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Geleitwort 

Dear Readers,
I am delighted to see this new book on the CMMI for Services. The

authors, Christian Hertneck and Ralf Kneuper, are excellent guides in
this field and long-time collaborators with me and the SEI as we build
CMMI models and associated products. I first met Christian when he
was a resident affiliate at the SEI working on an earlier model. I most
recently asked him to be on the CMMI-SVC model team as we built
the latest version. Ralf Kneuper has assisted in building CMMI apprai-
sal products and is currently the adviser along with me for a graduate
student working on his dissertation on CMMI for Services. Each
author has vast practical experience with process improvement in the
real world and they have been among the earliest and therefore most
experienced users of the CMMI for Services. 

For those of you new to it, CMMI® for Services (CMMI-SVC) is a
comprehensive set of guidelines to help organizations to establish and
improve processes for delivering services. By adapting and extending
proven standards and best practices to reflect the unique challenges
faced in service industries, CMMI-SVC offers providers a practical
and focused framework for achieving higher levels of service quality,
controlling costs, improving schedules, and ensuring user satisfaction.
In the first two years of use, we have seen the application of CMMI-
SVC to everything from sports officiating to health care, along with
the expected application in engineering services and information tech-
nology.

This book gives you a comprehensive introduction to

■ The service domain and its issues
■ The structure of CMMI-SVC
■ Details for the service typical best practices
■ A guide to systematic process improvement and to address its 

pitfalls
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■ Real life examples ranging from product maintenance services over
IT services to service in the health and public sector.

Given the enormous portion of the German economy attributed to ser-
vice and the potential benefits for your country’s performance when
service providers improve their delivery, I am particularly delighted to
see the translation of CMMI-SVC goals and practices from English
into German – that material in the book is by itself a useful contribu-
tion. Of course, your benefits go well beyond mere translation of the
abstract model content. The authors guide you with practical examp-
les and their years of experience. They discuss the applicability of the
model in a range of service domains, demonstrating their understan-
ding of the intention and flexibility of the model. Among the cases,
I am confident you will find examples relevant to you.

I also believe that this book is useful both to individuals new to
model-based process improvement and to those already experienced in
achieving service excellence. For the newcomers, it gives details on
starting the journey and connects to real-life case studies. Service
experts can draw on specific experiences and examples to consider
how to enhance their practice using CMMI-SVC as a tool and best
practice collection for further improvements. 

Have fun reading this book and good luck with your process
improvement!

Eileen Forrester
Software Engineering Institute

Carnegie Mellon University
Pittsburgh, USA


