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"I CrpyKTypa npouecy CynpoBOIKEHHS MPOTPaMHOIo 3a0€3MeUYCHHS.
1. KOHTEKCT CynpOBOIKEHHS IIPOrPaMHOTO 3a0€3I1CUCHHS.

2. CynpoBOJKEHHSI IPOrpaMHOro 3a0e3MEUYEHHS Ta YHIKaJdbHI JJISI HbOI'O
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Merta ta o0rpyHTyBaHHsA Moaeial SMMM.
Apxitektypa moaeni SMMM.
OO6nacTi MpoIeciB Ta KIHOYOBI MPOIECH MOJACII.

Jliteparypa




I. CrpykTypa npouecy cynpoBoOIKeHHs
IPOrpaMHOro 3a0e3ne4eHH




KOHTEKCT CynpoOBO/IKEHHS NIPOrpaMHOro 3adesnedennsi (1)

[0 B  opranizamiiHoMy  KOHTEKCTI  CYNPOBOKCHHS  IIPOrPaMHOTO
3a0€3II€UYECHHS ICHYE JIEKIIbKa TUIIOBUX 1HTEp(EHCIB (puc. 1):

* 3aMOBHHUKH Ta KOPUCTYBaudl CyIPOBO/KEHHS TPOrPAMHOI0 3a0€31eUCHHS
(mo3H. 1);

* IH(QpACTPYKTYypa Ta OIepaLiiHuM JenapTaMeHT (I103H. 2);

* PO3pOOHMKH (1103H. 3);

* TOCTAYaJILHUKY (T103H. 4);

* IONEpPEIHE TEXHIUHE 00CcayroByBaHHs Ta helpdesk (mmo3H. 5).
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KOHTEKCT CynpoOBOIKEHHS NIPOrPAMHOIO0 3a0e3nmedeHHs (2)

[l Knienmcokuit inmepgpeiic (1). JisnbHICTH BKIIOYAaE B ceOe 0OrOBOpEHHS
MPIOPUTETHOCTI OKPEMHUX 3alWTIB, IUIAHYBAHHS, OIOJUKETYBAaHHS, KIIEHTCHKOTO
00CJIyrOByBaHHS Ta HIATPUMKHU pO6OTH KOPHUCTYBaulB.

Inqbpacmpykmypa ma onepayii (2). Bximoyae B cebe 00poOKy BCIX oIepailii,
MOB’I3aHUX 3 POOOYMMHM CTAaHUIAMH, IUIATPOpMaMu Ta Mepexamu. Takox

BKJIFOYAIOThCSI 3aXOAW IIOAO PE3EPBHOIO KOIIIOBAHHS, BIJHOBJICHHS JaHUX Ta
CHUCTEMHOTO aJIMIHICTPYBaHHS.

[ Inmepgeiic pospodnukie 3acobdie cynpoeodsicennsn (3). 3HaHHA IPOrPAMHOTO
3a0€3MCYEHHsT  CTICHIaMiCTaMi 31 CYMPOBODKCHHS. Ma€ BEJMKE 3HAYCHHS IS
PO3pOOHUKIB, SIKI HEOOXIJTHO 3aMIHIOBaTH a0O0 BKJIIOYATH B ICHYIOUY CHCTEMY
ycraakoBane [13. Ilpuknaau AisyIbHOCTI: MPOEKTYBaHHS TUMYACOBHUX a00 HOBUX
IHTEp(ECIB; Bepu(iKaiis OI3HEC MpaBUJI Ta JONOMOra y PO3YyMIHHI JaHHX
ICHYIOYOTO MPOrpaMHOro 3a0€3MeUECHHS; JOIIOMOra Y MEPEMIIIECHH] JaHUX.




KOHTEKCT CYyNpPoOBOIKEHHS MPOrPaMHOIo 3ade3neyeHHs (3)

[l Hocmauanvnuxu (4). 1o ckiaay nocTadaibHUKIB BXOISTH:

a) T1, xT0 po3poomoe HOBe 113 un koHpirypye ERP (Enterprise Resource Planning)
CUCTCMU,

0) cyOmiApsAMHKUKH, K1 BXOAATH JO CKIIaay MEPCOHAIy 31 CyNPOBOKEHHS Ta
BUKOHYIOTh BY3bKO KBJII(DIKOBaH1 3aBJaHHS, JIOMOMAraroTh IIJ4ac ITIKOBUX
ABAHTAXXECHD;

B) KOMIIaHIi, 10 MArOTh JIIEH31i Ha 00CITyTrOBYBaHHS BU3HAYEHOTO MPOTPAMHOTO
3a6esnequH;1 CIeIaIICTH 31 CYNPOBO/KCHHS SKUX HAJal0Th CIICIiajii30BaHy
H1TPUMKY 1IOTO MPOTPAMHOI0 3a0€31CUCHHS;

I') ayTCOPC-KOMIIaHIi, K1 MOXYTh 3aMIHUTH, YaCTKOBO a00 MOBHICTIO, QyHKIT T
oprasizarii (p03p067<a CYNPOBOOICEHHS YUl ONepauiuna ma mqbpacmpykmypﬂa
poboma).




KOHTEKCT CynpoBOIKEHHS IPOrPaMHOIo 3a0e3neueHHs (4)

[l Ilonepeone mexuiune oocayzoeyeanns ma helpdesk (5). 3anexuTthb
B1J, OpPraHI13alliHOI CTPYKTYpH 1 MOXK€ OyTH YacCTHHOK (PYHKI[IM
opraHi3alili, 0 3a0e3neuye NIATPUMKY IPOrpaMHOTO 3a0€3MCUCHHS,

JIEHTCBHKOI Oprasi3aiii a0o I1HIIOI HE3aJeKHOI OpraHi3alli, sKa
BUKOHY€ MIATpUMKY 113.




IIpoiec CynpoBOI)KeHHA POrPAMHOI0 3a0e31eYeHHs] Ta
o0co0uBOCTI BUKOpHCTAaHHA (1)

SWEBOK Bu3Hadae HaOip mpo1ieciB, il Ta IPaKTHUK, SIK1 € YHIKAIbHUMU JIJISI CIICI1aJIICTIB
31 CyIPOBOXKEHHSI, HAITPUKJIA/;

Ilepexia: KOHTpOJbOBaHA a00 CKOOPJAMHOBAHA MOCIIAOBHICTh 1M, 3aBASKH SIKIM cHUCTEMa
MOCTYIIOBO NEPEAETHCA B1JT PO3POOHUKIB /10 CYNPOBOI>KYBaylB;

SLA (Service Level Agreement, yromm 1moao PpiBHSA NOCJYIr) Ta CIEIlaal30BaH1
BIAMOBIAHO JO JIOMEHHOI O0O0JIaCTl) yroaud 31 CYHPOBOXKEHHS, IO YKJIAJAOThCS
CIeIiaalcTaMHy 31 CyPOBOKCHHS;

OO6poOka 3anuTiB HA Moau(ikallito Ta 3BiTiB 1oA0 MnpoodieM (helpdesk): nporec 0OpoOku
3aIUTIB, SIKU BHUKOPHMCTOBYETHCS CIICIIAIICTAMU 31 CYHNPOBOKCHHS JJIsI BU3HAYCHHS iX
IPIOPUTETHOCTI, JOKYMEHTYBAHHS Ta MapIIpyTH3allii;

IpuiiHATTA/BIIXWICHHS 3aNIUTIB HA MOoTUiKkanilo:  3anuTu PETEIBHO
0OpOOJIIOIOTECS Y BIAMOBIIHOCTI JI0 PO3MIPY/TPYAOEMHOCTI/CKIAJIHOCTI Ta MOXYTh OyTH
BIIXWJICHI Ta TIEPEHANPaBIICH1 O PO3POOHHUKIB.




IIpoiec CynpoBOI)KeHHA POrPAMHOI0 3a0e31eYeHHs] Ta
0C00JIMBOCTI BUKOPMCTAHHA (2)

Y SWEBOK Takox 3a3Hau€HO, IO psJ IPOrpaMHUX MPOAYKTIB Ta

TEXHOJIOTH aJalTOBAaHO JO CHEHM(IYHOrO CEPEAOBHINA CYIPOBOAKECHHS
nporpaMHoro 3ade3nedueHHs. Cepen HUX:

CumyJsinist mpoueciB: L TexHOJIOr1s BUKOPUCTOBYETHCS IS ONTUMI3All11
CYIIPOBO’KEHHS IPH J1SJIBHOCTI 3 moKpaiieHHs 113.

BumipoBaHHs mpounecy cynpoBoaxeHHsi: DaxiBil 13 CyNpOBOIKECHHS
4acTO  BUKOPHUCTOBYIOTH  pE3yJlbTaTH  JOCIIPKEHb  3aJI0BOJICHOCTI
KOPHUCTYBayiB, 100 3pO3YMITH, SK MpPalIOOTh IXHI KIIEHTH. J[esK1
Oprasizaili BHKOPHUCTOBYIOTh KOMEpPIIHHI JOJATKH JUIsi PO3PAXyHKY
30BHIIIHIX Ta BHYTPINIHIX MOKa3HUKIB CYMPOBOJKYBAHOCTI MPOTPaMHOIO
3a0€311CYCHHH.




IIpoiec CynpoBOI)KeHHA POrPAMHOI0 3a0e31eYeHHs] Ta
0c00JIMBOCTI BUKOpHCTAHHA (3)

Pemo3uTopiii 3anuTiB Ha CynpoBOKEHHsI: AJICKBaTHA 1H(OpMaITiiiHa CHCTEMa (YacTo
cnuibHa Juist helpdesk) mosuHHa mocTayaTHCs CYNPOBO/KYBa4aMM Ui KEpyBaHHS
pOOOYMM HABAaHTAXEHHSM Ta BIJICTEKCHHS BEJIMKOI KIJIBKOCTI 3aIllUTIB KOPUCTYBadiB.
Takuii pemo3uTopii MOXKE CTaTM OCHOBOKO JUIsi aHaII3y 3yCWIb Ta BaKIMBOIO
CKJIQJIOBOIO JIJISI BUMIPIOBAHHS.

CrneniasizoBaHe HABYAHHSA CHEHIAJICTIB 31 CYyNIPOBOIKEHHSI.

biminr mocayr 3i cympoBomkeHHs: HailMeHyBaHHS 1 IIHM Ha MOCIYrH 31
CYIPOBO/)KEHHSI IIOBMHHI OyTH ONHWCaHI Ta MIATPUMYBATUCS BIANOBIIHUMMU
NOJIATKOBUMM CUCTEMAMU Ta MPOIECAMHU.

Burorosijiennsi cucrem cmocrepexennsi: Opranizaiii, 010 HaIalOTh MOCIYTH 3l
CYNPOBO/UKCHHsI TAKOX IIOBUHHI BIPOBA/DKYBATH CHCTEMH CIIOCTCPEKEHHS IS
MOJICHHOTO JOCTI/PKEHHS ONMEPAIIiHOTO CEPEIOBUINA Ha MMOSBY O3HAK IMOTIPIICHHS
pobotu abo BinMoBHU. Taki CriOCTEpEXkHI CUCTEMHU TapaHTYIOTh BUSBICHHS MPOOIEM Ha
SKOMOTa paHHIX CTaIIX (B 17€ati Ieplil, Hi>kK KOPUCTYBay J13HAETHCSA MPO HUX).




Ilpoecu CynpoBoOIKEeHHSI MPOrPaMHOIO
3a0e3nmeuenns (1)

[ OcnoBHi (kaw4oBi) mpomecu (oIepaiiiiHi HIPOLECH CYIPOBOMKCHHS
IIPOrpaMHOro 3a0€3MECYECHHS);

| TexHiYHa MIATPUMMKA NPOLECIB (MITPUMKA OCHOBHUX IPOIIECIB);

[ Opranizaniiini nmpomecn, ski npeacTaBicHi y IHpopmalliliHiii cuctemi
(IC) abo y poOoTi AenmapTaMEHTIB oOpraHizalili (HalpuKiIaa: HaBYaHHS,
(b1HAHCH, H1a01p IepCOHAITY, OpraHi3ailis 3aKyMHiBeb, TOIIO)




Ki110490Bi mponecu CynpoBOIKEHHS IPOrPaAMHOI0
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KJ11040Bi nmpouecu CynpoBOIKeHHsI IPOrPaAMHOI0
3a0e3nmeueHHs (3)

[J Ilpouec nepeoaui. llecii niporiec 3a0e3redye KOHTPOJIHLOBAHICTh MPOTPAMHOIO IIPOCKTY, a
TaKOXK KOOPJAWHOBAHICTh Ta CTPYKTYPOBAHICTh MeEpeaadl IpOrpaMHOrO 3a0e3IeUeHHS
crieriagictaM 31 CynpoBOKEHHs. BoHU OyAayTh 30C€peIKyBaTUCh Ha CYNPOBOKYBAHOCTI
HOBOT'O MPOTPAMHOIO 3a0€3MEUYEHHs, II€ O3HAYaE, 110 MPOIIEC MepeIadl Ha CyIPOBOIKEHHS

B1AOYBA€ThCA MPOTATOM BCIX €TamlB JKUTTEBOIO IUMKJIYy PO3POOKH MPOrpamMHOro
3a0€31e4YEeHHS.

ICJISI TOro, SIK MPOTrpaMHE 3a0e3IMEUeHHsS IMEepeJaHe Ha CcynpoBomkeHHs, Ilpouec
YRpaesaiHHA nodiamu ma 3anumamu oOpoOJs€ BCl MIOJACHHI IO/11, 3BITH IIOAO0 IPOOJIEM,
3allUTA Ha MOJAM(IKAIII0 Ta 3alUMTH TEXHIYHOI MIATPHUMKHU. ICHYIOTH IIOACHHI HOAll, SKI
MOTPEOYIOTh €(PEKTUBHOTO yIpaBiaiHHA. [lepimmii Kpok LBOro MPOIECYy OIIHUTH, YA Ma€
OyTH 3alUT BUKOHAHWM, IEPEHANpaBJICHUM a00 BIAXWICHUM (OI[IHKA IPOBOJIUTHCS Ha
ocHOBI SLA, Xapaktepy 3anuTy Ta HOro po3Mipy). Yroau 3 nmocrayajbHAKAMM MMOB’ A3aH1 3

OpraHI3all€el0 JOTOBIPHMX AacCIEKTIB (HAOpHUKIAd: JIIEH31i, MOXKJIWBICTh IIJANUCAHHS
JOTOBOPIB 3 TPETIMU 0CcO0aMH, ToI0) Ta 3 SLA.




KJ11040Bi nmpouecu CynpoBOIKeHHsI IPOrPaAMHOI0
3a0e3neueHns (4)

[ IlpuiiHSTI 3amUTH JTOKYMEHTYIOTHCS, TPIOPUTEIYIOTHCS, PO3MOAULIOTECS Ta OOpOOJISIOTECS Y

BIJIMOBIAHOCTI A0 Kareropii. IcHytoTh Taki kareropii: 1) Ilpouec onepauiiinoi niompumku (1K OpaBuio,
HE BHMAarae 3MiH IporpamHoro 3adesnedeHHs); 2) Ilpouec kopekuii npozpamnozo 3abe3neuenns; uu 3)
Ilpouec eeontouii npozpamnozo 3abezneuenns. Oniepailiiina NiATPUMKA CKIIAIA€THCA 3: a) BIJAMOBIAEH Ha
nutaHHsg; 0) HagaHHs 1HdGopMalii Ta Iopaj; 1 B) JOIMOMOra KIIEHTaM Kpalle 3pOo3yMITH pOOOTY
IPOrpaMHOTO 3a0€3MEUCHHS Ta TOKYMEHTAIIIIO.

Ilpouec ynpaeninna eepciamu nepenae 00’ €Kt Ha po3poOkKy, a Ilpouec monimopunzy i KOHmMpOIIO

3a0e3neyy€e  BIJICYTHICTh  MOTIPIICHHS poOOTH  omepaiiiiHoro cepefgoBuimia. Cnemiamicta 31
CYHPOBOJIPKEHHS 3aBXK/IM CIIJKYIOTh 3a MOBEAIHKOIO ONEpalliiiHOi CUCTEMH Ta CEPEAOBUINA, B AIKOMY BOHA
Ipalroe, 11l BUSIBJICHHS O3HAK Jierpajaiiii. BOHM MOBUHHI MIBUAKO MONEPEAUTH 1HII TPYNH MIATPUMKU
(omeparopu, TEXHIYHA MIATPUMKA, MEPEKEBa MIATPUMKA, TOIIO0), KOJIM CTAaHEThCS IIOCh HE3BUYAMHE Ta
OIIIHUTH, YU B1JI0YJIOCH MOTIPIICHHS POOOTH, SIKE MOTPEOYE PO3IIISATY.

OcCTaHHIM OCHOBHHMM IIPOILIECOM € MPOILEAYPU BiJHOBJIEHHSH JIsI MOKPAIICHHS CYINPOBOIKYBaHOCTI,
IpOLEAYPH MePexoay sl IEPEMIIIEHHS] CUCTEMHU B 1HIIE CEPEIOBUIIE Ta MPOLEAYPHU yTHJII3allil, KOJIu
CHUCTEMa BUBOAUTHCS 3 EKCILTyaTallli.




I11. MeTta Ta oOrpynTyBanua moaejai SMMM




OcHOBHI JkepeJia, MOKJIAaJAeHI B OCHOBY
po3pooku moaeali SMMM

ISO/IEC14764;
IEEE1219;
ISO/IEC12207;
CMMi;
SWEBOK;
ISO/IEC 15504.




]

]

Meta moaeai SMMM (1)

AyIUT MOXJIMBOCTEH ITOCTadallbHMKA abd0 ayTcopcepa 3 HagaHHS ITOCHYT 31
CYIIPOBOJIKEHHS MPOTPaMHOI0 3a0e31eueHHs; a00

[lokpaiieHHss ~ BHYTPIIIHBOI  Opraizaimli  Opolecy  CyIpPOBOKEHHS
IpOrpaMHOI0 3a0€3MCYCHHSI.

Mopenp Oyna po3poOjieHa 3 TOYKM 30py CHOXKHBada, SK JOCBIAYEHOIO
yYaCHHMKAa KOHKYPEHTHOIO, KOMEPIIHMHOTO cepenoBuina. KiHieBa MeTa
MOKpAaIIEHHS pOOOTH IIporpaM B pe3yibTari 3acTocyBaHHsA Mojerl SMMM -
MIABUIIEHHS 3aJJ0BOJICHOCTI KOPHUCTYBAYIB, 110 € MPIOPUTETHIIIE 32 KOPCTKY
BIJIIOBIJHICTh CTaHAAPTaM.




Meta moaeiai SMMM (2)

binpmmii piBeHb 3puiocTi B KOHTEKCTI Mojenal SMMM  o3Hadae mJist
KJIIEHTCHKUX OPraHi3amin:

JIOCATHEHHS IUJILOBUX PIBHIB OOCIYTrOBYBaHHSI Ta 3aJ0BOJICHHS KI1€HTCHKHX
IIPIOPHUTETIB;

Peaizaliisl HaMKpallMX HasBHUX CHOCOOIB CYIPOBOIKECHHS IPOTrPaMHOTO
3a0e3MeUcHHS;

OTpuMaHHS MPO30PHUX MOCHYT 31 CYIIPOBOKEHHS 32 KOHKYPEHTHY BapTICTh;

[IpoBeneHHsT HAMIIBUIIIOTO OOCIYTOBYBaHHS 31 CYNPOBOIKECHHS MPOrPaMHOIO
3a0€31ICYCHHH.




Meta moaeai SMMM (3)

Jlns opraxizamii, 0 MPOBOAMTL CYNPOBOMKEHHS, JTOCITHEHHS OLIBIIOI
3p1I0CT1 MOKE TTPU3BECTH J10:

[I3HMKEeHHS BUTPAT HA CYIPOBOKEHHS Ta MIATPUMKY;

/CkopoueHHs (pa3 KUTTEBOTO IUKJIY Ta IHTEPBAJIB;

[13611p11eHHS 30aTHOCT1 JOCATHEHHS PiBHIB 00CIIYTOBYBaHHS;

[1301p11eHHS 37aTHOCT1 30MpaTy KUIBKICHI JaHl npo BiaacTuBocTi I13 Ha BCix
CTaJIISIX MPOIIECY CYNPOBOIKEHHS.




I11. ApxirekTypa moaeai SMMM




PiBHI 3puj10oCcTi CynpoBoKeHHss moaeai SMMM

Level Level Name
He3aBepiuenui
IIpeacraBiaeHuun
KepoBaumnii
Bcranosiaenui
IIpornozoBanui

Onrumisyrounii

Risk
Highest
Very High
High
Medium
Low
Very Low

No sense of process
ad hoc maintenance process
basic request-based process
state-of-the-art maintenance process
generally difficult to achieve now
technologically challenging to attain




Level- Leve
Name
0- Incomplet
Process

Level 0 — Incomplete Process

Capability Level

Definition
The process 15 not being
executed by the
organization, or there 1s no
evidence that the process
exists. Level 0 implies that
the activity is not being
performed by the
organization

Process Generic Attributes

There 1s no evidence that the process exists;

Upper management 1s not aware of the mmpact of not
having this activity or process in the organization;

The activity or process does not meet the goals stated by the
model:

There 15 no knowledge or understanding of the activity or
Process;

Discussions concerning the activity or process take place,
but no evidence can be found that the activity or process
exX151s;

Historical records show that the activity has been
performed. but 1t 15 not being done at this time.




1- Performe
Process

Level 1 — Performed Process

Improvised: Recognition
that the practice 1s
executed informally. Level
1 implies that something
15 being done or that the
activity 1s close to the
intention of the practice
presented in the model
The execution of the
practice depends on the
knowledge and presence
of key individuals. The
practice 1s typically ad hoc
and not documented. It 1s
local and would not
necessarilly appear m
another software
maintenance group. There
1s no evidence that the
attibutes of the processes
are systematically
executed or that the
actrvities are repeatable.

a)
b)

The organization 1s aware of the need to conduct this
ACHVILY OF Process;

An mdividual conducts the activity or process and the
procedures are not documented (note: typically. staff must
wait until this individual arrives on-site to learn more about
the process; when this individual 1s not on-site, the actrvity
or process cannot be executed fully);

A few of the software maintamers execute this activity or
process;

We cannot recognize precisely the inputs and outputs of the
activity or process:

There 15 no measure of the activity or process;

The deliverables (outputs) are not used. not easily usable.
and not kept up to date, and their impact 1s minimal;

Who performs the activity or the qualifications/training
required cannot be identified.




Level 2 — Managed Process

e Managed Awareness of the practice.

Process

which 15 deployed or a

similar practice 15
performed. Level 2 implies
that the practices

suggested by the model are
deploved through some of
the software maintenance
groups. What characterizes
this level 1s the local and
mtuitive aspects of the
activities Of pPIOCesses,
which makes i1t difficult to
harmonize them across all
the software maintenance
Organizations.

f)

g)

The process 1s documented and followed locally;

Traming or support 15 provided locally:

The goals of the process and activities are known:

Inputs to the process are defined:

Deliverables supporting the goals of the activity or process
are produced:

Qualitative measures of some attributes are performed;
Individuals™ names and qualifications are often described.




T
Established
Process

Level 3 — Established Process

The practice or process i1s
understood and executed
according to an
organizationally deploved
and documented
procedure. Level 3 implies
that the practice or process
15 defined and
communicated. and that
the employees  have
recetved proper training.
We expect that the
qualitative characteristics
of the practice or process
are predictable.

The practice or process suggested by the model 1s executed:
The same practice 15 used across software maintenance
ITOupS;

Basic measures have been defined and are collected,
verified. and reported:

Employees have the knowledge to execute the practice or
process (1.e. implying that the roles and responsibilities of
individuals are defined);

The required resources have been assigned and managed to
achieve the identified goals of the process;

Techniques. templates, data repository. and infrastructures
are available and used to support the process:

The practice or process 1s always used by the employees;
Key activities of the process are measured and controlled.




4-
Predictable
Process

Level 4 — Predictable Process

i

The practice 1s formally
executed and
quantitatively  managed
according to specified
goals within established
boundaries. There 1s an
important distinction with
respect to Level 4. 1n terms
of the predictability of the
results of a practice or
process. The expression
‘quantitatively managed’
15 used when a process or
practice 15 controlled using
a statistical control or
stmilar  technique well
sutted to controlling the
execution of the oprocess

Intermediate products of a process are formally reviewed;
Conformance of the process has been assessed based on a
documented procedure;

Records of reviews and audits are kept and available;

Open action items from reviews and audits are monitored
until closure;

Resources and infrastructures used by the process are
planned. qualified. assigned. controlled, and managed:

The process 1s independently reviewed or certified:;

Key activities of the process have historical data and an
outcome that 15 measurable and controlled:

Key activities have a numerical goal that i1s set and 1s
attainable;

Key activities have quantitative measures that are
controlled 1n order to attain the goals;

Deviations are analyzed to make decisions to adjust or
correct the causes of the deviation.




Level 5 — Optimizing Process

The practice or process
has quantified
improvement goals and 1s
continually improved.
Level 5 implies continuous
improvement. Quantitative
improvement targets are
established and reviewed to
adapt to changes in the
business objectives. These
objectives are used as key
criteria for improvements.
Impacts of improvements
are measured and assessed
agamst the quantified
improvement goals. Each
key process of software
maintenance has
imorovement targets.

a)
b)
)

d)

Major improvements to process and practices can be
reviewed:

Innovations to technologies and processes are planned and
have measurable targets;

The organization 1s aware of and deploys the best practices
of the industry;

There are proactive activities for
activities of process weaknesses;

A key objective of the organization 1s defect prevention;
Advanced techniques and technologies are deploved and in
use;

Cost/benefit studies are carried out for all innovations and
major improvements;

Activities of reuse of human resources knowledge are
performed;

Causes of fatlure and defects (on  overall
activities/processes and technologies) are studied and
eliminated.

the

identification




IV. ObJsacTi npoueciB Ta KJIKHYOBI
Hpouecu MojaeJl




Process Domain Eey Process Area

Maintenance Process Focus

Mamtenance Process/Service
Definition

Maintenance Traimning

Maintenance Process
Performance

Mamtenance Innovation and
Deployment

Responsibility and Commumcations
Information gathering

Findings

Action plan

Documentation and  Standardization
processes/services

Process/Service adaptation
Communication processes /services
Repository of processes/services
Requirements, plans, and resources
Personal training

Initial training of newcomers
Projects training on transition

User training

Definition of maintenance measures
Identification of baselines
Quantitative management
Prediction models

Research of innovations

Analysis of improvement proposals
Piloting selected improvement proposals
Deployment of improvements

of




Event and Service Request
Management

Maintenance Planning

Momnitoring and Control of
Service Requests and Events

SLAs and Supplier
Agreements

Benefit measurement of improvements
Comnminications and contact structure
Management of events and service requests

Maintenance Planning (1 to 3 yrs)
Project transition planning

Disaster Recovery planning

Capacity planning

Versions and upgrade planning

Impact analysis

Follow up on planned and approved activities
Review and analyze progress

Urgent changes and corrective measures
Account Management of users

Establish SLAs and contracts

Execute services in SLAs and confracts
Report. explain and bill services




Process Domain

Eey Process Area

Software Transition

Operational Support

Software Evolution and
Correction

Software Verification and
Validation

Roadmap
Developer and owner involvement and |
conununications
Transition  process  surveillance  and
management
Traiming and knowledge transfer surveillance
Transition preparation
Participation in system and acceptance tests
Production software momtoring
Support outside normal hours
Business rules and functionality support
Ad hoc requests/reports/services
Detailed design
Construction (programming)
Testing (unit, integration, regression)
Documentation
Reviews
Acceptance tests
Move to production




Software Configuration
Management

Process and Product Quality

Assurance

Measurement and Analysis of

Mamtenance

Causal Analysis and Problem

Resolution

Software Rejuvenation,
Migration. and Retirement

Change Management

Baseline configuration

Reservation, follow-up. and control
Objective evaluation

Identify and document non-conformances
Comnmnicate non-conformances
Follow up on corrections/adjustments
Define measurement program

Collect and analyze measurement data
Repository of maintenance measures
Communicate measurement analysis
Investigate defects and defaults
Identify causes

Analyze causes

Propose solutions

Redocumentation of software
Restructuring of software

Reverse engineering of software
Reengineering of software

Software migration

Software retirement




V. Jliteparypa

Guide to the Software Engineering Body of Knowledge (SWEBOK). — California: IEEE
Computer Society, 2001. — 219 p.

Alain April, Jane Hayes, Alain Abran and Reiner Dumke. Software Maintenance Maturity
Model. The software maintenance process model.: Wiley, 2004.




