
Assessing Publications Process-Maturity: The Experiences of
Two Organizations at Different Levels of Process Maturity

JoAnn T Hackos, Lisa Blaschke, Brenda MacKay, and Deborah J. Rosenquist

As Information Development organizations grow und
ntature, their orgctnizcLtional ,ttructure sltould grow and
nlature as well. The optimal strLLcture for an organization in
its early stages sltctulcl .focus ott achievin.g stability end
repeatable quality. As cm organ.ization ntatur:s, the optimal
structure may need to be significcxtt\' different to clevelop a
more thorough understan.d.ing of customers cLnd contribLLte
substantiaLLy to customer scttisfaction.

OVERVIEW OF THE PROCESS MATURITY
MODEL

Dr. JoAnn Hackos and her team at Comtech evaluated
two organizations at very diff'er-ent stages in their
rnaturity: the technical publications, training, and

translation organizations at SAP AG in Walidorf,
Germany and the technical publications organization at

Dell Computer in Austin, Texas.

In this presentation, Dr. Hackos will summarize the
Publications
Process Maturity Model (PPMM) and describe the flve
levels:

Level 'l: Ad hoc
Level 2: Rudirnentary
Level 3: Organized and- Repeatable
Level 4: Managed and Sustainable
Level 5: Optirnizing

She will explain the assessment process and how results
are reported to management and staff.

MAKING MIRACLES HAPPEN: MOVING FROM
LEVEL 1 TO LEVEL 3

Lisa Blaschke and Brenda MacKay will present SAP
AG's experience with Process Maturity. They will expiain
how they used the assessment proces sto evaluate the
etfectiveness of their current processes and how they have
put a plan in place to move fi'om Level I to Level 3.

ORGANIZATIONAL STRUCTURE AND ITS
IMPACT ON PROCESS MATUIRY

Deborah Rosenquist will explain the evolution of Deil's
Information Deveioprnent Department and the Process
Maturity evaluation that took place in August 1996. She

wiil explain how Dell's organizational structure had an

impact on the maturity level and how she pians to
implement process improvements within three years and

set long term goals for fbur to five years"
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