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Session Objectives
 Show how one services organization has

leveraged measurement and embedded it
into their culture

 See how external (SLAs) and internal
(workload management and profitability)
measurement needs drive services
measurement

 Introduce CMMI for Services and explore
measurement practice connections

 Share how measurement drives
management, resulting in superior service
and satisfied customers 2



Agenda

 CITIC - Program Overview
 Use of CMMI for Services
 Service Measurement Plans & SLAs
 Monitoring Actual Performance against Plans
 Being Proactive - Prediction & Modeling
 “Built-in” Measurement
 Summary
 Q&A
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CITIC - Program Overview-1
 Lockheed Martin Consolidated Information

Technology Infrastructure Contract (CITIC)
 Customer: Centers for Medicare & Medicaid

Services (CMS)
 day-to-day IT Operations & Maintenance (O&M)

functions (high availability – 24/7)
 Service Desk, Mainframe Support (Tier 1), Mid-Tier

Support (Tier 2), Desktop Support (Tier 3), Voice,
Data, NOC, etc.

 Performance, Request, Incident, Configuration, Asset,
and Change management

 Security and Disaster Recovery
 modernization of the IT infrastructure
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CITIC - Program Overview-2
 Contract length – 10th year anniversary
 follow-on contract awarded (2015)

 Contract contains:
 Base - Daily operations component

 Fixed, SLA focused
 Functional Teams

 Project – Modernization & improvement
component
 Task Order based
 O&M personnel create small cross-functional R&D

teams
 Teams are supported by a PMO



CITIC Service System
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CMMI for Services

Organizational Innovation and Deployment
Causal Analysis and Resolution5 Optimizing
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Change
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Service System Development*
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Organizational Process Focus
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Services vs. Development
 Services imply on-going relationships governed

by service agreements.
 Services are delivered through the operation of a

service system (people, process, tools).
 Services are simultaneously produced and

consumed.
 Services have a different business rhythm.
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CMMI for Services in Context
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Measurement in CMMI-SVCs
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Service Measurement Plans & SLAs
 Availability
 Return to Service
 Notification
 Severity of Service Outages
 Response Time
 AMDs (Adds/Moves/Deletes)
 Information Recovery
 Production and Scheduling
 Abandoned Calls
 Queue Management
 First-call Problem Resolution
 Outage Notification
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• Metric number and name
• Metric description
• Data sources
• Measurement processes
• Computation of the standards
• Measurement interval
• Reporting interval

Metrics Data Collection
Methodology Plan

(MDCMP)



…plus…
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Quality Performance Measurements
(beyond SLA obligations)

Including:
• Overall Management Effectiveness
• Contract Program Management
• Operations Support
• Technical Support
• General Support
• Management Planning
• Security Management
• Quality Assurance and Risk Management
• Responsiveness to local and special needs
• End User Communication



Monitoring Actual Performance
against Plans
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Automation is Key

14

 Infrastructure Management Systems

 Remedy

 ACD
(Automated Call Distribution)

 Infrastructure Monitoring Systems
 Tivoli, ITM, OMEGAMON, Remote Control, Configuration Manager, Data

Warehouse, Enterprise Console, NetView, Composite Application Manager,

Symantec, Enterasys Host Intrusion Detection (HID), Tripwire, Trend Micro Deep

Security NetBackup, ESM, SAN, Hitachi High Command, Backup Exec, Windows

Server Update Services (WSUS), VMware Update manager (VUM). Virtual Center,

HP Insight Manager, EMC Navisphere, BellMonitor, Windows Domain

Controllers, CA-Vantage.



Examples-1
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Examples-2
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Examples-3
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Examples-4
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Examples-5
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Examples-56
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Being Proactive - Prediction & Modeling

 A program best practice observed is
routinely using models to:
 predict future infrastructure needs
 project cost overruns and staff resource needs
 justify contract increases
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The “True Up” Process
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Being Proactive - Prediction & Modeling
 Examples:

 Executive Support Services (a part of Desktop Support) used
CMS Executive Staff increases and time/call to request an
increase in funding/staff

 Service Desk uses hourly & day-of-week call logs plus call
times to drive staffing plans and work schedules

 Server replacement project

 Key inputs to true up process:
 Historical performance data (volume, trends, response times)
 Staff productivity/unit cost rates
 Data Center modeling; projected growth
 Evaluation of resource requirements for new applications
 Considerations of the evolution of hardware and software

products (301 improvements)
 Analysis of the interaction of all these drivers 23



True Up – Service Desk
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• Call Statistics (Volume, Calls/FTE, Min/Call)
• Staffing (Actual Hours/FTEs, Overtime)
• Projected Needs (Application & Project Roadmaps)
• Financial Performance (Staff Costs, Contract $$, Profit Goals)



“Built-in” Measurement-1
Wide Variety of meetings with key stakeholders:
 Daily interaction to discuss ongoing requirements and activity, performance issues, status of

problems under resolution, upcoming requirements, and changing priorities.
 Discuss daily schedules, priorities, or issues.
 Weekly interaction to discuss real or potential contract or business issues, status of

subcontracting goals, costs, and other relevant issues
 Weekly interactions to discuss ongoing program status, how well our team is meeting CITIC

requirements, and any other issues important to CMS
 Business update, strategy, and problem resolution, as well as goals, technical issues, and resource

issues
 Business update, strategy, and problem resolution, as well as budget and technical issues
 Project update/strategy
 Compare results of operations and over/under-run to plan, and plans to accommodate it.
 Compare results of operations and over/under-run to plan, and plans to accommodate it.
 Exchange information on resources, projecting  resource shortages, line of business upcoming

activities.
 Review details included in the PSPR, discuss plans and upcoming milestones and ensure that our

performance is consistent with CMS needs and expectations.
 Executive-level interaction to address program progress and to identify any areas in which our

team could better support CMS in meeting CITIC program objectives
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“Built-in” Measurement-2



Examples of Correction Actions

 Call for volunteers
 Temporary staff augmentation
 Cross-training and cross-functional

assignments
 True-ups
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Summary
 Consistent use of “objective

information” with client has forged a
true partnership
 client’s level of trust has dramatically

increased over life on contract
 In the beginning, SLAs were used for

reward and punishment…
 NOW SLAs are no longer tied to $$, yet still

reported to support proactive management
of the CMS IT infrastructure
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Questions or Comments?


