se r ve  t hem p rec i se l y  t o  t he i r  sa t i s f ac t i on .

Fo r  more  i n fo rma t i on , p l ease  v i s i t  www.s i l ver touch.com  o r  ema i l  in fo@si lver touch.com
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