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ITSM Maturity Model

Maturity/
Qualifier

Definition

Process integration

Skills/Organisation

Tools Automation

Metrics

Business Impact

Random

Neither defined nor documented service
management processesSome service
management tasks are inconsistently

carried out

None

Service management skills do exist.No
game plan to streamline all service
management tasks.Inconsistent quality
of service across the IT organisation. It
largely depends on the person doing the
job

Tools are in place but fragmented and
not configured to support agreed service
management processes

Neither processes metrics defined nor
tracked

Inability to operate under Service Level
Agreement. Low business lines’
satisfaction level

Repeatable

Basic service management processes
are in place such as Incident
Management

Incident and Change Management are
linked together. For example, fixing an
incident might lead to issuing a change
requestPartial SLA in place and
meaningless service level reporting

Some service management groups

exist. For example, Service Desk tracks

incidents resolution across all service
management groups

Service Desk tool in place and
configured to support Incident and
Change Management processes

Service desk reports are regularity
issued

Service levels can only be met for
certain services e.g. Desktop
Management




