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Process Maturity Assessment




What is a PinkSCAN?

PinkSCAN is an independent, objective assessment of IT Service Management Process maturity, as compared to
ITIL® Best Practices. Measurement is indispensable to good management, especially in today’s competitive envi-
ronment, and more than ever, IT needs to deliver efficient and cost effective services to the business.

Whether the driver is internal service improvement, achieving a quality standard, or meeting compliance regulations,
having a benchmark of current state is essential for any improvement programme. This baseline is the point from
which future improvements and progress can be measured. The standard PinkSCAN assessment service provides a
baseline of the maturity of ITSM processes and, allows informed decisions to be made to drive continual service
improvement.

IT Process Maturity Assessement

PinkSCAN employs a maturity scale of 1-5, based upon the Capability Maturity Model developed by the Carnegie
Mellon Software Engineering Institute. The CMM model of expressing process maturity has become the definitive
reference in the industry. Pink Elephant were the first organisation to specifically use CMM to assess IT Service
Management processes. CMM with specific application to IT Service Management is also referenced in the ITIL
publication “Planning to implement ITService management” and by external organisations such as: ISACA in their
use of COBIT & Gartner Research.

A target benchmark is agreed, and once the assessment is complete a Gap Analysis is performed which highlights
priority areas and processes for improvement.

The assessment is conducted through structured interviews with operational and strategic personnel. A view of your
IT service management organisation is obtained and the cultural climate is also considered.

Based upon the interviews, our experience, and extensive ITIL knowledge-base an assessment report is produced
which provides the baseline maturity levels of each process in scope and observations of current operations. The
report also contains detailed recommendations on how to mature your

processes, and how to demonstrate tangible improvements in service to the business.

These recommendations should form the basis of any planned Service Improvement Programme or ITIL Implementa-
tion project.

The PinkSCAN service is totally independent of all hardware and software suppliers. Therefore, there will be no hid-
den agenda in any of the recommendations other than to improve process.
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