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Over a Decade of ESA Market Experience 
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OBJECTIVES 

1. Introduction to the Professional Service Maturity 

Model 

 

2.Professional Service Maturity Model Benchmark 

the value of integrated applications 

 

3.Showcase PeopleSoft 9.1 applications and 

show examples of where CMMI is supported by 

the delivered functionality 
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Service Performance Insightõs  

PS Maturity Model 
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The only Professional Service Maturity Model 

Comprehensive evaluation of all facets of a PS 

Organization 

ÅVision, Strategy, Leadership and Culture 

ÅFinance and Operations 

ÅHuman Capital Alignment 

ÅService Execution 

ÅClient Relationships ï Sales, Marketing, 

Partnering and Customer Satisfaction 

Diagnostic and prescriptive 

Provides a comprehensive framework for industry 

standard benchmark comparison 

Lays the foundation for  alignment around strategic 

priorities and improvement initiatives 

0
1
2
3
4
5

Vision, Strategy
& Culture

Finance &
Operations

Human Capital
Alignment

Service
Execution

Client
Relationships



Service Performance Insight 
www.spiresearch.com 

Copyright © 2010 SPI Research.  ͖ 

All rights reserved. Not for distribution. 

PS Maturity Model 
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Evaluates 5 Service Performance Pillars and 

scores 5 Maturity levels 

Initiated 

Piloted 

Deployed 

Institutionalized 

Optimized 

ÅClient acquisition 

ÅBuild references  

ÅBuild out whole product 

ÅCost center 

ÅTime and materials 

ÅTechnical expertise 

ÅChameleons 

ÅAd Hoc Service Delivery 

methods 

ÅFeedback to product 

development 

ÅSold by product sales 

ÅSold with product 

ÅProfit Center 

ÅService differentiates 

product 

ÅP&L ï 15-20% margin 

ÅTime, Expense & Billing  

ÅSome skill specialization 

ÅAdd service engr. Function 

ÅTechnology architecture & 

business expertise 

ÅProject disciplines 

ÅStandard methodologies 

ÅHarvest IP 

ÅService packages 

ÅPartner program & 

certifications 

ÅOpportunity reviews 

ÅService differentiate 

products 

ÅClear vision, strategy & 

goals 

ÅP&L ï 20 - 30% margin 

ÅGlobal practices 

ÅTechnology, architecture, 

business process expertise 

ÅAdd industry/vertical exp. 

ÅProject disciplines 

ÅStandardized methodology 

ÅPMO 

ÅKnowledge management 

repository 

ÅDedicated  sales 

ÅAlliance program and rules 

of engagement 

ÅHigh customer satisfaction 

ÅServices lead products 

ÅP&L ï >30% margin 

ÅGlobal practices 

ÅVertical practices 

ÅBusiness process 

specialists 

ÅOutsourcing 

ÅCustomer expertise 

ÅService Engineering 

ÅPMO 

ÅI T. solution projects 

ÅProject disciplines 

ÅProject and consulting 

methodologies 

ÅSpecialty sales force 

aligned by accounts 

ÅService Marketing 

ÅNetwork of alliances 

ÅHigh customer satisfaction 

ÅWide market adoption 

ÅP&L ï >35% margin 

ÅMature tools for all 

aspects 

ÅFocus on expanding 

relationships with key 

customers 

ÅDeep vertical and 

business knowledge 

ÅTrusted advisers 

ÅThought leaders 

ÅMultiple lines of business 

ÅSophisticated sales and 

pricing 

ÅMatrixed, networked, 

global 

ÅOutsourcing 

ÅNetwork of alliances and 

partnerships 

ÅHigh customer 

satisfaction 

ÅTop brand awareness 
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Professional Services Maturity Model:  

Helps Diagnose Improvement Areas 
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Phase 1 

Initiated 

Phase 2 

Piloted 

Phase 3 

Deployed 

Phase 4 

Institutionalized 

Phase 5 

Optimized 
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Initial strategy is to support product 

sales and provide reference 

customers while providing 

workarounds to complete immature 

products.  Leaders are ñdoersò. 

PS has become a profit center but is 

subordinate to product sales.  Strategy 

is to drive customer adoption and 

references profitably. Leaders focus 

on P&L and client relationships. 

PS is an important revenue and margin 

source but channel conflict still exists. 

Services differentiate products. 

Leadership development plans are in 

place. Leaders have strong background & 

skills in all pillars. 

Service leads products. PS is a vital part 

of the company.  Solution selling is a way 

of life.  PS is included in all strategy 

decisions.  Succession plans are in place 

for critical leadership roles 

PS is critical to the company.  Service 

strategy is clear. Complimentary goals 

and measurements are in place for all 

functions.  Leaders have global vision 

and continually focus on renewal & 

expansion.  
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The PSO has been created but is not 

yet profitable.  Rudimentary time & 

expense capture.  Limited financial 

visibility and control. Unpredictable 

financial performance. 

5 to 20% margin. PS becoming a profit 

center but still immature finance and 

operating processes.  Investment in 

PSA to provide financial visibility.  

20 to 30% margin. PS is a complete P&L.  

Standard methods for resource mgmt., 

time & expense mgmt., cost control & 

billing.  In depth knowledge of all costs at 

the emp. , subcontractor & project level. 

PS generates > 20% of overall company 

revenue & contributes > 30% margin.   

Well developed finance and operations 

processes and controls. IT Automation & 

integration for all areas. 

> 40% margin. Continuous improvement 

and enhancement.   

High profit. Integrated systems. 

Global with disciplined process controls 

and optimization.  
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t Hire as needed.  Generalist skills.  

Chameleons, Jack of all Trades.  

Individual heroics. May perform 

presales as well as consulting 

delivery.   

Begin forecasting workload. Start 

developing job and skill descriptions & 

compensation plans. Rudimentary 

career paths.  Start measuring 

employee satisfaction. 

Resource, skill and career management. 

Employee satisfaction surveys. Training 

plans. Goals and measurements aligned 

with compensation. Attrition <15%  

Business process and vertical skills in 

addition to technical and project skills.  

Career ladder and mentoring programs. 

Training investments to support career. 

Low attrition, high Satisfaction 

Continually staff and train to meet future 

needs.  Highly skilled, motivated 

workforce.  Outsource commodity skills 

or peak demand.  Sophisticated variable 

on and off-shore workforce model.  
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n No scheduling.  Reactive. Ad hoc.  

Heroic. No consistent project delivery 

methods.  No consistent project or 

knowledge management. 

Skeleton methodology in place. 

Initiating project mgmt. and technical 

skills. Starting to measure project 

satisfaction and harvest knowledge. 

Collaborative portal. Earned Value 

Analysis.  Project dashboard.  Global 

Project Management Office, project 

quality reviews and measurements.  

Effective change management.  

Integrated project and resource 

management.  Using portfolio 

management. Global PMO.  Global 

project dashboard. Global Knowledge 

Management.  Global resource mgmt.  

Integrated solutions.  Continual checks 

and balances to assure superior 

utilization and bill rates. Complete 

visibility to global project quality.  Multi-

disciplinary resource management. 

C
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ip
s Opportunistic.  No defined solution 

sets or Go to Market plan.    Focus is 

on new customers and references. 

Individual heroics, no consistent 

sales, marketing or partnering plan. 

Start to use marketing to drive leads.  

Multiple sales models.  Start 

measuring customer Satisfaction Start 

developing partners and partner plans. 

Some level of pricing controls. 

Marketing, inside sales, solution sales 

with defined solution sets.  Deal, pricing 

and contract reviews.  Partner plan and 

scorecard.  Tight pricing and contract 

management controls. High levels of 

customer satisfaction. 

Business process, vertical and horizontal 

solutions.  Centers of excellence.  Top 

client and partner programs. Global 

contract and pricing management.  Key 

partner relationships. Strong customer 

reference programs. 

Executive relationships.  Thought 

leadership.  Brand building and 

awareness.  High customer satisfaction.  

Integrated sales, marketing and 

partnering.  High quality references.  
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2010 PS Maturity Benchmark 

Independent 
Professional 

Services 
Providers 

47% 

Embedded 
Services 

Organizations 
53% 

225 PSOs 
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Financials 

ÅBackbone of financial performance 

ÅImprove DSO 

ÅRevenue, Margin, Cost 

ÅImprove margins 

CRM 
ÅUnderstand client needs 

ÅLook for up-sell / cross-sell potential 

ÅOptimize selling price 

ÅImprove client satisfaction 

HCM 

ÅRecruiting, Ramping 

ÅCompensating 

ÅCareer Development & Training 

ÅOptimize resource pool 

Information Alignment 

ÅImprove resource management 

ÅPMO 

ÅIncrease services delivery quality 

ÅReduce service delivery cost 

ESA 

BI 

ÅVisibility, Trend Analysis 

ÅForecasting, Budgeting, Planning 

ÅRefine strategy based on analysis 

ÅRefine/eliminate processes/practices 

Procurement 
ÅJIT procurement 

ÅMinimize carrying charges 

ÅIncrease product-margins 

ÅMinimize procurement costs 

10 
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Five Levels of Maturity ñ Applications 

Optimized Extended ERP with extensive analytical tools  

Institutionalized Extended ERP 

Deployed Application Integration 

Piloted Task-specific applications 

Initiated Spreadsheet or paper-based systems 

11 
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Enterprise Services Automation (ESA) 

KPI No ESA 
ESA 

(Not. Int.) 

Int. 

ESA 

Billable Hours 1,354 1,454 1,453 

Utilization 68.5% 72.7% 72.7% 

Concurrent 

Projects 
4.1  4.1  4.6  

Revenue / 

Consultant (k) 
$181  $208  $222  

Revenue / 

Employee (k) 
$150  $183  $191  

EBITDA 16.6% 19.3% 22.7% 

No ESA 
35% 

ESA - Not 
Integrated 

17% 

ESA - 
Integrated 

48% 

12 
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ESA Integrated with Financials Improves 

Performance 

Not Integrated w/Financials Integrated w/Financials 

Have ESA 

Do not have ESA 

Å Concurrent Proj. Managed:  4.0 

Å Project Cancel. Rate:  2.6%   

Å Project Margin (FP): 34.7% 

Å Project Margin (T&E):  34.9% 

Å Utilization:  67.8% 

Levels 1 & 2  

Å Concurrent Proj. Managed:  5.0 

Å Project Cancel. Rate: 2.1%   

Å Project Margin (FP):  38.5% 

Å Project Margin (T&E):  39.8% 

Å Utilization:  73.4% 

Level 3  

Å Concurrent Proj. Managed:  6.0 

Å Project Cancel. Rate:  1.5%   

Å Project Margin (FP):  42.3% 

Å Project Margin (T&E):  44.8% 

Å Utilization:  79.0% 

Levels 4 & 5  
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PeopleSoft Enterprise Service Automation 



Maturity Levels and Process Areas  

L
e
v
e

l 
1 ÅPeople and Effort 

ôHeroicsõ 

L
e
v
e

l 
2 ÅRequirements 

Management 

ÅProject Planning 

ÅProject Monitoring 
and Control 

ÅSupplier Agreement 
Management 

ÅMeasurement and 
Analysis 

ÅProcess and 
Product Quality 
Assurance 

ÅConfiguration 
Management 

ÅService Delivery 

L
e
v
e

l 
3 ÅCapacity and 

Availability 
Management 

ÅRequirements 
Development 

ÅTechnical Solution 

ÅProduct Integration 

ÅVerification 

ÅValidation 

ÅIncident Resolution 
and Prevention 

ÅService System 
Development 

ÅService Continuity 

ÅService System 
Transition 

ÅStrategic Service 
Management 

ÅOrganizational 
Process Focus 

ÅOrganizational 
Process Definition 

ÅOrganizational 
Training 

ÅIntegrated Project 
Management 

ÅRisk Management 

ÅDecision Analysis 
and Resolution 

 

L
e
v
e

l 
4 ÅOrganizational 

Process 
Performance 

ÅQuantitative Project 
Management 

L
e
v
e

l 
5 ÅOrganizational 

Innovation and 
Deployment 

ÅCasual Analysis and 
Resolution 

Cumulative Maturity 



Supporting Maturity ð Level 2 Managed 

Project Planning (PP) is to establish and maintain plans 

that define project activities. 

 

 

 

L
e
v
e
l 
2 

ÅRequirements 
Management 

ÅProject Planning 

ÅProject Monitoring 
and Control 

ÅSupplier 
Agreement 
Management 

ÅMeasurement and 
Analysis 

ÅProcess and 
Product Quality 
Assurance 

ÅConfiguration 
Management 

ÅService Delivery 



Supporting Maturity ð Level 2 Managed 

Project Monitoring and Control (PMC) is to provide an 

understanding of the project's progress so that 

appropriate corrective actions can be taken when the 

project's performance deviates significantly from the plan. 

L
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ÅRequirements 
Management 

ÅProject Planning 

ÅProject 
Monitoring and 
Control 

ÅSupplier 
Agreement 
Management 

ÅMeasurement 
and Analysis 

ÅProcess and 
Product Quality 
Assurance 

ÅConfiguration 
Management 

ÅService Delivery 


