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ABSTRACT  

The People Capability Maturity Model (People CMM) is a system that helps different 

organizations effectively address their basic individual’s issues. This master’s thesis gives 

a sophisticated outline of the People Capability Maturity Model (PCMM) and its use. It 

presents the People CMM as a wellspring of procedures for enhancing the ability and status 

of an organization's workforce with regards to the IDEAL approach to deal with process 

change. This tool supports, enables, and encourages an organization’s obligation to 

improving its ability to appeal, improve, stimulate, manage, and retain the skill needed to 

constantly progress its organizational ability. This document portrays the prerequisites 

techniques and uses for the People CMM. This study investigates People CMM as a 

dynamic HR and Human Capital Development Framework. The case studies shown in this 

study deliver understanding of the use of the People CMM by a variety of organizations 

around the world functioning in different of business settings. Case studies from the 

different companies address organizations that are beginning out and developed using the 

People CMM. Numerous cases focus the use of the People CMM in assistance of interior 

principles. The People CMM enables organizations to portray the development of their 

workforce practices, establishes a program of continual workforce advancement, set 

precedence for development activities, incorporate workforce advancement with process 

change, and set up the best culture.  

Keywords: PCMM, People, Level, CMM, IDEAL, Organization, Development, Achieved  
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1. Introduction 
The present world is searching the best leader in the improvement of best performs and practices 

in people, process, and technology as well. According to Pfeffer(1994), as other sources of 

competitive success have become less important, what remains as a crucial differentiating factor 

is the organization, its employees, and how it works. And according to Boehm (1981), personnel 

attributes and human resource activities provide by far the largest source of opportunity for 

improving software development productivity. This Literature review study will provide the 

utensils or proper tools and support for different types of organization to modified their 

capabilities and build maturity by comparing their operations to the best practices and identifying 

performance holes in a deep and will focus in details.  

1.1. Background 

In the states of the current monetary downturn, most of the organizations attempting to achieve 

more maturity in their continuing evolution development. They are verge of scanning for new 

methodologies and systems to enhance their vital position, increase the proficiency of the 

internal business procedures and improve the nature of the latest products. Keeping in mind the 

final goal to enhance their performance, organizations must focus on three interrelated parts—

People, Process, and Technology—give the impression in Figure 1. 

 

Figure 1: Three Segments of Change Core interest (Adapted from Curtis et al., 2003) 
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CMM have been circulated, and it has been utilized globally by small and large commercial 

organizations and by government organizations. Organization can be an assembly of units for 

which an executive manager is responsible. An organization could comprise a whole company or 

agency, or it could make up only a part of a larger organizational entity, such as a division or 

branch. (Crutis et al., 2016). Most of these organizations practice capacity maturity models for 

their strategic future planning to make a better groundwork and prosperity (Guldentops,2003; 

Zaher and Maheri, 2009). However many of these organizations have assess that their sustained 

development needs significant changes in the way they manage, improve, and use their 

individuals for achieving next level development.  People capability maturity model (PCMM), 

developed by CarnegieMellon University, assists organizations to assess their organizational 

maturity, develop their human resources capability and finding their problematic individual 

issues. As an organization cannot apply all workforces practices plans and strategies at a time in 

a short time period, PCMM make available stage that provide a step by step approach (Kwak and 

Ibbs, 2002, Sangeeta, 2010). PCMM emphases on improving organizations individual human 

skills, particularly developing their ability in information skills. Reason behind of PCMM in 

organizations is to improve the capability of the organization to appeal, increase, encourage, 

organize and continue essential practices to improve information skills. (Wong, 2005; Speller et 

al., 2010; Toccoli and Muzio, 2010; Toloie-Eshlaghy and Peydaie , 2011). 

A study on experiences of applying PCMM by Software Engineering Institute (SEI) shows the 

results that the advantages of applying PCMM governed by the achieved level of maturity. For 

example level 2 of maturity achieving organizations report increase in moral values of 

workforces and decrease in job switches. (Curtis et al., 2003; Rony and Evans, 2006; Robinson 

et al., 2006) 

 

1.2.  Objectives 

Organizations are presently contending in two markets, products and services, human skill need 

to create products or perform services. An organizations accomplishment in its business markets 

is dictated by its achievement in the skill market. When business markets are extending, skill 

markets appears to be reducing. Since knowledge essential to manufacture products and convey 

services is increasing, the maintenance of experienced worker sends upto enhancing profitability. 



10 
 

The objective of this study is to investigate the practices executed in different organizations to 

enhance workforce abilities and recognize the people related basic achievement factors. 

Moreover, exploring the role of People CMM experienced history from different organizations 

and recognizing people-related critical accomplishment factors in organizations. As individuals 

related issues are thought to be the most vital factor affecting agile project achievement, a system 

ought to be connected to help the organization to successfully address basic individual issues.  

This study is also dedicated to show People CMM is implemented to look at how this system can 

act as a guide for an organization to better deal with its workforce. PCMM could help the 

organization to comprehend the significance of the practices presently implemented, discover the 

issues it confronted which keep it from achieving the most elevated development level of the 

model, and give conceivable answers for development. Because of some key imperatives and 

misalignment of measures, there is still the opportunity to get better in the present practices, and 

the study shows the chronological advancement in the maturity levels. Keeping in mind the end 

goal to make progress in an organization, it is basic for the organization to reinforce the practices 

by enabling and incorporating workforce capabilities, and to apply the practices in the past 

involvement in comparable circumstance. 

However, this master’s thesis will unveil organization needs, rebuilding process, apply 

reengineering or process improvement, enhance data sharing, clearly convey the organization’s 

mission, organization representative contribution programs, set up formal dissension 

determination methods, foundation gain sharing or other motivating force plans, emphasize the 

significance of training the workforce, formalize performance management and feedback 

processes, perform occupation or work analysis and design, support job turn, start to build up 

group based work outlines, retrain employees to meet evolving demands, provide adaptable work 

arrangements, address decent variety issues, direct formal mentoring programs, and adjust 

business and human resources systems. (Mirvis,1997, Becker,1998 and Becker,1996). Many 

organizations dearth a framework to implement these advances practices.With a specific end 

goal to move towards key human capital management, a system is required which gives a 

hypothetical establishment to enhance their management practices and to build up the workforce. 

In this paper, the People Capability Maturity Model (PCMM) is connected, depicting how the 
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system could contribute to an organization and what the organization needs to do keeping in 

mind the end goal to accomplish a higher development level which prompts project achievement. 

 

1.3.  Research Process 

The examination begins with the investigation of the employments of People capability maturity 

model (PCMM) in different associations. In the initial step the exploration inspiration should be 

clear to comprehend what the requirement for the examination is and how it will be helpful. The 

perusing the field of study occurs with exact research question detailing. The research question 

configuration depends on the need what the study needs to accomplish. In this study there are 

three research questions which characterize the objective and the following stages of the 

investigation.  

 

RQ1: What are the main stages of P-CMM in the development of an organizations? 

RQ2: How could P-CMM serve as guideline and standard to assist an organization to address 

the challenges faced and to make available potential solution? 

RQ3: Role of P-CMM in business organizations advancement, how it can deliver competitive 

improvement for an organization? 

 

The response for the research questions are found through the hypothetical investigation from the 

examination of the scientific papers, publications, and theories. This exploration needs a base 

from the logical distributions and past contextual investigations to have a strong comprehension 

about the examination condition and ideas inspected. At that point the amalgamation is produced 

using the writing exploration to accumulate a major picture about the logical research of the side 

stream use, its business ecosystem, esteem creation and business case investigation. 
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2. Literature Review 

2.1.  Defining People Capability Maturity Model 

There are some workforce improvement models as the general Human Performance Technology 

(HPT) context by Carnegie Mellon University Software Engineering Institute’s (CMU/SEI) 

Capability Maturity Models(CMM). This basic human performance technology models fulfilled 

the criteria of a systematic and systemic approach for improving human performance. These 

models focus upon the performance of people, take a systematic view of performance and its 

context, value measured results, and seek implementation of repeatable practices (Cassidy 

&Medsker, 2003). Rosenberg defined Human Performance Technology as ―systems thinking 

applied to human resource activities‖ (Rosenberg, 1996). By this approach Capability Maturity 

Models helping organizations especially human resource managers to focus upon work practice 

inputs and carry out the study of results with the help of such processes. The aim of each 

CMU/SEI Capability Maturity Model deals directly with the International Society for 

Performance Improvement’s (ISPI) undertaking ―to improve the performance of individuals and 

organizations.‖ Capability Maturity Model goals are also constant with Human Performance 

Technology’s stated objective to help human resource managers and workers ―perform their jobs 

more effectively in order to improve both organizational performance and worker satisfaction‖ 

(O’Driscoll, 2003).  

The People Capability Maturity Model is a model that Human Performance Technology 

academics and specialists consider as a derivative of Capability Maturity Models. Though, 

professionals may find it difficult to become quickly acquainted with this model since there is no 

method for rapidly familiarizing oneself with the model, its approach, and its potential for 

improving the capability of the workforce (Wademan, 2005). This study delivers a brief 

introduction to the: development, structure of the People CMM, theoretical foundations for the 

People CMM, and uses and benefits of this workforce management-oriented model. 

The People Capability Maturity Model (People CMM) acts as a guideline for continuous 

improvement of the capability of an organization’s workforce. The People CMM is an 

established set of human capital management practices which refer to as workforce practices. 

The People CMM introduces the best workforce practices in stages for an organization to 

implement like all Capability Maturity Models the People CMM also consists of five 
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evolutionary stages. Through these stages an organization’s workforce process and practice 

develops. Each maturity level of the People CMM produces reforms the organization’s discipline 

by promoting it with more powerful practices for appealing, developing, organizing, inspiring, 

and retaining its work force. Thus, the People CMM provides an integrated system for best 

workforce and associated practices. This system develops through increasing arrangement with 

the potential of remolding organization’s business culture, performance, and changing needs 

pursuing workforce excellence.(Curtis et al., 2001) 

The People capability maturity model (People CMM) promotes a staged methodology to 

organizational change and to bring discipline to the individual side of management by endorsing 

a structured as well as continuous, and predictable approach to develop an organization’s 

workforce-related processes. This can be identified as a system of best practice processes, and 

associated practices which hold prospective quality for changing an organization’s culture. 

(Curtis et al., 2016) 

 

The People CMM developed by the Carnegie Mellon University Software Engineering Institute, 

was first published in 1995 (Curtis et al., 1995) and updated in 2001 (Curtis et al., 2002). New 

information concerning the global use of the People CMM is added and informative materials are 

updated in Second Edition.  

 

2.2.  Maturity Levels in the People CMM 

A Capability Maturity Model is an evolutionary guideline for implementing the vital practices 

from one or more domains of organizational CMM process (Curtis et al., 2016). All CMMs are 

constructed with five levels of maturity. A maturity level is an evolutionary model at which one 

or more domains of the organization’s processes have been renovated to achieve a new level of 

organizational capability. A maturity level consists of a new layer of related practices for a 

predefined set of workforce process areas that improve the entire organization’s performance. 

Consequently, an organization accomplishes a new level of maturity when a system of practices 

has been established to provide capabilities. The process of transformation is different at each 
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level, and requires capabilities established at earlier levels. Consequently, each maturity level 

provides a foundation of practices on which practices at subsequent maturity levels can be built. 

In order to be called CMM, the maturity framework underlying a model must use the principles 

established in the process maturity framework for transforming the organization at each level. 

(Curtis et al., 2016) 

The People CMM applies the domain of workforce practices in the principles of the process 

maturity framework. People CMM’s maturity level represents a different level of organizational 

capability for managing and improving the workforce. Each maturity level provides a layer in the 

foundation for continuous development and provides the organization with progressively 

powerful gears for developing the capability of its workforce. The nature of the revolution 

required to achieve each level of maturity on the organization’s workforce practices is portrayed 

in Figure 2. 

 

Figure 2: The five maturity Level of the People CMM (Adapted from, Humphery 1989, Carnegie 

Mellon University 1995) 
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Behavioral Characteristics of Maturity Levels 

The People CMM stages the application of gradually sophisticated layer of workforce practices 

through these maturity levels. Without Initial Level, each maturity level can be categorized by a 

set of interrelated practices in critical areas of workforce management. These workforce 

practices create new competences when established and performed with suitable regularity, 

within the organization for managing and developing its workforce. 

 

2.2.1. The Initial Level: Maturity Level 1 

In this Initial Level of maturity organizations usually have difficulty to retain endowed 

individuals. Even though many initial low-maturity organizations complain about the shortage of 

talented individuals, the incongruity of their work practices belies whether they actually believe 

it. (Rothaman, 2001)  

Regardless of the importance of talent, some organizations have inconsistent and ad hoc work 

practices. Lack of defined work practice in some areas and lack of responsible individual to 

perform existing practices in other areas of an organization in Initial Level of maturity.  

Generally managers and supervisors are unable to perform their workforce responsibilities 

because of ill preparation. In low-maturity organizations lack of their proper training drive them 

to assume that management skill is inborn or taught by observing other managers. Just like other 

skills required by the organization, management should be defined as a competency in work 

practices. However, in introduction People CMM-based improvements, managers essentially be 

held responsible for performing basic workforce practices even though their personal approaches 

for performing workforce management may differ.(Curtis et al., 2016) 

In low maturity organizations owing to lack of clarification of responsibilities of managers, 

inconstancy occurred that results in treating people on their personal orientation, individual skills 

and experience of the managers, supervisors or team leaders. In some cases managers apply 

some forethought but forget other responsibilities altogether. Studies have consistently revealed 
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that one of the major causes for voluntary turnover is related to individuals’ relationships with 

their managers or supervisors (Buckingham and Coffman, 1999). 

Many managers in low-maturity organizations contemplate workforce activities something less 

than the real work of manager. In that case recruitment process and training needs often 

performed at a fast pace without adequate preparation. However, managers own responsibility 

for ensuring that the individuals in their unit have the skills need to perform their work and also 

his responsibility to provide opportunities to improve these skills. In immature organizations, 

many workforce practices are performed with little or no investigation of their impact and effects 

such as recruiting, training are performing more like rituals rather than designed workforce 

practice to have the measured result. When organization fails to develop its workforce, career 

oriented individual’s peruse their own agendas, they use the organization as skill development 

platform that skill will be used to pursue career opportunities elsewhere. Loyalty declines rapidly 

as continuous churn in the workforce diminishes its capability.(Curtis et al., 2001) 

Improvement programs set up by the People CMM are often introduced when an organization 

faces a talent shortage make worse by an inability to appeal or retain talented individuals. The 

first step in changing this condition is to get managers to take responsibility for the capability 

and improvement of those who report to them. (Curtis et al., 2016) 

 

2.2.2.  The Managed Level: Maturity Level 2 

At Managed Level of maturity, an organization focuses on the workforce practice at the unit 

level. Taking work force activities as high-priority responsibilities is the first step for enhancing 

the capability of workforce. Managers must be personally responsible for the performance and 

development of the performers of unit’s work.  By making the workforce practices in each unit 

strong, more sophisticated workforce practices can be implemented at higher levels of maturity. 

It’s important to work initially at the unit level is founded on the frequent failure of organization-

wide improvement programs because of an unprepared management team. That is, managers 

often lacked the experience and skill that need to apply more sophisticated practices. 

Consequently, Maturity Level 2 focus on establishes and maintaining basic practices in units. 

That helps managers to address immediate problems and apply more sophisticated practices at 
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higher levels. If the managers are not performing basic practices to manage their units, it will be 

difficult to implementation of sophisticated practices at higher level.  

Focusing at the unit level first also set up a foundation in managing performance, which can be 

helpful in higher maturity levels. 

In the People CMM, when an organization achieves Managed Level of Maturity, there will be a 

stable environment for work. The units can balance between commitments and available 

resources. The managers can manage their skill need, whether by acquiring the people with 

needed skill or developing the skills prevailed in the unit. Maturity Level 2 can address by the 

capacity of units to meet commitments. One of the first benefits organizations get from the 

People CMM is a reduction in voluntary turnover. At Maturity Level 2, the People CMM 

addresses one of the most frequent causes of turnover—poor relations with the direct supervisor. 

As soon as workers begin to see a more balanced work environment appear in their unit, their 

enthusiasm to continue with the organization is boosted. As their advancement needs are 

addressed, they start to see the organization as their career booster. (Curtis et al., 2001) 

 

2.2.3. The Defined Level: Maturity Level 3 

After the foundation of basic workforce practices has been established in the units, the next stage 

is to develop an organization-wide structure building on these practices that links the capability 

of the workforce to strategic business objectives. ―The primary objective of the Defined Level is 

to help an organization gain a competitive advantage by developing the various competencies 

that must be combined in its workforce to accomplish its business activities.‖ (Curtis et al., 2001) 

The impression of workforce competencies applied in the People CMM different from the idea 

of ―core competency‖ acquainted by Prahalad and Hamel (Prahalad and Hamel 1990). Core 

competency defines as an organization’s combination of technology and production skills and 

deliver its competitive advantage in the marketplace. In the People CMM, workforce 

competencies reside one level of abstraction below an organization’s core competency, is shown 

in Figure 3. Each workforce competency represents a separate incorporation of the knowledge, 
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skills, and process capabilities needed to perform some of the business activities that subsidize to 

an organization’s core competency. 

 

Figure 3: Hierarchy of competency abstractions( Adapted from, CMU/SEI Technical Report, 

2016 and Curtis et al., 2016) 

At the Defined Level, the organization adapts its workforce practices to its business needs by 

focusing them on rousing and empowering development in its workforce competencies. Once 

workforce competencies are defined, training and development practices can be more 

methodically focused on developing the knowledge, skills, and process abilities that compose 

them. The organization’s recruitment, performance management, advantage, and other workforce 

practices are adapted to motivate and support development in workforce competencies. Unlike 

Maturity Level 2 workgroups can now organize themselves by modifying and applying standard 

competency-based processes. 
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Lastly competent professionals claim a level of autonomy at their work. Decision-making 

process makes the level of competency maximum. While making the decision-taking time short. 

A participatory culture allows an organization to achieve maximum benefit from the capability 

of its work force competencies.  

As workforce competencies are dynamic to the business, the organization strengthens their 

importance by developing and rewarding them. As a result, the workforce shares the 

responsibility for advancement of increasing levels of capability in the organization’s workforce 

competencies.  

 

2.2.4. The Predictable Level: Maturity Level 4 

The organization can manage and utilize the capability shaped by its framework of workforce 

competencies at the Predictable Level. In this level the organization able to manage its capability 

and performance quantitatively. The organization is also able to predict its capability for 

performing work by quantifying the capability of its workforce. 

The framework of workforce competencies qualifies the organization to use the capabilities of its 

workforce copiously by three means. First, when competent people perform their jobs using 

established competency-based practices, management trusts the results they produce. This trust 

aids the organization to preserve the results of performing competency-based practices and 

develop them as organizational assets to be reused by others. Second, this trust also provides 

managers the confidence to empower workgroups. Managers will hand over responsibility and 

authority for dedicated work into work groups only if they believe the participants of the work 

group are capable of perform the work and use practices that have been confirmed effective. 

Third, when participants of each workforce competency group have become skilled at their 

competency-based processes, the organization is able to incorporate various competency-based 

processes in to a single multidisciplinary practice. 

By utilizing the potentials enabled by the competency framework, the organization begins to 

manage its capability quantitatively. The performance of competency-based practices within 

each unit or workgroup are most critical for accomplishing business objectives is measured. 
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These measures are used to establish process performance baselines which can be used to assess 

the need for corrective action. The formation and use of these baselines and associated measures 

is similar to the approaches that underlie Six Sigma programs (Harry and Schroeder 2000) 

(Pande et al., 2000). The full sophisticated use of this Six Sigma approach is best facilitated at 

Maturity Level 4, though Six Sigma programs can be used at any level of maturity. 

The mutual accessibility of workforce or personnel potentiality initials and process ability 

baselines for proficiency-based systems allows both division and organizational performance to 

become advance expected. These data permit supervision to make more precise predictions about 

performance and better pronouncements about adjustments involving personnel capability or 

process performance issues and so on. 

 

2.2.5. The Optimizing Level: Maturity Level 5 

At the Optimizing Level, the organization is focused on constant improvement. Capability of 

individuals and workgroups, performance of competency-based processes and workforce 

practices and activities are the sites of this improvement. The results of the quantitative 

management activities established at the Predictable Level 4 are used to guide improvement at 

Maturity Level 5 by the organization. 

At Maturity Level 5, individuals are pushed to continuously improve their personal work process 

by scrutinizing their work and making essential practice developments. Likewise, workgroups 

are made up of individuals who have unique work processes. This improvement in individual 

level must be integrated into the workgroup’s work process. Improving the capability of the 

workgroup, each individual’s or unit’s work processes must be incorporated into an effective 

operating procedure for the workgroup. At this level of optimization, performance data is 

collected throughout the organization. This data later on evaluated to detect occurrences of 

misalignment and to ensure that they encourage instead of discourage alignment.(Curtis et al., 

2001) 

Innovative practices that show the greatest potential for improvement are identified and 

evaluated in trial applications for effectiveness. Practices found effective are installed throughout 
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the organization.  At optimizing Level the workforce capability within the organizations is 

continually improving. This improvement takes place through both increasing progresses in 

existing workforce practices and implementation of innovative practices and skills that might be 

predictable to have a dynamic impact. A culture generated through these maturity stages in an 

organization. In this culture everyone of striving for individual improvement and contributes in 

the performance of workgroup, unit and the entire organization. At the Optimizing Level this 

culture working routinely. Workforce practices are improved in a provision to create a culture of 

performance excellence.(Curtis et al., 2016) 

 

2.3. Process Areas 

Process area organizes a set of interrelated practices in a critical area of workforce management, 

such as mentoring, participatory culture or compensation. For the transformation of the 

organizations workforce capability the process areas of each level of maturity create linked 

system of processes and constitutes important organizational processes. 

―A cluster of related practices that, when performed collectively, satisfy a set of goals that 

contribute to the capability gained by achieving a maturity level.‖ (Curtis et al., 2016) 

Each process are have its own goals that indicates that process areas capability to affect the 

workforce. There are 22 process areas in the five maturity levels in the People CMM. With the 

exception of initial level rest of the four levels have several process areas. Table 1 displays each 

of these 22 process areas and their respective maturity levels. For example, one of the process 

areas for Maturity Level 4 is Mentoring. 
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Maturity 

Level 
Focus Process Areas 

5 

Optimizing 

Continuously improve and 

align personal, workgroup, 

and organizational capability  

Continuous Workforce Innovation 

Organizational Performance Alignment 

Continuous Capability Improvement 

4  

Predictable 

Empower and integrate 

workforce competencies and 

manage performance 

quantitatively  

Mentoring 

Organizational Capability Management 

Quantitative Performance Management 

Competency-Based Assets 

Empowered Workgroups 

Competency Integration 

3 

Defined 

Develop workforce 

competencies and 

workgroups, and align with 

business strategy and 

objectives  

Participatory Culture 

Workgroup Development 

Competency-Based Practices 

Career Development 

Competency Development  

Workforce Planning  

Competency Analysis 

2 

Managed 

Managers take responsibility 

for managing and developing 

their people  

Compensation 

Training and Development 

Performance Management  

Work Environment 

Communication and Coordination  

Staffing 

1 

Initial 

Workforce practices applied 

inconsistently 

 

Table 1: Process areas of the People CMM (Modified from, CMU/SEI Technical Report, 2016 

and Curtis et al., 2016) 
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2.4. Evaluation of HR practices in relation with P-CMM 

Capability Maturity Models are first introduced at software industry. Knowledge is the raw 

material of software development, and software engineers are the agents who transmute it into 

software products, just as systems engineers are agents for transforming requirements into 

carried and fielded systems. Obtainable studies have shown that the level of skill applied to 

software development is the solidest predictor of its results (Boehm, 1981;Curtis, 1981;Valett & 

McGarry, 1989). Individual differences, that are the fluctuation that every one of us conveys to 

the working environment, overwhelmingly affect profitability. Further, as the extent of software 

systems keeps on growing an order of magnitude every decade, the industry must change from a 

persona of masterfully innovative people to a team-based profession that emphasizes continuous 

learning. 

Two vice presidents of software organizations designated the importance of human resources 

(HR) on their projects (Curtis et al., 1988):  

"The most important ingredient on this successful project was having smart people...Very little 

else matters in my opinion...The most important thing you do for a project is selecting the 

staff...Really the success of the software development organization is very, very much associated 

with its ability to recruit good people." 

"The only rule I have in management is to ensure that I have good people--real good people--and 

that I grow good people, and that I provide an environment where good people can produce." 

Despite the significance of human resource management, however, human resource practices in 

numerous organizations are ad hoc and conflicting, and managers are often deficiently trained. 

Consequently, managers may expect their HR divisions to be in charge of the organization of HR 

practices, and HR practices might be connected with little examination of effect. Much of the 

time, even when software organizations know about the issue and need to incorporate improved 

people management in their change programs, they don't know where or how to start. (Hefley et 

al., 1995) 

The conventional ways of achieving competitive advantage have to be enhanced with 

organizational capability like the strong ability to manage people (Ulrich et al., 1990). 



24 
 

Organizational capability to relate to recruiting and holding competent employees and 

developing aptitudes through operational human resource management practices (Ulrich et al., 

1990). Certainly to gain sustainable competitive advantage, developing a skillful workforce is 

indispensable. For enhanced organizational performance, high performances work practices 

deliver a number of important sources. (Pfeffer,1999). HR systems have significant, applied 

effects on the survival and financial performance of firms and also on the efficiency and 

eminence of work life of the people (Cascio, 2006). Organizations development depends on their 

work ambience. Because the organization does not regulate the resources it wants, resource 

acquisition may be challenging and tentative, particularly when resources are infrequent. 

 

Figure 4: Human Resource Management in management practices distribution (Adapted from, 

Chapke, 2011) 
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Organizations operate with others for essential resources, and control over resources offers 

others with authority over the organization. Subsistence of the organization is partially 

illuminated by the capability to deal with environmental contingencies; negotiating exchanges to 

assure the continuation of required resources is the emphasis of much organizational action 

(Pfeffer et al. 1978). As soon as HR practices are regarded as strategic and tactical gears by 

which an organization attains its goals, then these assumptions powerfully influence the HR 

practices that are selected as shown in (Fig.4). If a high technology proficiency is needed by an 

organization and there is an inadequate supply of the talent or capability in the labor market, at 

that point an appropriate reaction inside this hypothetical framework would be to compete with 

other companies by offering more alluring work motivating incentives. This could be 

accomplished an assortment of ways: pay, benefits, time off arrangements, work structure, work 

area, work regulations, organizational culture, etc. In this manner, the emphasis would be on 

making a favorable position in comparison with other employers in attracting people with the 

required capabilities. 

The success of any business depends as much on applicable effective, well interconnected, HR 

and business practices. Because it's depends upon fulfilling the prerequisite of mandated laws 

and guidelines. Actually good planning and the development of effective practices make 

regulatory compliance much easier. HR practices aids in increasing productivity and quality; in 

gaining the competitive improvement of a workforce strategically allied with the organization 

goals and objective. Over the time, some conventional HR practices have been reentered and 

analyzed to estimate their appropriateness in today's world. (Chapke, 2011) 

 

2.5. Practices performed 

Rather than the standardization practices, Practices Performed indicates extraordinary basic 

inconstancy, in light of the fact that the usage practices for the process areas shift in the level of 

detail, organization focus (e.g., unit or organization), and the requirement for arranging and 

documentation. A few speculations are featured beneath according to Margaret Kupla. (2007) 
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2.5.1. Plans 

Plans required to manage business commitments, both from the standpoint of making 

commitment and guaranteeing that they are taken after. The plan is an act or process of making 

for training for an arrangement requires that it be created or reconsidered and that the activities 

of the process be based on it.  

 

2.5.2. According to a documented procedure 

A documented procedure is generally required with the goal that the people in charge of an 

assignment or action can perform it repeatedly. 

The convention and level of detail of a documented procedure can vary significantly; it can be a 

hand-written desk procedure for a duty in charge and also can be a formal standard operating 

procedure used all through the organization. The custom and level of detail relies upon who will 

play out the assignment or carry on the movement (e.g., individual or workgroup), how often it is 

executed, and the significance and planned utilization of the outcomes, the maturity level of the 

organization, and the proposed beneficiaries of the outcomes. 

 

2.5.3. Establish and Maintain 

The People CMM includes practices and goals that establish and maintain specified artifact(s). 

This phrase connotes a meaning beyond its component terms; it includes its use and 

documentation as well as periodic updating. 
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3. Methodology and Research Design 

 

The research methodology section describes actions to be taken to analyze a research processes 

and also the principle for the appliance of specific procedures or techniques want to establish, 

select, process, and analyze info applied to understanding the matter, thereby, permitting the 

reader to critically appraise a study’s overall validity and reliability. In other words the process 

wants to collect data and knowledge for the aim of constructing a good study. The methodology 

could embrace publication analysis, interviews, surveys and different analysis techniques, and 

will embrace each current and historical data (Ghauri and Gronhaug, 2010). 

 

3.1. Methodological Approach 

Introduction phase was the first phase in this research approach. In the introduction phase, the 

activities were determining the strategy for the research. The observation was performed based 

on the literature review. The objectives of the literature review were to support apprehending the 

topic of the observation and to find out the other information related to the observation. The 

information was obtainable in the books, journals, articles, internet, and the other thesis. Data 

which is used while data collection was secondary data.  

Secondary data is the data which is procure from the other source. And Secondary data analysis 

takes this one step forward, as well as a review of antecedently collected information within 

the space of interest. Whereas secondary information analysis may be a versatile approach and 

may be used in many ways in which it is conjointly associate empirical exercise with procedural 

and critical steps, even as there square measure in aggregation and evaluating primary 

information as well (Andrews et al., 2012). 

Secondary data was acquired from the study of the institutions and organizations. Data analysis 

is the phase where looked for the answer for research questions and the full overview of the 

topic. Research questions were subjected to qualitative analysis and then reviewed. Data analysis 

was then reviewed with qualitative aspects of over view.  

A research flow chart was considered to give the flow of the research done by the Researcher.   

The following diagram provides a simple demonstration of the methodological process of this 

study and the research flow chart used in the research. 
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Figure 5: Overview of the Research Method. (Adapted from Khan, 2016)  

 

Figure 5 shows the kind of research move toward, plan and strategy and data collection 

technique has been conducted in this study. However, to fulfill this research, among various 

available research methods author has selected the qualitative (Secondary Data external sources) 

method. In this thesis the empirical findings are studied with qualitative, 

descriptive analysis strategies to research potential business areas and so on. These qualitative 

studies will answer three research questions. 
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RQ1: What are the main stages of P-CMM in the development of an organizations? 

RQ2: How could P-CMM serve as guideline and standard to assist an organization to address 

the challenges faced and to make available potential solution? 

RQ3: Role of P-CMM in business organizations advancement, how it can deliver competitive 

improvement for an organization? 

 

Figure 6: Research Method.  
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To assist the qualitative part of this study, that is followed by deductive approach. Deductive 

technique is the plan of global sourcing which can be started from practicality to theory and this 

technique indicates a logical sequence to draw logical conclusion (Bryman and Bell, 2007). 

Deductive strategy generally emphasizes the scientific principles and also follows theory to data 

path. By applying deductive method is additionally specified as the theoretical based proposition 

from that proposition are often engineered and also analysis.(Saunder, Lewis and Thornhill, 

2009) 

Generally the data in qualitative analysis takes the form of words or pictures instead 

of numbers. Typically the descriptive data contains quotations said by informants to 

Illustrate and substantiate the presenting findings. Data will include transcripts. Field 

notes, images, video recordings, audio recordings, personal documents and memos. 

Qualitative analysis will not reduce the pages of narration into numbers like quantitative 

researchers (Bogden, R., &Biklen, S. K. 1992). 

 

 

3.2. Research Design  

To fulfill the research objectives and to respond the research questions, empirical studies or 

research design plays a significant role and is taken into consideration because this study will be 

the blueprint in future (Cooper et al., 2014 ). The all of the data of this observation and this 

research has been gathered from online.  

Figure 7: An example of the research design. (Adapted from Khan, 2016) 

 

This research is mainly focused on qualitative analysis as the academic objectives of this study 

are to evaluate secondary data which are usually qualitative. Qualitative associate analysis results 

in rich data that provides in depth image and which is significantly helpful for analyzing 

however and why things have happened (Andrews et al., 2012). 
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This research is focused largely on qualitative analysis method, as the educational and academic 

objective of this study is to evaluate secondary data, which are habitually qualitative. Besides, 

the word qualitative implies an importance on the qualities of entities and on processes and 

meanings that aren't by experimentation examined or measured in terms of amount, sum of, 

intensity, or frequency. The Qualitative investigators strain the publicly completed nature of 

reality, the close and bosom connection between the investigator and what's invented, and also 

the situational constraints that form inquiry. Such as investigator emphasize the value-laden 

nature of question. They ask for answers to queries that stress however social expertise is 

made and given proper and reliable answer. In distinction, quantitative studies emphasize 

the dimension and analysis of causative relationships between variables, not processes. 

Qualitative types of inquiry area unit is the maximum amount of perspective on the way 

to approach an investigation on research findings because it is a methodology 

thought by several social and community scientists (Sreejesh et al., 2014; Baxter& Jack, 2008). 

 

 

4. Uses of People CMM  

According to Margaret Kulpa (2007) there is a fascinating figure (Figure 8) which consists of a 

three-legged stool. The stool represents the organization. The three legs represent sequentially 

people, process, and technology. In order to have a stable organization, all three legs must be 

present. The Organization or the stool top cannot stand without these three legs or it will be 

topless over. The Capability Maturity Model for software addresses the process concerns. After a 

long evolution People CMM work not only for software addressing process concerns but also a 

vast area related to organizations welfare and advancement. Various procedures like agile 

development, Microsoft certification, object-oriented design and development address 

technology. One area often left unaddressed by organizations is people. 



32 
 

 

Figure 8: Quality Leverage Points (Adapted from, Kupla, 2007) 

 

 

4.1. The People CMM as Problem Solver 

The People CMM can develop an organization’s ability to appeal, improve and retain people 

through process areas such as staffing, communication, coordination, and work environment 

through establishing a setting that inspires people to join the organization. It also exchange 

organizational area of interest to fresh and potential employees, ensuring timely job offers. In 

addition People CMM ensures supportive recruiting practices, performance management and 

reimbursement by properly assessing and rewarding individual performance. People CMM 

enhances training and development by offering ongoing expertise development and personal 

career development to inspire employees. Introducing these Process Areas applicably makes 
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individual want to work in an organization. The reputation of an organization for being a bad 

work atmosphere in marketplace will spread out if people do not want to work in the 

organization. As part of academic curriculum, the Software Engineering Institute (SEI) collected 

data on people problems that organizations found most troublesome (Hefley et al., 1999). As 

well as the problems discussed above, areas of concern included the following: 

• Allowing people to cope with continual change in the organization.  

• Altering organizational culture by moving to a team culture.  

• Make sure constant and regular communication between management and staff.  

• Delineate the roles and responsibilities clearly.  

• Combining personal goals with organizational aims and business objectives.  

Briefly, the People CMM Process Areas that address these issues are the following (Hefley et al., 

1999) 

 

4.1.1. Allowing people to cope with continual change in the organization.  

Staffing brings new workers into the organization in a methodical way, Training and 

Development situates representatives to hierarchical practices, and Competency Development 

coordinates worker abilities with authoritative capabilities. Beating protection from change is 

tended to by rehearses in Communication and Coordination that anxieties imparting 

organizational esteems (counting approaches and methods identified with change) and desires of 

chiefs and representatives, and Participatory Culture enables employees to recommend 

organizational upgrades and settle on choices identified with their work. 

 

4.1.2. Altering organizational culture by moving to a team culture  

Correspondence and Coordination conveys organizational esteems in regards to workgroups and 

distinguishes them. Participatory Culture and Empowered Workgroups engage workgroups to 

settle on choices with respect to the lead of their work. Competency-Based Practices 
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characterizes process capacities and abilities that can be connected to workgroups, and 

Workgroup Development recognizes open doors for setting up workgroups and arranging work 

around those groups. 

 

4.1.3. Make sure constant and regular communication between 

management and staff  

Communication and Coordination contains practices that empower the development of 

communication mechanism up, down, and over the organization. Performance Management 

utilizes the data imparted to viably monitor and measure individual performance by managers 

and employees, and Participatory Culture utilizes the data conveyed to enable people and 

workgroups to settle on suitable decisions identified with their work. 

 

4.1.4. Delineate the roles and responsibilities clearly  

Staffing and Competency Analysis break down the work to be performed, the knowledge, skills, 

and process capacities expected to perform it, and guide roles and duties to the work. Training 

and Development, Career Development, and Competency Development guarantee that staff can 

execute their relegated work, as required by their roles and responsibilities. Participatory Culture 

characterizes who may settle on decisions under what conditions. 

 

4.1.5. Combining personal goals with organizational aims and business 

objectives 

Performance Management characterizes individual performance objectives. Communication and 

Coordination gives data about organizational performance to people. Performance Management 

and Participatory Culture give progressing criticism to people about their execution of work. 

Organizational Performance Alignment maps execution comes about at all levels to individual, 

workgroup, unit, and organizational objectives. Not exclusively can these issues result in poor 

workforce execution, they can likewise cause process change endeavors in progress in 
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organizations to slow down or fall flat. Process development requires some level of cooperation 

from the greater part of your organization. Manager can't anticipate that, representatives will do 

the greater part of the additional work required to take part in process improvement activities 

apparent to be of no genuine incentive to them, or to accomplish a formal development level 

rating to keep the organization in business, if employees feel neglected, underestimated, and 

manhandled. Individuals will see that the main genuine opportunity offered in such an 

organization is to clear out. It is less demanding to leave than stay and work in a terrible place 

that only thinks about building the business and not building its people. (Kupla, 2007) 

In short it is advisable to utilize the People CMM. Because it gives a structure to unstable 

organizations to wind up more stable. There are numerous potential explanations behind the 

issues of CMMI level rating being stalled from absence of administration responsibility 

regarding lacking assets and subsidizing to the overcoming of protection from change. 

Organizations have revealed that when their CMM or CMMI endeavors kept running into 

inconvenience, focusing on the lessons from the People CMM gave enough strength and enough 

direction for organizational change to recover their procedure change endeavors on track (Curtis 

et al., 2003) (McWeeney et al., 1998). Different organizations that have been fruitful in 

actualizing the CMMI continue their process improvement journey by choosing and executing 

the People CMM. In view of their prosperity with the CMMI, these organizations are focusing 

on supporting their workforce so as to proceed successful CMMI practice, and to keep their 

employees amped up for the work they are doing. These organizations see the requirement for 

enhancing the capacity, of their technical procedures, as well as of their workforce practices. In 

that capacity, they are utilizing the People CMM as their guide (Subramanyam et al., 2004 and 

Vu, 2006). Margaret Kulpa completed his writing as follows: Why would it be advisable for us 

to utilize the CMM? Because CMM stands for Can Make Money (Kupla,2007). 

 

4.2. Application of the People CMM    

The People CMM helps organizations to  

● Define the maturity of their workforce practices,  

● Guide a process of continuous workforce development,  
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● Establish priorities for improvement actions,  

● Incorporate workforce development with process improvement, and  

● Setup a culture of professional excellence.  

The worth of the People CMM is lies in the approach that organizations use it. The People CMM 

can be applied by an organization in three primary ways as CMU/SEI Technical Report, 2016. 

(Curtis et al., 2016) 

 

1. As a manual in implementing and arranging enhanced human capital management 

practices. 

2. As a guide for developing organizational standards. 

3. As a standard for analyzing and assessing an organization’s executed workforce 

practices. 

 

 

Organization Types 

Business Process Outsourcing  Pharmaceuticals  

Information Technology  Government Agencies  

Hospitality  Defense Agencies  

Consulting  Energy/Utilities  

Construction  Software Development  

Defense Contractors  Banking/Financial Services  

Insurance Management Information Systems 

 

 

Table 2: Types of organizations using the People CMM (CMU/SEI Technical Report, 2016 and 

Curtis et al., 2016) 
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The People CMM is being utilized all over the world. The Version 1 technical report was first 

published in 1995 (Curtis et al., 1995).The primary release of the People CMM book, containing 

Version 2 of the model, has been released in English (Curtis et al.,2002a), and in two editions in 

India (Curtis et al.,2002b) (Curtis et al.,2007), in China (Curtis et al.,2003b), and in Japan (Curtis 

et al.,2003a). The People CMM has been translated into Japanese, Spanish, and Kannada, the 

dialect in the province of Karnataka in India, where Bengaluru (formerly Bangalore) is located. 

The sorts of organizations that have used the People CMM are shown in Table 2. These 

organizations ranges from small organizations of less than 100 individuals, to organizations 

spreading over the globe in size and employing approximately 29,000 individuals at sites in 32 

countries across 5 continents (Radice et al.,2005a and Radice et al., 2005b). 

 

4.3. Early Uses of the People CMM 

Since a significant part of the early involvement in applying the People CMM was in the 

software and information technology industries, this segment features numerous examples from 

those businesses. However, the lessons learned in these industries ought to be important to most 

different sections of industry and government also. Since its release in1995, the People CMM 

has been utilized all through the United States, Canada, Europe, Asia, Africa, Australia, and 

India to guide and direct organizational improvement practices. It has been used worldwide by 

both little and substantial commercial organizations, and by government organizations. Starting 

at 2001, selection rates for the People CMM gave off an impression of being most noteworthy in 

India, where high turnover and expanding pay weights are driving software organizations to 

address work force issues so the People CMM has been alluded to as the ―weapon of choice 

against the brain drain‖ (Crane 2001). Organizations in North America, Europe and Australia 

that have utilized the People CMM include Lockheed Martin (Lockheed,1999), Boeing 

(Porter,2001)(Vu,2001), BAE SYSTEMS (Chaffee,1996), Ericsson (Martín and Berg1999), IBM 

Global Services (Paulk and Chrissis,2001a and Paulk et al., 2001b), Novo Nordisk IT A/S 

(NNIT) (Curtis et al.,2000), Citibank, The U.S. Army, and Advanced Information Services Inc. 

(AIS), the winner of the 1999 Software Process Achievement (SPA) Award from Institute of 

Electrical and Electronics Engineers (IEEE) Computer Society/SEI (Ferguson et al.,1999; Paulk 

and Chrissis, 2001a; Paulk et al., 2001b and Seshagiri,2000). 
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4.4. The IDEAL Life Cycle Model for Improvement 

Humphrey (1997) depicts the utilization of the People CMM in an organizational improvement 

program. The accompanying area demonstrates how the People CMM can be utilized to help 

such an improvement program. It presents the People CMM as a wellspring of rules for 

enhancing the capacity and preparation of an organization's workforce with regards to the 

Initiating, Diagnosing, Establishing, Acting, and Learning (IDEALSM) model demonstrates for 

process improvement. It is known as the IDEAL Model after the first letters in each of its five 

stages: Initiating, Diagnosing, Establishing, Acting, and Learning. This part exhibits the IDEAL 

approach (Gremba and Myers 1997), gives a prologue to the two ways that organizations can use 

the People CMM, and deliberates issues in employing a People CMM-based improvement 

program. 

The IDEAL model is an organizational improvement model that how that fills in as a guide for 

initiating, planning, and guiding improvement activities. This model for development programs 

is grounded in quite a long while of involvement with and lessons gained from software process 

improvement programs. This model is a life cycle for sorting the stages of an improvement 

program. The IDEAL model characterizes a deliberate, five-phase, continuous process 

improvement approach, with a simultaneous sixth element addressing the project management 

tasks that traverse the five phases. Figure 9 depicts five phases of the IDEAL life cycle for an 

improvement program: 

▪ Initiating –Set up provision and responsibilities regarding improvement 

▪ Diagnosing - Distinguish the issues to be solved 

▪ Establishing - Select and design specific improvement practices 

▪ Acting - Design, pilot, implement, and institutionalize improvements 

▪ Learning - Recognize improvements in IDEAL-based practices 
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Figure 9: The IDEAL
SM

 Model.(Adapted from, CMU/SEI-2001-MM-01, 2001 and Curtis et al., 

2001) 

4.5. People CMM Use and Appraisals in Recent Years  

Utilization of the People CMM proceeds over the globe. For formal organizational evaluations 

and examinations the People CMM  used as a benchmark. People CMM examinations have been 

led in the United States, India, Canada, the Netherlands, Germany, China, Australia, Denmark, 

England, Korea, Malaysia, and the Philippines. Organizations that have utilized the People CMM 

to execute improvement typically point to at least one of a few noteworthy motivations to initiate 

these endeavors.(Curtis et al., 2016) 
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▪ The organization needed to set up a standard comprehension of its workforce practices to 

empower proper improvement or to meet indicated authoritative targets, for example, 

getting to be or being perceived as a ―Employer of Choice." 

▪ The organization expected to adapt to the consequences of an organizational merger, 

transition, or change in proprietorship by giving bits of knowledge into workforce related 

issues emerging from this organizational change. In a large number of these cases, the 

organization is managing issues emerging from mixed culture and already disparate 

workforce practices, and wishes to analyze the present capacity of the organization in 

light of its combined approaches, methodology, and procedures. 

▪ The organization was attempting to support or quicken attainment of higher maturity 

levels by means of strong workforce practices. Regularly these organizations are 

sustaining organizational process improvement practices, for example, achieving and 

supporting higher CMMI levels, incorporating numerous organizational capacities (e.g., 

systems, software, hardware, financial), and adjusting the performance of different 

groups, maybe cross utilitarian or multidisciplinary project groups. 

▪ The organization is utilizing competency frameworks to guarantee the accessibility of a 

skilled and capable workforce.  

▪ The organization is attempting to maintain or upgrade its performance with an attention 

on future workforce needs and capacities to meet its strategic arrangement. 

▪ The organization is using competency frameworks to create able swaps for a maturing 

workforce, and support maintenance of corporate learning resources. 

▪ The organization is refreshing expired or lapsed People CMM examination comes about. 

With the presentation of the SCAMPI with People CMM appraisal strategy, evaluation 

results now have a constrained term before they lapse. 

 

In addition to the reasons sketched in the preceding list, some of the purposes behind applying 

the People CMM that are found in these cases or other adoption experiences incorporate the 

following. (Curtis et al., 2016) 
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▪ In an organization that had long involvement in using the People CMM in support of its 

improvement practices, along with using the SW-CMM and CMMI in its software and 

engineering organizations, there was a aspiration in its services units to ensure that the 

interior norms they were setting up for managing their service advancement and service 

conveyance practices were consistent with the People CMM.  

▪ Another organization with a comparable history of implementing effective process 

enhancements across its business selected to implement a series of People CMM 

evaluations to ensure consistency of the usage of its human resources practices over its 

worldwide destinations.  

▪ The organization needed to convey an internal quality management system that was 

reliable with worldwide accepted best practices and standards. It additionally needed to 

utilize the People CMM to support its procedure change endeavors, as well as fill in as 

the reason for its coordinated human resources processes. 

▪ The organization implemented internal assessments of its human resources practices to 

ensure that its practices were serving to drive advancement and adequately utilize its 

workforce capabilities, by setting up the general population with enhanced learning and 

aptitudes, and with the capacity to be coordinated and adjust and advance in their 

business. 
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5. Benefits of Applying People CMM 

5.1.  A Guide for Improving Workforce Practices 

In an organization the People CMM delivers supervision for implementing practices. The People 

CMM provide two levels of guidance.  

1. Process areas within each maturity level deliver direction on a strategy for developing the 

organization over time.  

2. Practices within the process areas delivery direction on practices that the organization can 

occupy to solve categorical problems or decrease inadequacies in its workforce practices.  (Curtis 

et al., 2016) 

In giving direction, the People CMM does not indicate the unequivocal workforce practices to be 

executed. Or maybe, it sets a structure for choosing and fitting practices to the organization's 

history, culture, and work ambiance. There are numerous expert sources that portray particular 

techniques for workforce practices, for example, performance management, workgroup 

improvement, and training. While executing workforce practices and exercises in an 

organization, the practices and exercises received ought to be custom made to fit that 

organization's requirements and culture. Practices in the People CMM are estimated model 

mechanisms. While the People CMM depicts the practices that an organization that is 

accomplishing a set of objectives will regularly implement, it doesn't recommend how they 

should be implemented in an organization. The culture of the organization and in addition the 

local or national culture where the organization is positioned ought to be considered while 

implementing workforce practices. Studies have demonstrated that performance is higher while 

practices are consistent with the national culture (Newman & Nollen,1996). Conveying enhanced 

workforce practices can be done best as a segment of an improvement management, or 

organizational change program. The People CMM doesn't give direction on the most proficient 

method to execute the improvement program itself. The People CMM is a guide for 

organizational development and can be executed with a model of how to lead an improvement 

program. A model for directing change programs, the IDEAL model was, In addition to giving 

direction, the People CMM can be utilized as an apparatus to help verifying or approving 

improvement endeavors. One approach to do as such is to apply the People CMM as a 
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benchmark to compare against arranged workforce practices and exercises. World's largest 

telecommunications company AT&T's encounters with the People CMM give a case of such 

utilize. Inside AT&T, an inward group was contracted to develop and propose a human resource 

arrangement that would address the competency requirements of their business. This group was 

focused on building up an ―incorporated way to deal with recruiting, developing, and 

motivating‖ AT&T staff. (Yochum et al., 1996).The People CMM was utilized to approve the 

group's planned endeavors. Another way that the People CMM can be utilized to guide and 

check the progress of enhancements is as a measurement of progress. One case of the People 

CMM's utilization in an organization as a key measure of progress is in a "Balanced Scorecard 

framework" (Kaplan& Norton, 92).The Balanced Scorecard system is being functional by AIS to 

―communicate, implement, and deal with the AIS business strategy‖(Seshagiri, 2000). AIS set up 

five classes of vital goals in its Balanced Scorecard structure: financial, or in what capacity 

should the association appear to its investors; client, or how should the organization appear to its 

clients; employee, or how should the organization develop and deal with its workforce; inner 

business process, or in which business processes should the organization exceed expectations; 

and learning and development, or how should the organization manage its capacity to change and 

move forward. Adjusting every one of these five vital goals should prompt expanded 

organizational overall performance not only against each objective. Figure 10 demonstrates the 

vital arrangement of these objectives. The AIS Balanced Scorecard is shown in Table 3. Of the 

five categories of key objectives in the AIS Balanced Scorecard, the People CMM has the 

coordinate effect on three: employee, internal business process, and learning & development. 

Featured segments of this scorecard demonstrate effects of the People CMM in two ways. The 

primary, which is shown in this figure, demonstrates the utilization of consequences of an 

examination or benchmark of organizational practices against the People CMM as a particular 

estimation of results. The second, in italics in this figure, demonstrates the parts, results, and 

drivers in the scorecard that are influenced by practices from the People CMM. Resulting 

outcomes would be worker fulfillment, constant process change, and competency development 

and arrangement amongst people and the organization. Not exclusively can these effects be 

found in the organizational Balanced Scorecard system, yet additionally they can be followed 

into activities at the individual level to realize performance to accomplish the targets of the 

Balanced Scorecard structure. At AIS, the Balanced Scorecard vital goals nourish into the 
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objectives for every person in his or her assigned position. This target setting starts a 

performance management cycle by building up responsibility in singular positions. The 

performance management cycle is shut when performance is analyzed and improvement 

objectives and individual performance appraisals are recognized. At the point when individual 

advancement designs are sent over the organization, these improvement goals will nourish into 

every individual's improvement design. In this way, every individual's activities are lined up with 

the organization's objectives to accomplish the objectives set in the Balanced Scorecard system. 

The core results in the Employee part of the AIS Balanced Scorecard demonstrate the utilization 

of the People CMM in an evaluation setting. The accompanying sections depict the utilization of 

the People CMM as the reason for organizational evaluations. 

 

Figure 10: Alignment of strategic objectives using the Balanced Scorecard 

 

Strategic Objectives Strategic Measurements 

Core Outcomes 

Strategic Measurements 

Performance Drivers 

Financial 

Consistently meet or exceed 

shareholder expectations for  

- revenue growth 

- profitability 

- return on investment 

 

Employee target ratio of gross 

revenue to base salary 

Projects’ profitability target 

Increase in shareholder equity 

 

Designated expenses’ 

target reduction in expense 

to revenue ratio 

Customer 

Consistently meet or exceed 

customer expectations for 

- defect free and on-

 

Customer responses indicating 

value ―achieved 

 

 

Defect-free deliveries 
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time delivery 

- value for products and 

services 

- achieving time-to-

market goals 

 

Statements of Work lost due to 

not meeting customer  

 

time-to-market goals 

On-time or ahead-of-

schedule deliveries 

Employee  

Consistently meet or exceed 

employee expectations for 

- training 

- compensation 

- communication 

- work environment  

- performance 

management 

- career development 

Employee responses and 

assessment indicating People 

CMM Repeatable Level Key 

Process Areas fully satisfied 

Disciplined, repeatable, 

and stable workforce 

practices documented 

Internal Business Process 

Projects achieve predictable 

results for effort, schedule, and 

defects within known range of 

AIS organization–defined 

process capability 

 

Projects with actual effort and 

schedule less than committed 

effort and schedule 

 

Projects planned and 

managed according to their 

defined process which is an 

approved tailoring of the 

AIS organization defined 

process 

Engineers achieve the highest 

possible quality in the design, 

code phases of a component, 

module, or program  

Components, modules, 

programs with zero integration 

test defects 

Components with target 

percentage of defects 

removed before compile 

and test 

AIS organization-defined 

process is continuously 

improved  

New products or product 

enhancements with 

documented quality better than 

Process Improvement 

Proposals submitted and 

implemented 
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its predecessor 

Learning and Growth 

Investment in people, process, 

and technology enables 

achievement of customer, 

employee, and shareholder 

satisfaction goals 

 

Engineers achieving training 

goals. 

Engineers align their career 

goals with company goals 

Engineers improve 

productivity continuously. 

 

Engineers acquire new 

skills 

 

Engineers achieving career 

plans 

Engineers use the Personal 

Software Process 

 

Table 3: AIS Balanced Scorecard (Modified from, Seshagiri, 2000) 

 

5.2. Benefits of People CMM Adoption 

The People CMM gives a system that can be connected to building up an organization's 

workforce capacity. It gives a portrayal of the workforce practices that may be relied upon to be 

set up in an organization to accomplish an arrangement of objectives for organizational 

improvement. Whenever executed and systematized in an organization, these workforce 

practices and exercises are not de-contextualized, theoretical practices, but rather move toward 

becoming interlaced in the performance of the organization. Utilizing a model of a high-

performing association, in view of organizational excellence models, for example, the Malcolm 

Baldrige National Quality Award criteria and the EFQM Excellence Model (Baldridge, 2001, 

EFQM, 1999, Eskildsen&Dahlgaard,2000;Wilson & Collier,2000). Figure 11 demonstrates these 

workforce practices and exercises. It additionally demonstrates the extent of the People CMM, 

and the practices that it recommends, against a general model of organizational excellence. A 

comparable mapping could be made to other comprehensive models of organizational 

performance. The People CMM tends to more than just human resource management; it also 

addresses parts of process management through its emphasis on competency-based procedures, 

estimation and examination of performance extending from the individual level to adjusting 

performance over the organization, and aspects of key design as it identifies with workforce and 
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competency planning. As the upper-right bit of Figure 11 shows, benefits, as results or business 

outcomes, have been acknowledged in three clear regions: reduced turnover, expanded employee 

satisfaction, and reputation signals. Coordinate results incorporate decrease in voluntary 

turnover, or departure, rates and expanded employee satisfaction. Organization that use the 

People CMM have encountered reduction in turnover to 5% to 10% beneath industry normal.  

 

Figure 11:  Results experienced from use of the People CMM (Adapted from, Curtis et al., 2016) 

One organization encountered a lessening to 3% contrasted with an industry normal of 18% and 

an initial departure rate inside this organization that moved toward 50%. Expanded worker 

satisfaction is another result experienced by organizations. Organizations have seen an expansion 

in worker satisfaction of two to three points higher (on a scale from 1 to 10).Reputation signs can 

be very significant to an organization. In some cases, they have been emphatically connected 

with increased share prices. (Hannon &Milkovich, 1996). These reputation signals have been 

proved through different correspondences media by various organizations. The media utilized by 

organizations to convey their use of the People CMM incorporate official statements, 

organizational Web sites, and presentations and publications. Organizations that have utilized 
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press releases to report consequences of organizational appraisals utilizing the People CMM 

include Pershing LLC (Bank of New York Mellon), IBM Global Services India, Intelli group, 

Lockheed Martin Mission Systems, and Sutherland. Global Services (BNY and Mellon,2007; 

Business Line,2002;Intelli group,2000;Lockheed,1999 & Sutherland,2008). Numerous 

organizations have utilized their corporate Web sites to show their organizational ability and 

their utilization of the People CMM. As following picture demonstrates  

These include BAE SYSTEMS, Mastek, RS Software, and Siemens (BAE SYSTEMS,2001; 

Mastek,2001; RS,2001; Siemens,2001). Following text on the BAE SYSTEMS Mission 

Solutions Web site that designates various organizational undertakings: 

―We achieved Maturity Level 2 acknowledgement when assessed according to the 

standards of the Software Engineering Institute’s People Capability Maturity Model (P-

CMM). This model measures the effectiveness of a company’s people management 

practices, including performance management, staffing, training and development, 

communications, and work environment. BAE SYSTEMS Mission Solutions is a leading 

advocate of instituting this model, and was the first company to conduct a P-CMM 

appraisal for an entire organization.‖(BAE SYSTEMS, 2001) 

Various introductions or distributions have been made by the organization utilizing the People 

CMM. Some of these presentations and publications have been made by senior officials or key 

leaders inside the organization, which can add extra trustworthiness to a reputation signal 

(Griffin, 2000; Keeni,2000; Kumar,2001; Major et al.,1998; Vu,2001 and Yochum et al., 1996). 

These signs, and their utilization in press release or other advertising material, are seen by a few 

associations as a market differentiator that will empower them to get extra market share or 

business. 

While numerous organizations utilizing the People CMM are encountering these sorts of results, 

others are encountering results that influence the organization considerably farther up the value 

chain. These results are appeared in the upper-left part of Figure 10 as expanded key alignment. 

One case is the alignment that happens at AIS utilizing its performance management and career 

advancement exercises, combined with the organization's Balanced Scorecard, which was 

appeared in Table 3. This procedure was portrayed in AIS's 1999 depiction of its continuous 
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improvement activities (Ferguson et al.,1999). In its workforce practices, there are four results 

from the self-assessment and feedback process: a. Individual improvement objectives, b. 

Summary rating, c. Individual training objectives, d. Individual-broadening assignment and 

activities objectives. The connections from the Balanced Scorecard to a person's objectives for 

development, training, and widening assignments and practices help to adjust the person's career 

plans with the general organization objectives. In our work with organizations, we have seen 

various different advantages emerge from a utilization of the People CMM. A short list of some 

of these advantages, both substantial and intangible, includes the following: 

■ Developing a common language to address workforce issues, particularly between human 

resource management and the line management  

■ Inspiring a ―systems‖ viewpoint of workforce processes  

■ Giving a structure for process credentials 

■ Involving first-line managers as dynamic ―process owners‖ for their areas of obligation 

■ Use of process estimations both to get a goal self-assessment and as scorecard  

■ Greater thoughtfulness regarding viable performance feedback, often through more continuous 

formal performance appraisals (e.g., quarterly, at regular intervals, and at project consummation) 

■ Greater ability to utilize recorded performance improvement designs 

■ Categorical cascading of performance goals  

■ Improved lucidity and correspondence about the organization’s pay reasoning or methodology 

■ Operative competency management applications 

■Addressing the challenge of career planning in surroundings where high attrition rates and high 

business development are common, and people need to be responsible for their careers  

■ Ability to address higher development issues, for example enabled workgroups, subsequent to 

settling long-putrefying lower development issues, for example, performance management 
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Some of these advantages perhaps inside to "only" the human resource management segment of 

Figure 11, however a significant number of them have the ability to either empower or crash 

successful performance in the organization. Consider only the single case of setting performance 

improvement designs in place. This is one of the hardest things numerous administrators must do 

in their professions. Left unaddressed, in any case, performance issues send signals to others that 

can prompt declines in worker satisfaction and maintenance challenges. 

 

5.3. Benefits Contrast by Maturity Level Achieved 

At the start of the twenty-first century, expanding quantities of organizations in North America, 

Europe, and Asia, particularly in India, Japan, China, the Philippines, and Malaysia, have been 

embracing the People CMM. Organizations have been evaluated at all maturity levels including 

Maturity Level 5 and the advantages they encountered differ by level. Observational outcomes 

from People CMM-based improvement programs are presently getting to be accessible. The 

initial information propose that well-run change programs can accomplish the goals set by the 

organization, with the most successive outcome for organizations that accomplish Maturity Level 

2 being a reduction in voluntary turnover. Indeed, organizations accomplishing People CMM 

Managed Level consistently report increments in workforce assurance and decrease in voluntary 

turnover. Regularly, an early advantage an organization encounters as it accomplishes Maturity 

Level 2 is a decrease in turnover. The lessening typically diminishes the rate of intentional 

employee departure to single digits, once in a while decreasing this turnover significantly or 

more. For example, HCL Technologies BPO Services revealed that it expanded the level of 

fulfilled employee from 70% to 87% and lessened employee turnover from 17% to 11% as it 

climbed the development stages to Level 3 (Rao et al.,2007). Most organizations that have 

accomplished Maturity Level 4 or 5 have turnover in the single digits. The turnover costs that are 

kept away from by enhanced maintenance—contracting, training, and lost opportunity costs—

regularly more than pay for the cost of the improvements  related with accomplishing Maturity 

Level 2. Table 4  presents an example of the deliberate turnover decreases for organizations that 

revealed accomplishing the Managed Level. These outcomes are not surprising, since years of 

research have demonstrated that outstanding amongst other indicators of voluntary turnover is 

employees' association with their bosses. The essential change at Level 2 is to get unit managers 
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to create repeatable practices for dealing with their people and to guarantee that the aptitude 

needs of their units are met. These abilities start constructing the bond amongst supervisors and 

their reports that creates conviction that the organization thinks about an individual's skill and 

improvement. This conviction is a basic segment of the employee dependability that reduces 

turnover. At Maturity Level 3, associations start encountering enhanced profitability through an 

emphasis on building up the workforce abilities required to lead their business exercises. For 

example, Figure 12 thinks about the level of competency among the individuals from a software 

advancement venture at Infosys that appeared as the overall competency record with the project's 

cost of quality. Infosys reports a significant correlation of 0.45 (p<0.05) between these variables, 

demonstrating that 21% of the variety in the cost of quality can be represented by the collective 

competency of the group. That is, the more skilled the individuals from group, the less revise the 

project will experience. Such information would then be able to be utilized to relate competency 

levels with costs which empower an organization to create ROI models for interests in workforce 

improvement. Administrators need such models to settle on investment decisions and adjust 

workforce advancement costs with performance benefits. 

 

TABLE 4 : Annualized voluntary turnover in organizations achieving the Managed Level (Curtis 

et al., 2003) 

At Maturity Level 3, managers see an advantage that is difficult to measure, as they wind up 

ready to assess the suitability of their key business goals against the capacity of their workforce. 

They likewise observe the rise of development mechanisms that they can use to set up the 
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workforce to address future business difficulties. At Maturity Level 3, officials utilize the 

practices prescribed in the People CMM to coordinate the workforce and its advancement to the 

organization's key strategy for success. The outcomes appeared in Figure 13 are a case of the 

quantitative examinations of workforce capacity executed at Maturity Level 4 from an Infosys 

site that has now reached People CMM Level 5. Infosys has been surveyed at People CMM 

Maturity Level 5 and utilizations information, for example, these for assessing the adequacy of 

its workforce administration practices. Other high-maturity organizations actualize comparable 

practices, steady with the prerequisites of the People CMM and the requirements of their 

business. At Maturity Level 4, an organization starts to accomplish what Deming (Deming,1986) 

alluded to as significant learning about the effect of its workforce practices on its workforce 

capacity and on the performance of its business processes. This learning empowers 

administration to settle on tradeoff choices with respect to interests in workforce practices.

FIGURE 12: Correlation of competencies with cost of quality at Infosys (Adapted from, Curtis et 

al., 2003) 

For example, Figure 13 presents an examination created by Tata Consultancy Services in regards 

to the percent of time spent in preparing and its correlation with criteria, for instance, absconds 
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per individual hour, review effectiveness, effort and rework. The patterns in Figure 5.4 are all in 

a favorable direction with different measures of exertion and quality decreasing, and audit 

efficiency increasing as training time expands; in any case, information are required through 

more quarters to decide the absolute quality of these relationships. Once the quality of these 

connections is comprehended, and asymptotes or other critical patterns have been resolved, at 

that point management is equipped with an intense quantitative tool to settle on choices in 

regards to the ideal investments in training. Alike mentoring data recognized tradeoffs 

concerning sending senior people on abroad assignments versus using them as mentors at spots 

in India. 

 

FIGURE 13: Relationship of percent time in training to various performance baselines at TCS 

(Adapted from, Curtis et al.,2003) 

At Maturity Level 4, high-maturity organizations can modify their workforce practices to 

accomplish targeted performance objectives utilizing their workforce. Organizations locate a few 

remarkable chances to increase efficiency, quality, and different business results. Reusing 

resources made by individuals inside a workforce competency has exhibited remarkable 

profitability benefits. The accessibility of performance data as procedures are being performed 

gives chances to enhancing profitability by understanding and removing waste. At last, 

incorporating individuals with various capabilities in empowered groups’ gives chances to lessen 
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process durations and the time it takes to achieve decisions, finding deformities, or resolve 

issues. As workgroups start to take on more accountability for their own management, the 

organization can straighten its progressive system and move management’s concentration 

progressively from operational to strategic issues.  

At Maturity Level 5, high-maturity organizations can encounter the consequences of nonstop 

change and advancement. People are engaged to manage and enhance their own particular 

performance, and utilize these outcomes to drive development and innovation in the organization 

and its processes. Organizations benefit from strategic flexibility and nimbleness in dealing with 

the skills of their workforce and constantly enhancing their processes and capacity. 

 

6. P-CMM used results analysis from Literature (Case studies)  

6.1. Overview of the Case Studies 

The case studies exhibited in this part give knowledge into the utilization of the People CMM by 

various organizations around the world working in an assortment of business settings. Case 

studies from the Boeing Company, Pfizer Worldwide Technology, and Intel address 

organizations that are beginning and developing utilizing the People CMM as a guide. A few 

cases feature the utilization of the People CMM in help of interior standards or an organization’s 

utilization of another structure, for example, CMMI. Case studies from Intel, Ericsson, and 

Accenture give bits of knowledge into organizations utilizing the People CMM along these lines. 

Application of the People CMM has been happening in an assortment of business areas, as 

appeared in Table 6.1. One business area where the People CMM has picked up traction is in 

benefit ventures, in both hospitality and business process outsourcing (BPO) settings. Contextual 

investigations from Club Mahindra, a get-away resort organization, and HCLT BPO, a BPO 

specialist organization, demonstrate the immense appropriateness of the People CMM in these 

service industry settings. Various high-development associations have effectively incorporated 

the People CMM into their day by day exercises. A case of such an organization is appeared for 

the case study of Tata Consultancy Services (TCS). 
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Organization Types 

Business Process Outsourcing Information Technology 

Hospitality Consulting 

Construction Defense Contractors 

Insurance Pharmaceuticals 

Government Agencies Defense Agencies 

Energy/Utilities Software Development 

Banking/Financial Services Management Information Systems 

 

Table 5: Types of organizations using the People CMM (Curtis et al., 2016) 

 

6.2. Boeing 

The Boeing Company has utilized the People CMM as the system to enhance workforce 

practices since 1997 (Vu, 2001). Boeing Information Systems led the main multi assessment, 

utilizing both the Software CMM and the People CMM in 1997. Boeing Information Systems 

started to utilize the People CMM as a structure to enhance its workforce practices and hold 

skilled workers in 1997. Boeing has built up an inward capacity to direct People CMM 

appraisals. Nineteen evaluations have been finished at Boeing, including both remain solitary 

People CMM based assessments and joint assessments (Vu,2001). 

The Boeing Company Shared Services Group Internal Computing Business Resources Support 

(BRS) association has utilized the People CMM and the Software CMM together in their 

procedure developments and management attempts. This organization reports that it 

accomplished Maturity Level 2 utilizing the People CMM, and it was the first time for any 

Boeing association to achieve this. This organization, the aftereffect of a merger of two 

organizations, has roughly 130 staff. The Business Resources Support organization had already 

accomplished Software CMM Maturity Level 2 with its two merged organization in 1996 and 

1997. The management group in BRS shows a theory of esteeming workers. The management 

group supported a program to fabricate and enhance individuals’ forms in the organization 
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utilizing the People CMM. Indeed, even with a merger of the organization happening, the 

management group notice the need to enhance workforce forms alongside the organization’s 

software processes. In 1997, the organization had a takeoff rate of 50%. In 1998, that rate had a 

fall to 7%, and with subsequent fall in 1999 it was at 3%. BRS reports that this development was 

because of the general people processes executed in the organization. As appeared in Figure 14, 

BRS directors could invest more energy dealing with the human capital of the organization, 

while expanding worker fulfillment and fundamentally decreasing employee turnover. In this 

way, BRS could address issues in respect to both the Software CMM and the People CMM 

together, while encountering decreasing employee turnover rates and enhancing worker 

fulfillment. While supervisors were expanding the viability of their potential spent overseeing 

workers and expanding the time they go through with every employee on performance 

management exchanges, their employees were showing that huge enhancements had happened in 

the performance management exercises in the BRS organization. Performance management is an 

area of intrigue, not also the marked improvements noted in BRS, but also because it is the 

process areas most generally needing the best improvement in organizations endeavoring to 

accomplish Maturity Level 2.  

 

FIGURE 14: Results at Boeing BRS,(Foster, 2005). 

Note: Employee satisfaction is measured on a 10-point scale of increasing satisfaction. 

Figure 14 demonstrates the expansion in employee assessment of performance management 

rehearses at BRS from 1996 to 1999. Additionally amid this period, employee fulfillment rose. 

In 1996, BRS had a normal worker satisfaction rating of just 6.7 (on a 10-point scale). By 1999, 

it had ascended to a rating of 8.9, without any people communicating disappointment with the 
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organization. These outcomes are delineated in Figures 14 and 15. Amid the recent two years 

appeared in Figure 16, the BRS unit was influenced by the Boeing merger and acquisition 

exercises and changed into the IT Services, World Headquarters Support association (Foster, 

2005). 

 

FIGURE 15: Performance management improvements at Boeing BRS (Foster, 2005). 

 

FIGURE 16: Employee satisfaction results at Boeing BRS and the successor organization 

(Adapted from, IT Services, World Headquarters Support) 
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Boeing trusts that its interests in the People CMM will enable the organization to enhance its 

workforce processes, and additionally draw in and hold skilled workers (Vu, 2001). Boeing's 

utilization of the People CMM has an extent of the effect of more than 6,000 employees. Inside 

this organization, People CMM Assessments, People CMM Workshops, Readiness Reviews, and 

Quarterly Reviews are led, and qualified personnel gives preparing and inner counseling on the 

People CMM and its utilization. Boeing has encountered these outcomes from applying the 

People CMM.  

 

■ Workforce practices have enhanced generally, regardless of rearrangements.  

■ Skills gained and competency-related instruments utilized can be conveyed into the future, 

empowering competency-based administration and advancement of the workforce.  

■ Individuals and supervisors repeatedly show high caliber in playing out their conferred work.  

■ Continued sponsorship for continuous workforce improvement has been illustrated.  

■ Measures of workforce practices are gathered and utilized as a part of managing the 

organization.  

■ Key parts all through the organization have been distinguished and are fit the bill to help to 

progress workforce practices improvement (e.g., training point of convergence, process owners).  

■ Human Resources and Finance work intimately with people managers to manage great 

workforce practices.  

■ Executive management frequently surveys workforce practices and their progress in 

improvement (Foster, 2005). 
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6.3. Club Mahindra 

Mahindra Holidays and Resorts India Ltd. (MHRIL) is an excursion timeshare company. To 

contend in its market, MHRIL chose to center around its people as a focused differentiator. This 

is a focus that could have the noteworthy effect on MHRIL, as understaffing and poor training 

are two of the most ordinary people issues in the hospitality (Poulston,2008). Poor training has 

also been appeared to be the reason for some different issues in the hospitality industry 

(Poulston,2008). A People CMM-based improvement program was started in 2003 to adjust 

workforce practices with the business policy and MHRIL's prevailing durable assurance to 

service excellence. Club Mahindra executed this People CMM program at its Varca Beach 

property in Goa, India (Mallick, 2005). The focal point of these exercises was to characterize and 

start to utilize the workforce abilities expected to prevail at the Goa property. Once the 

workforce abilities were characterized, existing human resource practices were assessed. Some 

of these practices fulfilled the model as implemented, yet some required changes or updates to 

meet the goal of the People CMM practices. Every human asset forms were moved up to be 

steady with Competency-Based Practices at People CMM Maturity Level 3. Reconsidered 

workforce rehearses were worked around the recently characterized capabilities to actualize 

practices, for example, competency-based interviewing, competency-based evaluations, 

competency-based prizes and acknowledgment plans, and competency-based selection to 

operational groups and boards. Key lessons gained from this exertion were  

 

 

■ The significance of regarding the activity as a project;  

■ Applying change management exercises in the help of the positioning of enhanced workforce 

practices;  

■ Getting ready for the association of all workforce, irrespective of level, incorporating 

operational managers and staff;  

■ Arranged interchanges endeavors to give data and introduction to influenced workforce;  
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■ General internal audits and in addition to external pre-evaluation activities to check and 

confirm the adequacy of the usage; and  

■ Acquiring full help and consolation by the top management, in this way giving a feeling of 

ownership in the improvement program. 

 

 

 

Tangible Benefits Example Results 

1. Improved customer 

satisfaction 

- Decrease in negative remarks (12% to 7.8%)  

- Increase in positive remarks (66% to 74%)  

- Increase in members volunteering to give feedback (78% to 82%) 

- Increase in guest scores among all departments; for example, on 

the Holiday Experience Profile (HEP), the average unit score rose 

from 3.05 to 3.45 

2.Reduced 

operational costs 

- Recruitment costs were reduced; no longer needs to advertise in 

local newspaper to get applications  

- Attrition rate fell considerably from December 2003 (4.5%) to 

June 2004 (1.5%) 

3. Improved objective 

performance scores 

- Appraisal scores improved over three quarters, with greater 

consistency across departments 

4. Established a 

―knowledge bank‖  

- Established a forum to share experiences and learn from each 

other on a continuing basis  

- Knowledge bank is updated on an event-driven basis and 

learnings are shared and put into practice 

 

Intangible Benefits Example Behaviors 

1. Employee morale • Fall in attrition rate  

• Better feedback on training and orientation sessions  

2. Greater cross-level • Increase in voluntary participation  
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interaction  • Constructive debates on important issues  

3.Rise of 

participatory culture 

• Increased volunteering to committees  

• Increased delegation in decision-making processes  

4. Air of positivism 

and openness 

• Clarity on unit processes and policies  

• Level of interaction during orientation sessions 

 

Table 6: Tangible and intangible benefits of the People CMM at Club Mahindra (Chand &Katou, 

2007 and Curtis et al., 2016) 

As Club Mahindra accomplished People CMM Maturity Level 3, its additions in employee 

fulfillment and maintenance converted into enhanced experiences and satisfaction for its 

members (customers). Club Mahindra Varca Beach in Goa experienced extensive advantages 

from the People CMM-based change program. When better workforce improvement forms were 

set up, managers grew better individual management aptitudes. As managers' aptitudes 

enhanced, Club Mahindra watched accelerated competency development inside the workforce, 

promoting better service quality and performance. Club Mahindra additionally accomplished 

better hierarchical advancement, promoting better workforce fulfillment that added to upgraded 

consumer satisfaction. Table 6 abridges both the tangible and elusive advantages accomplished 

by Club Mahindra. A recent investigation of the relationship between human resource 

management (HRM) and organizational performance in the Indian hotel industry found that 

hospitality industry has decidedly corresponded with HRM practices (Chand&Katou,2007). Club 

Mahindra's experiences in executing the People CMM underscore those discoveries. 

 

6.4. Ericsson 

A case of an association utilizing the People CMM in help of its interior procedures and models 

is Ericsson. Ericsson has built up a Service Delivery Maturity Model (SDMM) for use in 

managing its services business and enhancing service conveyance performance all through the 

business. The SDMM is a complex network display and matrix model where the maturity level is 

seen from three points of view: individual’s management, conveyance performance, and 

organizational culture (Ericsson,2008). While meeting the unique requirements of the Ericsson 
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service business, the people management point of view of the SDMM is lined up with the 

workforce practices found in the People CMM. The organizational culture point of view is 

centered on making service business cognizance in the service delivery organization. Ericsson 

has installed an inside appraisal system to affirm service business units as adjusting to the 

SDMM, thus exhibiting internally and externally to its clients its capacity as "a dependable 

business partner" inside the organization (Ericsson, 2008). 

 

 

6.5. Intel Information Technology 

Information Technology (Intel IT) underpins the computing needs of more than 80,000 Intel 

workers in more than of 70 locales around the world. Intel IT sources, plans, creates, executes, 

and keeps up the hardware, software and IT arrangements that empower the organization to run 

adequately. The environment and supporting framework is exceptionally complex, and 

organizational changes happen as often as possible to meet rising business needs. Reacting to 

nonstop change in innovative and business conditions is imperative to Intel's prosperity, and has 

driven the organization to make a learning and advancement condition fit for acclimating to these 

progressions. For quite a long while, Intel IT had acted appraisals utilizing Intel corporate 

devices, for example, Safety Self-Assessment, Corporate HR Organization Health studies, and 

Self-Assessment Methodology (SAM), alongside modified devices, for example, Intel IT's 

Organizational Assessment, to distinguish zones for development inside the organization (Intel, 

2003). While organizations apply various systems to advance toward strategic human capital 

management, they frequently do not have a comprehensive structure for actualizing propelled 

people management practices. Until 2001, Intel IT didn't have a system that deliberate its 

workforce practices and organizational abilities. After exploring a few distinct thoughts, Intel IT 

chose that the People CMM was the most fitting model for achieving its targets of building up a 

world-class workforce and organizational capacities for IT by deliberately molding its future 

workforce and affecting its accomplices and industry. Subsequently attending to the Software 

Engineering Institute's training on the People CMM, the Intel IT core team changed over their 

whole evaluation process into a gap analysis. At first, the group took the official People CMM 

process and mapped it against the procedure as of now utilized. The outcome was a procedure 
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commonplace to Intel IT workers, which empowers the organization to quantify progress starting 

with one evaluation then onto the next without losing the spirit of the first SAM appraisal. The 

core team chose to utilize the practices recognized in each process area of the formal appraisal as 

their inquiries, and built up a scoring framework that mapped to their SAM procedure by means 

of measures and a reporting process that resounded with leadership and organization 

representatives. (Intel, 2003) 

 

 

6.5.1.  Intel Adapted People CMM Assessment Process 

Intel presented an appraisal strategy in view of the well-known SAM process that enabled the 

organization to acquire significant outcomes. Intel received another scoring mechanism and 

drafted a core team of assessors who had the best perceptibility into their workforce and people 

practices. The evaluation procedure is an adjustment of the natural SAM-lite process. Every 

assessor finishes the evaluation autonomously. A facilitator at that point totals and breaks down 

the outcomes and the outcomes are examined in a huge group consensus meeting. Figure 17 

demonstrates the outcomes from the Intel-adjusted People CMM appraisal process. The three to 

five best need improvement arrangements are then implanted into administration parts. At first, 

the outcomes demonstrated that Intel IT had a large portion of the Level 2 People CMM process 

areas under control, however had not gained as much ground as it would have liked on the Level 

3 process areas. In view of the outcomes, Intel IT organized Training and Development and 

Communication and Coordination at Level 2 and the greater part of the Level 3 process areas for 

investment and improvement in the accompanying evaluation time frame. Playing out this sort of 

appraisal is helpful in that it utilizes a perceived industry-standard improvement model in an 

extremely proficient manner for such a substantial organization. Introducing data along this way 

can help some technical managers who have not yet gotten the message that people practices are 

as vital as all other IT specialized practices. 
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FIGURE 17: Outcomes from the Intel-adapted People CMM assessment process (Adapted from, 

Curley, 2004) 
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6.5.2.  Developing IT People as Assets 

From the People CMM Level 3 process areas, Intel picked three key components that it 

considered vital in enhancing the IT people asset: organizational competency management, 

workforce improvement, and career development. 

 

Organizational Competency Management 

Competency management is apprehensive about characterizing, qualifying, and dealing with the 

present and future capabilities required for the IT organization and for the venture as a whole. 

Organization wide competency administration or management is a procedure that is hard to 

perform and can be barely noticeable because of the fact that everyone expect another person is 

doing it. Taking part in competency management at the IT organization level guarantees that the 

skills you start growing now are the ones you require in two years. 

 

Workforce Improvement 

To execute workforce improvement, a complete comprehensive process is required that furnishes 

IT managers with a system for settling on the correct staffing decision and developing 

representative abilities. Workforce designing is concerned about putting the correct number of 

individuals with the correct knowledge, abilities, encounters, and skills in the right jobs at the 

perfect time. Workforce designing and improvement happens inside the context of the 

organization's central goal, key plan, and budgetary assets. 

 

Career Development 

Career Development activities ought to give a system to employees to deal with their own career, 

recognize and get the training and experience they have to advance through the IT organization, 

and enhance their work. At Intel IT, this objective converts into a procedure with five 

incorporated parts: 
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■ Career ways—descriptive ways for the most ordinary career trajectories matched with the 

abilities required for another position 

■ Job depictions—institutionalized sets of responsibilities with particularly characterized 

abilities 

■ Skills Builder—an aptitudes self-appraisal instrument with alternatives to give feedback to 

individuals on their preparation for another position and give proposals to a self-development 

design 

■ Development designs—an institutionalized format and advancement process for recording and 

following individual improvement designs 

■ Training—particular training assets composed by job type. 

 

This incorporated procedure was supported by an intranet site that gives these apparatuses and 

services to the globally distributed workforce (Anderson &Snyder , 2005). Intel IT utilized the 

People CMM discoveries as a key contribution to Organizational Capability Assessments 

(OCAs). These OCA examinations thought about an extensive variety of future pattern data (e.g., 

business and specialized patterns, and developing workforce socioeconomics) with information 

got from People CMM evaluations of current qualities and areas of improvement to create an 

action plan for that was comprehended and upheld all through the organization. This plan 

enhanced the nature of improvement programs 25% over three years. It built up such projects as 

the IT Principal Engineer Program and Technical Leadership Pipeline that will empower a solid 

workforce for what's to come. 

 

6.5.3. Evolution of Capability Measures: From Functional Practice to 

Innovation 

Intel IT propelled the appraisal of individual’s abilities as a feature of a drive to become a world 

class IT organization. With solid, visionary authority who trusted IT had the capacity to change 

itself from a utility to a value center for the organization, Intel IT at first focused on operational 
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enormity and utilitarian dependability. Appraisals at this stage appeared as estimations of and 

persistent change for the basics, for example, security and utilitarian performance management. 

When it indicated noteworthy improvement, the organization endeavored to become a perceived 

pioneer of performance showing the Intel Corporate Values: Customer Orientation; Discipline; 

Great Place to Work (GPTW); Quality; Risk Taking; and Results Orientation. It began utilizing 

Intel's SAM system to gauge itself. Also, with this came an endeavoring objective to accomplish 

Intel's best honor for organizations, the IQA (Intel Quality Award). This genuine concentration 

required a top to bottom investigation of the people side of the business, relating 

straightforwardly to Intel's GPTW esteem. What's more, with this came the investigation, 

adjustment, and usage of the People CMM and the capacity to express qualities and 

improvement areas for its management of IT’s individuals resources. When IT accomplished its 

objective and was perceived as a good example of Intel Corporate Values with the IQA, it began 

to take a gander at the following level of capacity: the capacity of the IT workforce to be 

inventive, versatile, and imaginative. It took a look at practices that upheld Risk Taking and 

innovative reasoning. It took a look at the best levels of the People CMM and evaluated its 

fundamental creative practices for technical management and transformational mentoring and 

training. IT investigated enhancing the advancement empowering viewpoints recognized in the 

People CMM and built up an in-depth evaluation of development practices—the Innovation Self-

Assessment—to quantify qualities and improvement areas in its way of life of development. 

Through the span of three years, Intel IT accomplished a considerable lot of its development 

objectives, including a 200% expansion of patent rising up out of the IT workforce, and strong 

improvement in worker feedback about the organization's authority and GPTW scores. The 

organization has possessed the capacity to share best known techniques for driving development 

and has utilized this focused area to fabricate organizations with Intel clients and vital IT 

accomplices. Intel IT has additionally been a fellow benefactor of the Innovation Value Institute 

(IVI), a consortium of more than 35 organizations that have met up to enhance the IT business. 

Intel IT got a lot of significant worth from the People CMM and the focused appraisals that 

followed. It utilized them to focus on the master plan of capacity instead of piecemeal 

enhancements. 
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6.6. Tata Consultancy Services 

Tata Consultancy Services (TCS), headquartered in Mumbai, India, is a worldwide IT services, 

outsourcing organization and business solutions. TCS utilizes around 120,000 partners serving 

more than 800 customers in 42 nations. By 2001, thirteen of its advancement centers had been 

evaluated at Maturity Level 5 on the Software CMM. In August 2001, four TCS Offshore 

Development Centers (at Gurgaon II and Noida in Delhi, Tidel Park in Chennai, and in Kolkata, 

India) turned into the principal organizations to be surveyed at Maturity Level 4 of the People 

CMM. These evaluation comes about were noteworthy in light of the fact that the Maturity Level 

4 workforce practices and abilities inside TCS had been executed more than quite a while 

through a corporate spotlight on guaranteeing that TCS has the workforce capacity it needs 

deliberately joined with a focus in the cores on actualizing the workforce practices important to 

maintain a high-development workplace. The four TCS focuses evaluated at Maturity Level 4 on 

the People CMM had just accomplished Maturity Level 5 on the Software CMM. The high-

developed software practices that had been executed given a solid base to implementing high-

developed workforce practices. TCS is the world's first association to accomplish a venture wide 

Maturity Level 5 on CMMI and the People CMM, in light of a broad SCAMPI Class A 

evaluation, the most thorough appraisal methodology ( Radice et al., 2005a, Radice et al., 

2005b). Key viewpoints supporting the examination outcomes were TCS's quality structure and 

strategic corporate core focus on the workforce. The TCS quality structure is actualized through 

the TCS Integrated Quality Management System (iQMS), which incorporates procedures, 

individuals, and technology development through different established structures and including 

IEEE, ISO 9001: 2000, CMMI, the SW-CMM, the People CMM, and Six Sigma. In 2006, TCS 

accomplished enterprise wide affirmations for ISO 9001:2000, BS 7799-2:2002, and BS 15000-

1:2002. ISO 9001:2000 gives necessities to a quality management framework and incorporates 

forms for persistent improvement, and also an affirmation of adjustment to client and regulatory 

requirements. BS 7799 is a norm for Information Security Management. BS-15000 is IT service 

management industrial standard. This was the biggest business-wide multiple confirmation of an 

IT management organization then. It is TCS's second enterprise-wide accomplishment after it 

turned into the first organization to be evaluated enterprise-wide for CMMI and the People CMM 

at Maturity Level 5 out of 2004. TCS's key corporate attention on the workforce is started with 

enrolling at chosen colleges in India. College sources are chosen in view of various parameters 
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including the nature of their program and graduates, library services, standard of passage tests, 

number of full-time teachers, number of PCs in a ratio to the number of students, and others. 

TCS keeps up an internal positioning of colleges and yearly builds up an arrangement focusing 

on the quantity of graduates in intends to pull in from each. Every advancement office keeps up 

an Academic Liaison Officer who cooperates with chosen colleges in the office's geographic 

area. Every year TCS interviews applicants at each chosen college utilizing groups that 

incorporate both management and specialized individuals trained in interviewing abilities. The 

groups assess technical abilities, state of mind, and communication skills, and are enabled to 

make offers to candidates with the coveted capabilities. Offer/join proportions are studied to 

control changes in selecting activities at various colleges. After joining TCS, new representatives 

are sent to the corporate instructional hub for acceptance preparing that incorporates readiness in 

specialized territories, process, and communication skills. Amid this preparation, committed 

assets (known as "lifeguards") are given for each gathering of new contracts to guide and assist 

new participants in their transition phase from students to professionals. Toward the finish of 

over two months of preparing, the new contracts are tested to guarantee they are fit for playing 

out the sort of work they will be assigned once allocated to an improvement office. These 

outcomes are studied to give input to colleges on the preparation of their students. TCS utilizes 

these test outcomes to review the rankings of the colleges occasionally and modify enrolling 

plans as need to be. Tests are given routinely toward the finish of internal courses and students 

are not given kudos for fulfillment of their professional plans unless they accomplish a base 

score. Furthermore, a while after individuals come back from preparing, their chiefs are 

requested to rate the adequacy with which new abilities have been created and sent to give 

feedback on the viability of courses. TCS has set up a Manpower Allocation Task Committee 

with subsidiaries at each offices to distribute skill over offices and projects. In the course of 

recent years, TCS has combined numerous frameworks that portray learning and abilities into 

one corporate Skills Management System. This framework is adequately adaptable to 

characterize the learning, abilities, and other critical traits required by various assignments over 

the different offices. Thus, altogether different kinds of workforce capabilities can be 

distinguished in view of the particular bunches of domain knowledge and specialized 

information required for various projects. This framework takes into consideration recording a 

person's level of capability against every segment of learning or aptitude, making it a key 



70 
 

instrument for giving career ways: technical, administrative, and quality. The Manpower 

Allocation Task Committee utilizes this framework to distribute ability over offices and projects 

to guarantee that individuals who are finishing assignments are considered for fitting 

assignments somewhere else in the organization. This advisory group creates a rundown of 

qualified applicants from across TCS to be investigated and assessed by a task group to 

recognize competitors with the best fit. At the point when individuals are appointed to another 

office they are furnished with enlistment training into the business of the office. Each project 

keeps up an induction guidance that gives a few days' preparation to working on the project. TCS 

keeps up various proceeding with instruction programs that comprise of a blend of internal 

courses, computer based preparing, proficient confirmations, college training, and knowledge 

sharing sessions among groups of experts to comparative capabilities. Workers are relied upon to 

burn through 20 days for each year in learning exercises, and their individual improvement 

designs are followed as a part of their performance targets. The Corporate Training and 

Education Group creates and resources a yearly preparing arrangement with contributions from 

each office. On joining TCS, people get formal feedback of performance regularly until the point 

when such time as they are affirmed to have moved past trial status. After this point, feedback of 

performance is given twice consistently in a year on a formal premise. Yet, substantially more 

feedback of performance happens in talks between project managers and colleagues. Project 

groups have played an expanding part in dealing with their own performance. To fortify its 

competency advancement programs, TCS bolsters various training programs. At the most 

straightforward level, offices give "lifeguard" tutors to "fresher’s" simply joining the office. 

Specialized mentors with mastery in particular regions are chosen a show focus and prepared to 

work with different professionals for six weeks to two months to guarantee they take in 

knowledge and abilities required in their acceptance preparation plan on a project. These 

connections are revised weekly to guarantee they are gaining sufficient progress. The Process 

and Quality Assurance Groups give tutoring to managers to guarantee they have every one of the 

aptitudes required on a project launch list. These guides work with chiefs at project dispatch and 

occasionally all through the project to confirm that they are building up the management abilities 

required by their assignments. Another wellspring of shared learning in TCS comes through 

corporate and office oriented Process Asset Libraries, self-Knowledge Management System, the 

Integrated Project Management System, and other information stores. These depositories the 
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artifacts delivered to support and the artifacts created by projects can be reused. The sorts of data 

accessible through these stores incorporate distinct technical procedures, venture designs and 

process performance information from past activities, best practices, and lessons learned reports, 

programming apparatuses, and layouts for different uses, white papers on specialized points, 

contextual analyses, and preparing material. The Internet is utilized to help correspondence 

among specialized professionals at various destinations to build up groups of skills in the 

different areas of TCS's business. TCS has started assessing the level of time spent in different 

learning exercises and their effect on results and competency development. For example, Figure 

18 demonstrates the connection between the percentage of spending plan committed to training 

activities and the percentage spent remedying faults in a single office. Investigations showed that 

absence of learning was a noteworthy reason for imperfections, and training was a vital 

mechanism for tending to this reason. As the information keep on growing, corresponded 

patterns can be distinguished and used to evaluate the relative effect of training on deformity 

costs and other performance issues. These connections can be utilized to assess tradeoffs and set 

focuses for preparing and other workforce practices. (TCS 2015-16 and Curtis et al., 2016) 

 

FIGURE 18: Correlation between training and defect costs at one TCS center(Adapted from, 

Curtis et al., 2016) 
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Another office contrasted the level of effort gave with tutoring with the development of 

capability in particular areas of competency within its workforce. The investigation distinguished 

an imperative tradeoff between the number of senior individuals sent for assignments abroad and 

the accessibility of technical mentors. These investigations are common in a Maturity Level 4 

organization's capacity to distinguish the effects of particular workforce practices on organize of 

business results. Maturity Level 4 organizations have moved past only reporting the general 

advantages of a collection of workforce practices on a worldwide result, for example, turnover. 

In breaking down the impacts of individual workforce practices on particular performance 

results, managers in high-maturity organizations are better arranged to settle on tradeoff 

decisions and alter the performance of specific workforce practices to coordinate business 

expenses and results. A big portion of work at TCS is accomplished in projects. Since TCS has 

been assessed at CMMI Maturity Level 5, these undertakings utilize information on process 

events, for example, the number and sorts of deformities found amid plan or code reviews, to 

assess the adequacy of their work. The quick accessibility of execution data for their work 

process has enabled venture groups to oversee their very own greater amount performance. 

Progressively, project groups perform main driver examinations on their deformities to recognize 

moves that can be made to take out the most widely recognized reasons for absconds. Because of 

these root-cause examinations, groups frequently build up particular training designs or inner 

mentoring exercises focused at diminishing imperfection composes best tended to through 

learning activities. Being able to make a move without anyone else performance combined with 

inclusion in selecting and enlisting new individuals have given basic starting strides in building 

up the self-management ability of project groups. Another pattern that has expanded the 

strengthening of groups is the conjunction of the Quality Management System that portrays the 

essential technical and management processes utilized by all project groups and the Skills 

Management System that depicts the information, abilities, and different traits of TCS's different 

workforce capabilities and every individual's level of capability in these competencies. 

Progressively TCS can designate work as an assortment of role in a characterized procedure and 

the capabilities required to play out these roles. The assortment of roles and abilities diminishes 

the attention on chain of command and expands the accentuation on capacity for achieving 

assignments. This emphasis on roles and skills additionally encourages combination of various 

abilities into project groups. In the course of recent years, TCS has changed its work exercises to 
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deemphasize parallel yet isolate work streams, and increment the joint inclusion of various 

capabilities into a typical projects process guided by the Quality Management System. TCS has 

modified its organizational structure to accentuate cross-functional cells that guide innovation 

specialties into industry fragments. This combination among skills is obvious in (Curtis et al., 

2016) 

▪ More noteworthy reconciliation of procedures performed by business area specialists with 

those performed by programming innovation specialists all through the advancement cycle of 

an projects, 

▪ More tightly coordination of procedures performed by equipment specialist with those 

performed by programming specialties associated with information center tasks, and 

▪ More noteworthy mix of specialized individuals with staff specialists on project board 

activities. 

 

More significant incorporation of various skills has as well produced more noteworthy 

accentuation on broadly educating in different disciplines as a segment of both individual 

advancement designs and project training plans. A standout amongst the most basic business 

issues for customers who outsource their software and frameworks incorporation work to 

organizations like TCS is the congruity and capacity of the specialized staff. High rates of 

worker takeoffs in the staff departure to a customer's activities drive the customer to constantly 

pay for the expectations to absorb information of new individuals as opposed to profit by the 

developing ability of a steady staff. Additionally, numerous customers are requesting that 

organizations like TCS start to perform a greater amount of their work on settled value contracts 

instead of on hourly charging. High-maturity organizations incline toward a higher blend of 

settled value work since they can't be remunerated completely for their upgraded ability on 

hourly billings. Essentially expressed, more skilled individuals require less hours to finish their 

pledged agreement. However, the more notable the ability of a group conflicting with a settled 

value, the more prominent the net revenue on the agreement. TCS has even begun displaying the 

connection between workforce capacity and anticipated business performance. TCS's workforce 

practices were applied to address these basic issues instead of to accomplish a People CMM 

rating. Thus, workforce practices are center to TCS's business procedure. (Curtis et al., 2016) 
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6.7.  KPMG 

A prominent IT organization had taken up a striking decision of solid framework cutting across 

areas and geographies. Work outline includes application advancement, maintenance, invention 

support, foundation technology outsourcing and business process outsourcing (BPO). 

6.7.1. KPMG’s proposition 

With the organization confronting such concerns, KPMG proposed the adaption of People CMM 

show in an organized and methodical way to set up a framework based approach remembering 

long-term perspective of the development. KPMG additionally customized the PCMM 

accomplishment according to the business and organization needs. KPMG prompted an approach 

that could empower the organization to use and utilize the PCMM model to instill a more 

grounded set of workforce practices joined with sound program management. Provided the 

profundity of business challenges, KPMG attempted a employee driven approach empowering 

the customer to adapt People CMM to help guarantee the difficulties close by are settled as well 

as lessened later on. KPMG also helped the customer in recognizing the boundaries to 

understanding the common vision of the organization. 

6.7.2. Approach Taken  

'CARE' approach utilizing the PCMM standards was adapted. 'CARE' is for Commitment, 

Adaption, Review and Engagement. Responsibility stage stressed on Executive Leadership 

contribution, Adaption stage concentrated on profound investigation of granular - level practices 

over the organization to pick up top to bottom and direct comprehension of difficulties and 

investigate conceivable outcomes of current arrangement of practices that require benchmarking 

with the PCMM model. In this stage enter objectives in quantifiable terms were advanced to 

determine present and potential difficulties. Audit stage concentrated on setting up and mapping 

particular arrangement of practices from PCMM model to accomplish the set objectives and 

consistent survey/assessment of adaption productivity and adequacy. Engagement stage being 

the last stage included advantage acknowledgment and formal examination to assess the 

accomplished results. (KPMG, 2015) 

PCMM adaption can take from beginning to PCMM Maturity Level 3 in 14 to 15 months and 

therefore to Maturity Level 5 in 24 to 26 months. Near 45 to 50 individuals were included 
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specifically with portrayals from over different areas and verticals to spread the PCMM 

standards. (KPMG, 2015) 

 

6.7.3. Difficulties confronted  

As a prominent IT organization KPMG adopted People CMM for supporting and develop 

application advancement, maintenance, invention support, foundation technology 

outsourcing and BPO. During its implementation it challenged by some issues and solved 

them using People CMM guideline. 

▪ Gaining authority certainty took somewhat longer than anticipated because of deferral in 

developing and adjusting workforce practices with the business objectives till the 

effective pilot completion. 

▪ Given the multifaceted nature of various areas, PCMM program structure represented a 

significant challenge for the customer, until their organized controlling board of trustees 

and governance group was built up with portrayals from all areas. 

▪ An assortment of correspondence vehicles were introduced, empowering the sharing 

regular terms and dialect over the organization to try to avoid data mutilation  

▪ Leveraging on the web innovation and technological methods for offering policies to the 

extensive workforce, helped upsurge of awareness.  

▪ Cultural affectability was another idea to the KPMG group as the leadership rose with a 

social sensitization program that empowered the PCMM program team to use and utilize 

the more resilient part of localized culture to modify the workforce approaches and cross 

pollinates driving practices over the organization. 

▪ As viable techniques develop, group had irregular difficulties in changing them to 

particular and solid activities till the time the PCMM team develop a solid working board 

of trustees with units of youthful and vivacious staff individuals were employed in all 

areas to array and implement activities on the ground to understand the advantages of 

high-level system.  

▪ Involvement of employees those appointed deliberately with satisfactory information of 

topographies, functions verticals etc. to make the PCMM program a collaborative and 
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profoundly a community oriented organizational advancement initiative that rolled out 

evident improvements in a positive course.  

 

6.7.4. Key Benefits of using people CMM in KPMG 

Quantitative aspects of benefits: 

▪ Employee abrasion reduced 11 to 12 percent because of consistent showing of employee 

connect and genuine commitment. 

▪ Utilization improvement between 67 to 75 percent because of the organized competency 

appraisal and improvement programs imparted over the organization empowering 

workers to survey self and master to assimilate inputs for expertise up-gradation. 

▪ 7 out of 10 commitments had extended scope winning bigger work volumes from key 

customer accounts covering numerous areas and geographies. This empowered powerful 

coordination among the various teams.  

▪ Customer Satisfaction Index and Employee Satisfaction Index displayed a higher 

satisfaction grades in a range of 6-7 maintained with more than 75 percent support in 

such studies and activities.  

 

Qualitative aspects of benefits: 

▪ Cycle time lessening detected over different employee commitment lifecycle covering 

dispensation of asset demands, interview agenda, offer release, acceptance of offer, 

acceptance and making the new officeholder profitable. 

▪ Perception management turned out to be more proactive and organized with assortment 

of correspondence vehicles established. 

▪ Different employees connect programs developed and conveyed. 

▪ Competency improvement programs were led and results were supported with organized 

strengthening of people and teams.  

▪ Progression designing was proactive and process duration checked to summon a back-up 

owing to failed retention.  
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▪ Collaborative work acknowledgment programs took off to empower joining of different 

verticals and geographies.  

 

6.7.5. Journey forward of the client 

Sustenance program concurred with the customer with intermittent SCAMPI evaluations in order 

to empower the habituated usage of PCMM practices and PCMM based competency appraisal 

for key roles to always upgrade the contribution of key partners those are specifically lined up 

with the organizational objectives. Persistent development journey of embracing methodology to 

additionally enhance the individual driven measurements. 
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7. Conclusion 

Here, in this section the conclusions about the research accomplishment, strength and reliability 

are evaluated. Also about the goal achievement is examined through the research progression. 

The sub-portion suggests the next possible themes for research that could be studied in the future 

about this subject. 

 

7.1. Contribution of the Study 

At the point when improvements directed by the People CMM are introduced, these 

improvements are sometimes apparent as a human resources program. Though, organizations at 

higher maturity levels have consistently observed the People CMM to be a general business 

magnificence model more than only a human resource practice. The cumulative focus on 

performance improvement at higher maturity levels wheels a People CMM-based development 

program straight into influencing the functioning performance of the business. When officials 

distinguish an organization's key targets, the People CMM gives direction that enhances the 

organization's capacity to fulfill the recognized objectives through arraying a skilled, competent 

workforce that is performing and constantly enhancing its business processes.  

The maturity levels from 2 to 5 of the work force capability will be successful if the specific 

level, process areas, objectives and practices go in methodical and estimated way and no 

intersection of level be permitted in any circumstance. These practices should be regulated inside 

the team and in the organization in general to make it constant moving process. Without a doubt 

it is confirmed reality that an opulence number of 500 organizations over the globe have profited 

from people capability maturity model. The first research question of this master’s thesis, what 

are the main stages of P-CMM in the development of an organization’s is answered in second 

chapter the literature review.  The second research question is, how could P-CMM serve as 

guideline and standard to assist an organization to address the challenges faced and to make 

available potential solutions, is answered in third chapter the uses of PCMM and the third 

question, role of P-CMM practices in business organization advancement, how it can deliver 
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competitive improvement for an organization, is answered in second chapter as well. And all of 

the research questions answer discussed to some extent in the chapter 5 and 6. 

The People CMM gives direction on applying practices in an organization development program. 

People CMM gives two level of direction and guidance. The first one is direction on a 

methodology for improving the overall organization with time and direction on practices, the 

organization can utilize to tackle unambiguous issues or inadequacies in its workforce practices. 

The P-CMM does not indicate the definite workforce practices for perform in giving guidance to 

the organization. Relatively, it sets a structure for choosing and fitting practices to the 

organization's tradition, culture, and ambience. There are numerous specialized bases that depict 

particular strategies for workforce practices, like team structure, performance management and 

training. The P-CMM does not give direction on the most proficient method to execute the 

improvement program thyself. The People CMM is a guide for organizational development and 

should be combined with a model of how to apply an improvement program.  

Provisional program should coincide with the customer with intermittent SCAMPI examinations 

in order to empower the comfortable application of PCMM practices and PCMM based 

capability appraisal for key roles to continually improve the commitments of main investors and 

partners those are straight aligned with the organizational objectives. Constant development 

journey of implementing approach should carry on additionally to enhance the people driven 

measurements. 

 

7.2. Limitations 

All researches suffer from some limitations and difficulties and this research is also facing the 

limitation as well. There were limitation to access the required information, such as the first hand 

study data, organization development and collaboration with people CMM.  Also Time constrain 

is one of the main limitations because the people CMM has many details in regard to relation 

with the implementation in organizations. To overcome this concern, the proper planning should 

be done for all stages starting from the preparation. For primary data reading collection of data 

should be conducted to coordination with the supervisor. For fulfilling this purpose one person is 

not adequate to conduct this vast research rather a capable group is needed. The subject is 
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covering wide area, for that the model shall cover specific area or process within the 

organization. Because of broadness of the subject, it has further scope of the research,can be 

carried out to define more clearly and agree on it in subtle difference with supervisor.   False 

information from case study employees can be one of constrains. The case studies can provide 

false information because of confidentiality of the information because of the organizations own 

policy. In this type of study more reliability, validity and dependence between both sides should 

be there. So the dependence and confidentiality should be optimum between both sides and to 

avoid this case of limitation and the information should be primary.  

 

7.3. Further Research 

People CMM alongside different systems can enhance organizational Performance. Yet, more 

research work and contextual analyses for aligning the subjective and quantitative PCMM 

particular case are required at different levels. 

Further observational investigations are important to sum up the discoveries. The examination 

can be proceeded by interviewing individuals working in the organizations with coordinated 

practices. A more extensive accumulation of information would be valuable to think about the 

practices executed in various organizations to permit a better understanding of how People CMM 

could be connected to enhance the ability and performance of workforce. More solid 

arrangements could be given by utilizing the experience from different organizations.  

Future work ought to appropriately focus around recognizing and addressing different variables 

that can enhance the project achievement rate through the use of People CMM, such as, 

hierarchical factors that when workers are given a specific level of flexibility through ideal 

controlling, it would be more proficient for them to practice the advantages of People CMM as 

self-organizing groups. 

Keeping in mind the end goal to effectively deal with the workforce in the organization, People 

CMM could be utilized to draw in, connect with, and hold workforce, as well as to give direction 

on the best way to persistently enhance the workforce's abilities. It goes for building solid 

linkages of people processes with business outcomes. The subjective approach of the 
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examination gave by the respondents gives an understanding into the genuine experience of 

People CMM real-life practices in organizations.  

Subsequently, it is fundamental for the organizations which might want to accomplish a higher 

maturity level to see plainly the viability of the present practices and audit the plausibility of the 

usage of the practices in the following level after achieving the objectives in the present level. 

This paper adds to research and practice by looking at observationally the best approaches  to 

apply PCMM, demonstrating cases of genuine practices to accomplish the objectives of different 

process areas, and how the model could assist the organization with understanding the 

difficulties it confronted and give proposals to potential improvement. 
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