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Foreword

[SO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical activity.
ISO and IEC technical committees collaborate in fields of mutual interest. Other international organizations,

governmen

tal and non-governmental, in liaison with ISO and IEC, also take part in the work.

The procedures used to develop this document and those intended for its further maintenance are described
in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the different types
of document should be noted. This document was drafted in accordance with the editorial rules of the 1ISO/
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tee SC 40, IT service management and [T'governance.

| edition cancels and replaces the first edition (ISO/IEC 30105-2:2016), which has been

hanges are as follows:
ind abbreviated terms have been added;

4 has been restructured to improve the sequence of the document;

duplicd
Annex

ted contents'from ISO/IEC 30105-1 and ISO/IEC 30105-3 have been removed from (|
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2 hasbeen revised to improve clarity;
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msCwork product (WP)” and “generic work product (GWP)” have been changed to "i|nformation

item” a

nd “generic intormation item- respectively, 1ollowing ISO/IEC/IEER 247 /74;

Figure 4 has been revised according to ISO/IEC 33063;

model (PAM) for organizations undergoing digital transformation;

digital

strategy for ITES-BPO organizations has been added;

references to ISO/IEC TS 30105-9 have been added, providing an extension to the process assessment

two new tactical enablement processes, TEN9 (Communication management) and TEN10 (Documentation

management), have been added in order to align with ISO/IEC 20000-1 and ISO/IEC TS 33074;

the definitions of process capability levels and process attributes in Clause 5 and Clause 6 have been

aligned to improve consistency with ISO/IEC 33020;
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— editorial errors from the previous edition have been corrected.
Alist of all parts in the ISO/IEC 30105 series can be found on the ISO and IEC websites.

Any feedback or questions on this document should be directed to the user’s national standards
body. A complete listing of these bodies can be found at www.iso.org/members.html and
www.iec.ch/national-committees.
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Introduction

IT Enabled Services-Business Process Outsourcing (ITES-BPO) services encompass the delegation of one
or more IT enabled business processes to a service provider who uses appropriate technology to deliver
that service. Such a service provider manages, delivers, improves and administers the outsourced business
processes in accordance with predefined and measurable performance metrics. This covers diverse business
process areas, such as human resource management, administration, healthcare, financial management,
supply chain management, travel and hospitality, media, market research, data analytics, telecommunication,
manufacturing, etc. ITES-BPO services provide business solutions to customers across the globe and form
part of the core service delivery chain for customers.

The ISO/IEC 30105 series specifies the requirements for lifecycle processes performed by an ITES-BPO
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Figure 1 illustrates the key entities ‘and relationships involved in an ITES-BPO service. Th
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er providing services to customers through contracts and in industry veftieals.
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les process capability gap determination and improvement, for service providers
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es on IT enabled business processes which are outsoutced.
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5 improvement (PI) implemented using the 1SO/IEC 30105 series can lead to a clea
nent for customers and service providers;

ent to the ISO/IEC 30105 series cam,improve consistency, delivery quality and pred
very of services.
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Figure 1 — ITES-BPO key entities
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 2:

Process assessment model (PAM)

1 Scope

This document specifies the process assessment model (PAM). It contains process definitions (
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provider.

Kists of a set of indicators for process performance and process-¢apability. The ind

f the ITES-
e outcomes
e customer

icators are

asis for collecting the objective evidence that enables an assessor to determine ratings. The set

s included in this document is not intended to be an all-inclusive set, nor is it intd
n its entirety. Supersets and subsets are selected according to the context and the {

this document is directed at assessment sponsors and competent assessors who wis
hn associated documented assessment process for the ITES-BPO lifecycle processes,
ap determination.
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g documents are referred to in the'text in such a way that some or all of their content
ts of this document. For dated teferences, only the edition cited applies. For undated
lition of the referenced document (including any amendments) applies.

D00-10, Information technology — Service management — Part 10: Concepts and termin

5, definitions-and abbreviated terms
poses of this document, the terms and definitions given in ISO/IEC 20000-10 and the follg
maintain’'terminology databases for use in standardization at the following addressg

ine’browsing platform: available at https://www.iso.org/obp

nded to be
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3.1 Terms and definitions

3.11

assessment indicator
sources of objective evidence used to support the assessor’s judgement in rating process attributes

Note 1 to entry: Examples include practice, information item, or resource.

[SOURCE: ISO/IEC 33001:2015, 3.3.1]
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base practice
activity that, when consistently performed, contributes to achieving a specific process purpose

[SOURCE: ISO/IEC 33001:2015, 3.3.2]

3.1.3
capability

dimension

set of elements in a process assessment model explicitly related to the measurement framework for process

capability

[SOURCE: ISO/IEC 30105-4:2022, 3.1.4]

3.14

generic pr
activity thg

[SOURCE: I

3.1.5
genericre
resource sy

3.1.6
objective €
data suppo

Note 1 to en

Note 2 to enftry: Objective evidence for the purpose of audit generally consists of records, statements of

information
[SOURCE: I

3.1.7
process as
disciplined

[SOURCE: I

3.1.8

process as
model suit3
process ref]

Note 1 to e
identificatio
can be term

hctice
t, when consistently performed, contributes to the achievement of a specific process i

50/IEC 33001:2015, 3.3.6]

fource
ch as human, financial or technical, that is used when performing-a process

vidence
Fting the existence or veracity of something

ry: Objective evidence can be obtained through observation, measurement, test or by other 1

which are relevant to the audit criteria and verifiable.

50 9000:2015, 3.8.3, modified — "verity " has been changed to "veracity" in the defini

sessment
evaluation of an organization unit’s processes against a process assessment model

50/1EC 33001:2015, 3.2.15]

Kessment model
ble for the purpdse of assessing a specified process quality characteristic, based on d
erence models

htry: Procéss-assessment models addressing a specific process quality characteristic can
h of the.¢chadracteristic in the title; for example, a process assessment model addressing proce|
bd a "process capability assessment model"”.

ttribute

neans.

fact or other

tion.]

ne or more

include the
s capability

[SOURCE: I

bO/YEC 33001:2015, 3.3.9]

3.1.9

process attribute
measurable property of a process quality characteristic

[SOURCE: ISO/IEC 33001:2015, 3.4.3, modified — admitted term "process quality attribute” has been

removed.]

3.1.10

process capability
characterization of the ability of a process to meet current or projected business goals

[SOURCE: ISO/IEC 33020:2019, 3.4]
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pability level

characterization of a process on an ordinal measurement scale of process capability

[SOURCE: ISO/IEC 33020:2019, 3.5]

3.1.12

process performance

extenttow

hich the execution of a process achieves its purpose

[SOURCE: ISO/IEC 33001:2015, 3.4.7]

3.1.13

tailoring guideline

instructio

that enable an organization to adapt standard processes appropriately to meet sped

ific needs

Note 1 to erjtry: Tailoring a process adapts the process description for a particular objective. For)examyple, a project

creates its defined process by tailoring the organization’s set of standard processes to meet the Objectives

constraints,

and environent of the project. The organization’s set of standard processes is described at a général level that cannot be

directly usah

Note 2 to en
are candidaf

3.2 Abbs

BP
GP
GR
ITES-BPO
KPI
MF
OEN
PA
PAM
PCI
Pl

le to perform a process. Tailoring guidelines aid those who establish the defined.processes for s

[ry: Tailoring guidelines describe what can and cannot be modified and identify process com
es for modification.

'‘eviated terms

base practice

generic practice

generic resource

IT Enabled Services-Business Process\Outsourcing
key performance indicator

measurement framework

operational enablement

process attribute

process assessment model

procesgtapability indicator

proeess improvement

ecific needs.

bonents that

PPI

process performance indicator

PRM
RLS
SDL
SEN
SLA

SLN

process reference model
relationship

service delivery
strategic enablement
service level agreement

solution
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TEN
TRN
TRO
UAT
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tactical enablement
transition in
transition out

user acceptance testing

4 Overview of the process assessment model (PAM)

4.1 General

In ISO/IEC
quality cha

The PAM djs

a procg

a capal

The PRM d
document,
ITES-BPO 1
describes t

33001, the PAM is described as a model suitable for the purpose of assessing a spegif
Facteristic, based on one or more process reference models (PRMs).

fines a two-dimensional model of process capability, consisting of:
ss dimension, where processes are defined and classified into process categories;

ility dimension, where a set of process attributes (PAs) grouped into-capability levels

establishes the basis for a PAM that provides a common basis for performing asse
fecycle processes, enabling the results to be reported using’a common rating scale
ne relationship with the requirements for PAMs that aréspecified in ISO/IEC 33004.

ied process

is defined.

efined in ISO/IEC 30105-1, associated with the process descripfion and attributes defined in this

ssments on
Clause A.2

The PRM defined in ISO/IEC 30105-1 and the capability dimension defined in ISO/IEC 30105-3 cannot be
used alone|as the basis for conducting reliable and consisteént assessments of process capabilitly, since the
level of detjil available is insufficient. The relationship issshown diagrammatically in Figure 2.
ISO/IEC 30105-3 1SO/IEC 30105-2
Measurement framework (MF) and
L. . Process assessment model (PAM)
drganization maturity model (OMM)
Level 5: Innovating (1 attribute) h
Level 4: Predictable (2 attributes) — (GPsforeach PA
Capabilit — GRs for each PA
d?rlr);::nlsiloyl Level 3: Established (3 attributes) — Generic information items for each PA
Level 2: Managed (2 attributes) %
N
Level 1: Performed (1 attribute) —> | — BPs for each process
Level 0: Incomplete — Information items for each process )
—/
Stratepic
enablerphent
| |Relationship |
| Solution | |—|—|—| X
[ ]
| Transition in | )
2, T
o : :
g,
Q. —
oy, [ Transition out | ISO/IEC 30105-1
G Tactical Process reference model (PRM)
enablement
Operational
enablement

Figure 2 — Relationship between PRM, PAM and MF
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The ITES-BPO PAM extends the PRM provided in ISO/IEC 30105-1 with the definition of the ITES-BPO
assessment indicators and their use. The ITES-BPO process descriptions meet the following requirements:

the set

process descriptions shall contain process purpose and process outcomes;

of process outcomes shall be defined to achieve the purpose of the process;

lowest level of its intended measurement scale.

process descriptions shall not contain or imply aspects of the process quality characteristic beyond the

The PAM incorporates the measurement framework (MF) defined in ISO/IEC 30105-3. The PAM addresses all
of the levels (starting at process capability level 1) of the process MF for the process quality characteristics
for each of the processes within its scope.

4.2 Structure of the ITES-BPO PAM

4.2.1 Process dimension

Process di
described
outcomes.
positive res

Satisfying
capability

ension includes all of the processes listed in ISO/IEC 30105-1. Each. process in
y a purpose statement which contains objectives of the process anda set of specif
[he outcomes are associated with the process purpose statements,’and indicate th
ult of the process performance.

the purpose statements of a process represents the only(step in achieving a leve
vhere the expected outcomes are observable.

4.2.2 Capability dimension

Process capability levels are defined in ISO/IEC 30105-3:and detailed definitions of the proces
levels and HAs are set out in Clause 6, together with theqelévant process capability indicators (PQ
capability is expressed in the PAM by grouping process assessment indicators into capability lg
0 to 5). Leyel 0 does not include any type of indicators. Level 0 reflects a non-implemented process or a
process whiich fails to even partially achieve its gutcomes.

A capabilit]
perform a
process ass
improving

PAs are pr
measure. |
effectivene

Within the
PAs are us
particular 3

 level is a set of process assessment indicators that together describe an ability to ¢
brocess at a given capability level. The existence (or non-existence) of evidence to
essment indicators helps determine the capability levels. The levels constitute a ratio
Capability for any process.and are defined in ISO/IEC 30105-3.

cess features which\ean be evaluated on a scale of achievement to provide a proces

5s, in achieving\its process purpose and in contributing to the organization’s business

bd to determine whether a process has reached a given capability. Each attribute
ispect of the process capability.

At each le

the PAM is
c expected
e expected

1 process

5 capability
[s). Process
vels (levels

perate and
meet these
hal path for

5 capability

ach PA describés)a feature of the overall capability in managing and improving process

goals.

PAM, the<measure of capability shall be based upon the nine PAs defined in ISO/IEC 30105-3.

measures a

ect of the

relhthere is no ordering between the PAs; each attribute addresses a specific as

capability level.

4.3 Asse

ssment indicators

4.3.1 Overview

The PAM is based on the principle that the capability of a process can be assessed by demonstrating the
achievement of PAs on the basis of evidence related to assessment indicators.

There are two types of assessment indicators: PCIs, which apply to capability levels 1 to 5, and process
performance indicators (PPIs), which are defined for capability level 1 but apply to all capability levels 1 to 5.
These indicators are defined in 4.3.2 and 4.3.3.

© ISO/IEC 2024 - All rights reserved
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assessment of the extent of achievement of a PA in the implemented process. These indicators

concern significant activities, resources or results associated with the achievement of the attribute purpose
by a process.

Types of PC
— generic
— generic

— generic

[s are:
practice (GP);
resource (GR);

information item.

As additional indicators for supporting the assessment of a process at level 1, each process has a set of PPIs
in the process dimension. These are used to measure the degree of achievement of the process performance

attribute fdr the process assessed.

Types of PH

— base pt

— informption item.

[s are:

actice (BP);

The performance of BPs indicates the extent of achievement of the process purpose and proces$ outcomes.

Information items are either used or produced (or both) when performinghe process.

The PPIs and PCls defined in this document represent types of objective evidence that can be found in an
implementation of an ITES-BPO process. Therefore, these can be used to judge achievement of capability.

The three types of PCls and two types of PPIs are identified in Eigure 3.

Capability
dimension Capability
level 0to 5
> PAs <
PA achievement
—al...
—a2..
— an...
A 4
A4 G .
PCl GRs GPs o enenie
information items
A\ 4 \ 4
PPI BPs Information items

Figure 3 — Process assessment indicators

© ISO/IEC 2024 - All rights reserved
6


https://iecnorm.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

4.3.2 PCIs

They are intended to be applicable to all processes and are defined for ITES-BPO lifecycle processes in
Clause 6.

All the PCIs relate to the PAs defined in the capability dimension of the PAM. They represent the type of
evidence that supports judgments of the extent to which the attributes are achieved. Evidence of their
effective performance or existence supports the judgment of the degree of achievement of the attribute. The
GPs are the principal indicators of process capability.

The GP indicators are activities of a generic type and they provide guidance on the implementation of the
attribute’s characteristics. They support the achievement of the PA and many of them concern management
practices, i.e. practices that are established to support the process performance as it is characterized at level
1. Tables in

L0 1o a1 H £l o CDo o 1 L. 4 ratad ikl L-DA
U.4 115U LIIT llla}JlJlllsD Ul LIIT Ul O LU LIIU dUITITVUITITIILS doosuUlIidlUTuUu vWiIlll TAdUIl 1T 1.

evaluation of process capability, the primary focus is on the performance of theGPs{ In general,

fes of all GPs are expected for full achievement of the PA.

During the
performan

in order to
ucture. The

The GR ind
achieve the
availability]

icators are associated resources that can be used when performing th®e process
attribute. These resources can include human resources, tools, methods and infrastr
of aresource indicates the potential to achieve a specific attribute.

The assess
resources
identified
organizatig

br should interpret the GRs according to the process assessed<{For example, for PA ?
vith identified objectives, responsibilities and authorities®,\an assessor looks for

pbjectives, responsibilities and authorities in service delivery management proces

nal processes looks for governance structures (e.g.¢mdndated committees, posi

identified dbjectives, responsibilities and authorities.

The generi

c information item indicators are sets of characteristics that are expected to be

information items of generic types as a result of achievement of a PA. The generic information

the basis fj

br the classification of the information itéms defined as PPIs. They represent bas

information items that can be inputs to or outputs frem all types of process.

These thresd

Due to the
which the
(GP 1.1.1).
analysis, ad

43.3 PP

PPIs relate
address thg

Evidence of
provide obj

types of indicators help to establish objective evidence of the extent of achievement of a §

fact that level 1 capability of a process is only characterized by the measure of th
rocess purpose is achieved, the-process performance attribute (PA 1.1) has a single (
n order to support the assessment of PA 1.1. To amplify the process performance a
ditional PPIs are defined inr the PAM.

S

to individual precesses defined in the process dimension of the PAM and are chosen {
achievemept'of the defined process outcomes.

performance of the BPs and the presence of information items with their expected cha

lective,evidence of the achievement of the process outcomes.

.1, "human
roles with
ses, but for
tions) with

evident in
items form
ic types of
pecified PA.

e extent to
P indicator
chievement

o explicitly

racteristics

A BP is an

:\r‘tivity tlﬁat addresses thn purpnca of 3 partir‘u]ar prnrncc ancictnnﬂy pnrfnrm

ng the BPs

associated with a process helps to consistently achieve the process purpose. A coherent set of BPs is
associated with each process in the process dimension. The BPs are described at an abstract level, identifying
"what" should be done without specifying "how." Implementing the BPs of a process should achieve the basic
outcomes that reflect the process purpose. BPs represent only the first step in building process capability,
but they represent the unique, functional activities of the process, even if that performance is not systematic.

The performance of a process requires information items that are identifiable and usable in achieving the
purpose of the process. In this PAM, each information item has a defined set of example characteristics
that can be used when reviewing the information item to assess the effective performance of a process.
Information item characteristics can also be used to identify the corresponding information item that is
used or produced by the organization being assessed.
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Clause 5 contains a complete description of the processes, including the BPs and the associated information
items. Annex B describes information item characteristics, with Clause B.2 containing a list of generic
information items and their characteristics, and Clause B.3 containing a list of process-specific information

items, with

the generic information items for completeness, and their characteristics.

Similar to the concept of modularity in object orientation, the shared characteristics of a group of information
items have been extracted into a generic information item. An assessor should refer to both the information
items and the generic information items in the PAM in the context of the actual information items when
performing an assessment.

4.3.4 Measuring process capability

The PPIs and PCIs in PAM give examples of evidence that an assessor can obtain, or observe, in the

performange of an assessment. The evidence obtained in the assessment can be mapped ont
indicators o enable correlation between the implemented processes and the processes defided i
These indifators provide guidance for assessors in accumulating the necessary objective ¢
support judgments of capability. They are not intended to be regarded as a mandatory-set of cheq
followed.
An indicatdr is defined as an objective characteristic of a BP or information itemthat supports tH
of the performance or capability of an implemented process. The assessment indicators and their 1
to process performance and process capability are shown in Figure 4 based-on ISO/IEC 33063:2(
PAs For each attribute Process assessment
PA11toPAS.1
Levells b PA 5.1 Process innovation
g PA 4.1 Quantitative analysis
Za Levells |l PA 4.2 Quantitative control Process capability assessment (Level 1 to 5)
Q \. based on process capability indicators:
g PA 3.1 Process definition - GP: Generic practice
T Levell3 I pp 3.2 process deployment ? - GR: Generic resource
_§‘ PA 3.3 Process assurance - Generic information item
2 Levell2 ® PA 2.1 Performance management
3 PA 2.2 Documented information managément
(3]
© Levelll M p 11 process performance
Levello [* An
for
A,,o 0
"8&% —
§
- Additional indicators for Level 1 assessment
Strategic based on process performance indicators:
enabl¢ment - BP: Base practice
Relationship | [S— 2 - Information item
T N\ o
C
Solution e*’qu,,
?,
Pr— 2
Transition in Zsy
"»o %hn
Cog | Service delivery | 1

b the set of
n this PAM.

vidence to
klists to be

e judgment
elationship
15.

plification
PA1.1

Transition out I_Iil_l

Za 5

Tactical
enablement
Operational —
enablement

Figure 4 — Measuring process capability using process assessment indicators

Assessment indicators are used to confirm that certain practices were performed, as shown by observable
evidence collected during an assessment. All such evidence comes either from the examination of information
items or from statements made by the performers and managers of the processes.
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The existence of BPs, information items and information item characteristics provide evidence of the
performance of the processes associated with them. Similarly, the existence of PCls provides evidence of
process capability.

The evidence obtained should be recorded in a form that clearly relates to an associated indicator, so that
the support for the assessor’s judgment can be readily confirmed or verified as required by ISO/IEC 33002.

The output from a process assessment is a set of process profiles, one for each process within the scope of the
assessment. Each process profile consists of a set of the PA ratings for an assessed process. Each attribute
rating represents a judgment by the assessor of the extent to which the attribute is achieved. To improve the
reliability and repeatability of the assessment, the judgments of the assessor are based on a coherent set of
recorded objective evidences.

5 Processes and PPIs (level 1)

5.1 Geng¢ral

This clausd
document.
in ISO/IEC

The individ
defined in |

defines the processes and the associated PPIs within the PAM as defined in Figu

Che processes and process categories in PAM can be directly mapped€o those defined
B0105-1.

ual processes are stated in terms of process name, process\piirpose and process o
SO/IEC 30105-1.

re 4 of this
in the PRM

utcomes as

For each prjcess, the PAM further provides:

a) a set of BPs defining the tasks and activities needed to@accomplish the process purpose and fulfil the
process outcomes; each BP is explicitly associated to aprocess outcome, e.g. "[Outcome a)]";

b) anumber of information items associated with eaclisprocess and related to one or more of ity outcomes,
e.g. "[Outcome a)]";

¢) characteristics associated with each information item, as indicated in Table B.4.

The BPs angl information items constitute the'set of indicators to assess process performance for § particular

process.

Each BP arnd information item is gress-referenced to the process outcomes it addresses. All information

items relatg

NOTE
Annex B wit]

A docume
(applicatio
considered

B

!

e as inputs or outputs tothe process as a whole; see the mappings later in this clause.

ach information item‘has a unique ID. Detailed characteristics of these information items are
h the same ID.

ted assessment process and assessor judgment is needed to ensure that proc
domain, business purpose, development methodology, size of the organization, etc.)
whentevaluating a process. This list of information items is provided as an example 4

indicated in

PSS context
is explicitly
nd starting

point for considering whether the information items are required to support the purpose of the ]T"ocess. The
list of itemg is.Hot to be considered as a checklist of what each organization should have.

The assessor should also consider the relationship between this document (ISO/IEC 30105-2) and the other
parts of the ISO/IEC 30105 series. For example, ISO/IEC TS 30105-6 is referred to for additional guidelines on
risk management. ISO/IEC 30105-8 is referred to for additional information items with regards to continual
performance improvement. ISO/IEC TS 30105-9 provides the guidance on extending process capability
assessment for digital transformation based on the PAM defined in this document, outlining the outcomes
for a digitally transformed ITES-BPO organization’s processes and the corresponding BPs to achieve such
outcomes.
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5.2 BPs and information items for ITES-BPO lifecycle processes

5.2.1 Strategic enablement (SEN) processes

There are two processes under this category:

a) SENT1: Strategic planning and direction setting;

b) SENZ2:Innovation management:

Tables 1 - 6 contain the relevant processes related to strategic enablement:

— Table 1: SEN1 Strategic planning and direction setting process purpose and outcomes;

— Table Z: SEN1 Strategic planning and direction setting process BPs;

— Table 3 SEN1 Strategic planning and direction setting process information items;

— Table 4 SEN2 Innovation management process purpose and outcomes;

— Table 5 SEN2 Innovation management process BPs;

— Table : SEN2 Innovation management process information items.

Table 1 — SEN1 Strategic planning and direction setting process purpose and outcomes

ID SEN1

Name Strategic planning and direction setting

The purpose of the SEN1 process is to define’and share business objectives, strategie$ and organ-

Purpose izational roadmaps to achieve strategic geals:

As aresult of the successful implementation of this process:
a) business objectives, direction,afid’strategies are defined and shared to the orgamization and
relevant stakeholders;

b) business objectives, direction and strategies are defined for service offerings of the service
provider;

Outcomes c¢) implementation plans are defined to achieve business objectives, direction and Jtrategies;
d) strategic roadmaps are developed within the constraints of the service provider{resources;

e) commitiment and leadership with respect to the business is demonstrated;

f) digital vision and strategy are outlined, defining the role and approach for ysing digital
technologies within the ITES-BPO organization.
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Table 2 — SEN1 Strategic planning and direction setting process BPs

ID SEN1

BP1. Determine objectives: Bring together required stakeholders to develop long-term organi-
zation objectives in terms of lines of business, growth prospects, contributions to geography, etc.
[Outcome a)]

BP2. Cascade objectives across organization: Determine specific objectives at a business unit
and department level in line with the organization objectives. [Outcome a), b)]

BP3. Determine roadmaps and targets: Identify specific roadmaps, targets for business lines,
both for long term and short term. [Outcome c), d)]

BP4. Demonstrate commitment and leadership: Demonstrate commitment and leadership
with respect to the business. [Outcome )]

BP5. Define the approach to leveraging digital capabilities: Outline the digital vision and
strategy. Define the role it is intending to play in the digital ecosystem within the ITES-BPO
organization. [Outcome f)]

BPs

NOTE  Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 1, row "Outcomes")

Table 3 — SEN1 Strategic planning and direction setting process information items

Information items

Inputs Outputs
2.01 Businefs case [Outcome a), c), )] 3.09 Business plan\[Otutcome a), )]
2.13 Stakehplder list [Outcome b)] 3.39 Strategicplan' [Outcome a), f)]
2.09 Contraft obligation mapping [Outcome €)] 8.19 Organizational objectives [Outcome a), f)]
3.09 Business plan [Outcome €)] 6.05 Business review report [Outcome b), c)]
3.14 Communication plan [Outcome f)] 3.18 Department or unit implementation plajns [Out-
4.06 Digitallvision and strategy [Outcome f)] condg ¢J, d), e)]

3:37 Roadmap [Outcome d), e)]
2.09 Contract obligation mapping [Outcomeje)]
8.24 Roles and responsibilities [Outcome €), [f)]
4.06 Digital vision and strategy [Outcome f)
9.05 Communication record [Outcome f)]

NOTE Letfer references [i.e. "Outcome a)", "Outceme b)"] refer to the list items of Table 1, row "Outcomes".

Table 4 — SEN2 Innovation management process purpose and outcomes

ID SEN2
Name Innovatiomimanagement
The purpose of the SEN2 process is to plan and implement programmes to make majof changes to
Purpose . : S . O .
business'processes leading to significant benefits by deploying innovation.
Asaresult of the successful implementation of this process:
a) aninnovation framework is created at an organization level;
b) ameasurement framework is established;
c) adeployment strategy is defined at an organization and process level;
Outcomes d) the major change (innovation) is executed and progress is monitored and reviewed against

expected outcomes;

e) the customer organization is involved as appropriate;

f) progressis communicated to stakeholders.
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Table 5 — SEN2 Innovation management process BPs

ID

SEN2

BPs

BP1. Create innovation framework: Create an organization-level innovation framework which
provides guidance for deployment and management of innovation. [Outcome a)]

BP2. Establish a measurement framework: Design and deploy a measurement framework to
gauge the level of innovation at a process level. [Outcome b)]

BP3. Define deployment strategy: Establish a framework deployment strategy at organization
and process level, including innovation themes and teams. [Outcome c), €)]

BP4. Execute innovation within identified scope: Innovation teams deliver innovation, as
defined in the deployment strategy, at organization and process level. [Outcome d)]

BP5. Monitor innovation progress: Measure innovation using established measurement frame-
work at periodic intervals. Monitor progress against expected outcomes. [Outcome d)]

BP6. Communicate progress and involve stakeholders: Communicate innovation ictivities
and progress and engage stakeholders to contribute and prepare to embrace deplayedl change.
[Outcome e), f)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 4, row "Outcomes".

Table 6 — SEN2 Innovation management process informatien items

Information items

Inputs

Outputs

2.20 Partne

5.06 Innov

4.03 Innov

9.20 Innov
5.13 Rewar
d), e)]

I list [Outcome a)]
ion framework [Outcome a)]

3.39 Strategic plan [Outcome a), b), d)]
3.04 Budget [Outcome c)]

ion deployment strategy [Outcome c)]

5.11 Programme governance framework [Outcome c), d)]

ion tracker [Outcome c), d)]
l and recognition process document [Outcerie

3.14 Communication plan [Outcome d), e), f)]

2.20 Partner list\JQutcome a)]
5.06 Innovation framework [Outcome a)]
3.27 Innovation roadmap [Outcome a), )]

4.03 Innevation deployment strategy [Outcome b), c),

d), €)1

6:22 Innovation measurement dashboard [Outcome b),

4, e)]

9.20 Innovation tracker [Outcome c), d)]
5.11 Programme governance framework [Oy
6.21 Innovation benefits report [Outcome d)
9.05 Communication records [Outcome d), f]

tcome d)]
b )]
]

NOTE Let

er references [i.e. "Outcome a)", "Outeome b)"] refer to the list items of Table 4, row "Outcomes".

5.2.2 Rel
There are t
a) RLS1:

b) RLS2: S
Tables 7 - 1

ationship (RLS) processes
wo processes undet:this category:
[ustomer relation's management;

upplier niamagement.

Table 7

2 contain the relevant processes related to relationship:

: RI¥S1 Customer relations management process purpose and outcomes;

Table 11: RLS2 Supplier management process BPs;

Table 8: RLS1 Customer relations management process BPs;
Table 9: RLS1 Customer relations management process information items;

Table 10: RLS2 Supplier management process purpose and outcomes;

Table 12: RLS2 Supplier management process information items.
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Table 7 — RLS1 Customer relations management process purpose and outcomes

ID

RLS1

Name

Customer relations management

Purpose

management of customer requirements and customer expectations to improve
customer satisfaction.

The purpose of the RLS1 process is to identify and manage customer relations, including the

the level of

Outcomes

As aresult of the successful implementation of this process:

are identified, reviewed and agreed upon;

b) customer satisfaction is collected, recorded and measured;

a) requirements and expectations of customers, service users and other interested parties

d) actions to improve customer satisfaction are identified, recorded~and tj
closure.

c) customer escalations, complaints and actions taken are recorded, tracked and resolved;

acked until

Table 8 — RLS1 Customer relations management process-BPs

ID

RLS1

BPs

BP1. Document relationship attributes: Identify cultutal, market, loyalty and
ies' attributes. Identify customer attributes. [Outcome-a)]

BP2. Document customers and stakeholders: Retord contacts and relationshi
business, customers, users and stakeholders. A customer relationship managemg
with details of contacts in the customer organization and corresponding contact
service provider is maintained. [Outcome aJj

BP3. Identify customer needs and expectations including communication n
tify customer needs and expectations,;and plan customer communications. [Outd
BP4. Establish and measure customer satisfaction targets: Define measurem
for achieving customer satisfaction. Collect data at a defined interval to gauge cu
satisfaction. [Outcome b)]

BP5. Communicate customer satisfaction results: Communicate results of cug
satisfaction measurement.o stakeholders. [Outcome b)]
BP6. Manage complaints, compliments and escalations: Log complaints and
ments from existing information, customer feedback and service reviews. Manag
communication, €scalations and closure. [Outcome c)]

BP7. Identify and act on improvement opportunities: Analyse customer satis
service user experience results for improvement opportunities. Identify and sele
ment opportunities. Take action on selected improvement opportunities. [Outcor]

beneficiar-

bs with the
nt system
5 in the

peds: Iden-
ome a)]
ent targets
stomer

tomer

ompli-
e status,

action and
ct improve-
ne b), d)]

NOTE Let

er references [i.e./Outcome a)", "Outcome b)"] refer to the list items of Table 7, row "Outcome".

non
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Table 9 — RLS1 Customer relations management process information items

Information items

Inputs

Outputs

8.07 Customer requirement [Outcome a)]
8.08 Customer satisfaction measurement method [Outcome

a), b), d)]

9.12 Customer feedback [Outcome a), c]

2.08 Contract [Outcome a), d)]

3.14 Communication plan [Outcome b)]

9.13 Customer relationship repository [Outcome b), c)]

2.19 Marketing collateral [Outcome a)]

3.14 Communication plan [Outcome a)]

6.24 Market analysis report [Outcome a)]
8.05 Customer approved solution document

a)]

8.07 Customer requirement [Outcome a)]

[Outcome

9.13 Customer relationship repository [Outcome a)]
6.11 Customer satisfaction analysis [Outcome a), b)]

2.08 Contract [Outcome a), d)]

9.05 Communication record [Outcome b)]
9.12 Customer feedback [Outcome b); )]
9.19 Improvement opportunity record [Outg
9.06 Complaints and compliments action log

]

ome b), d)]
[Outcome

NOTE Let

Ler references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table™7, row "Outcomg".

Table 10 — RLS2 Supplier management process purpose and outcomes

ID RLS2
Name Supplier management
Purpose The purpose of the RLS2 process is to select.and manage suppliers to provide the required
p service as per the requirements.
As aresult of the successful implementation of this process:
a) suppliers are selected for spegific services according to the identified criteri;
b) services to be provided are“defined and negotiated with each supplier;
c) roles and relationships’between suppliers are determined;
d) supplier obligations to meet requirements, including security and privacy standards,
are monitoredand managed;
Outcomes e) supplier performance against agreed criteria is monitored and managed;
f) service level requirements remain in line with overall committed customer peeds or are
actively managed where not;
&) " the supply chain is fully integrated;
h) supplier risks are identified;
i) asupply value chain is established to improve customer satisfaction.
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Table 11 — RLS2 Supplier management process BPs

ID RLS2
BP1. Identify supplier nominations: Shortlist suppliers based on ability to deliver busi-
ness requirements and defined service level agreements (SLAs) according to the identified
criteria. [Outcome a)]
BP2. Undertake supplier selection: Determine the services to be provided, scope, time-
lines, cost and other business parameters, and supplier selection criteria. Evaluate supplier.
[Outcome a)]
BP3. Negotiate and agree services: Negotiate and agree on the price, service, service lev-
BPs els, obligations and governance. [Outcome b), f)]
BP4. Define roles and responsibilities: Define roles and responsibilities for the supplier
and service provider. [Outcome )]
BP5. Review supplier performance and identify supplier risks: Review performance
against committed targets and obligations, security and privacy, and compliancé Identify
supplier risks. Seek remedial plans from supplier for any non-performanee:|Out¢ome d), e),
)]
BP6. Establish and manage the supply value chain: Design, establish, manage|and meas-
ure a value chain of suppliers to deliver value to customers. [Outcome'e), g), h), i)
NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 10, rew.*Outcomes".
Table 12 — RLS2 Supplier management process information items
Information items
Inputs Outputs
2.14 Suppliqr key contacts [Outcome a)] 2.15 Supplier shortlist [Outcome a), h)]
8.21 Propogal [Outcome a), b)] 8.32_Supplier contract [Outcome b), ¢), ), f), gf), h)]
8.34 Suppli¢r requirements [Outcome a), b)] 8.35 Supplier roles and responsibilities [Outcpme b), c),
8.36 Supplig¢r selection criteria [Outcome a), g)] 3]
8.35 Suppli¢r roles and responsibilities [Outcome b), c), ng%]Supplier performance report [Outcome d), e), f), g),
gl 1
8.32 Suppli¢r contract [Outcome c), g)] 9.11 Corrective or preventive actions records|[Outcome
6.29 Suppli¢r performance report [Outcome d), €),'f), g), 8l
h), 1)] 9.32 Supplier meet records [Outcome h), i)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 10, row "Outcomes".

5.2.3 Solution (SLN) processes

There are t
a) SLN1:§
b) SLN2:

Tables 13 -

wo processes under this category:
olution development;
Lontract{liféecycle management.

18 c¢ontain the relevant processes related to solution:

Table 1
Table 1
Table 1
Table 1
Table 17
Table 1

3TSENTTSotution development process purpose and outCcomes;,

4: SLN1: Solution development process BPs;

5: SLN1: Solution development process information items;

6: SLN2: Contract lifecycle management process purpose and outcomes;
7: SLN2: Contract lifecycle management process BPs;

8: SLN2: Contract lifecycle management process information items.
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Table 13 — SLN1 Solution development process purpose and outcomes

ID SLN1

Name Solution development

The purpose of the SLN1 process is to develop solutions that meet the identified customer

Purpose - s .
p requirements within known constraints.

As aresult of the successful implementation of this process:

a) customer requirements and known constraints are defined;

b) a project plan is developed for transition and delivery of the required outsourced
business processes;

Outcomes c) solutions are identified for the transition and the delivery of services that meet agreed
current and future business needs;

d) customer success criteria are clearly defined;

e) solutions are formally accepted by the customer.

Table 14 — SLN1 Solution development process BPS

ID SLN1

BP1. Identify requirements of services: Understand.andrecord the requirements, in-
cluding the broader purpose, scope, timelines and cemponents of process to be oytsourced.
[Outcome a), d)]
BP2. Develop a feasible solution(s): Develop feasible solutions based on the constraints
and requirements of the customer. [Outcomé.b), c), d)]
BP3. Develop knowledge transfer proposal: Define an approach to understandfing pro-
cesses to be transitioned and to creating standard operating procedures and traihing manu-
als. [Outcome a), b), c)]
BP4. Define people mobilizatiomand transfer proposal: Based on transaction|volumes,
types of transaction and business'cycles, determine an appropriate headcount to deliver the
processes, including the ramptup and ramp-down plan during transfer of procesges. [Out-
come a), b), )]
BP5. Define infrastructure proposal: Identify appropriate technology to perfoim process-
es at the service provider’s organization. This encompasses technology and non-technology
infrastructure, botlrto be transferred or any additional infrastructure required, jncluding
licence transfer’™JOutcome a), b), c)]
BP6. Define transition proposal: Define process changes in the service provider operation,
timelines for transfer of the process. Establish milestone reviews, escalation prodess and
projecttisk management. [Outcome b), c)]
BP7.Define service delivery proposal: Define processes and procedures requiied to per-
form‘the processes for service delivery. [Outcome a), b), c)]
BP8. Define plans for risk management, information security and business ¢ontinuity:
Define plans for risk management, information security and business continuity based on
the service requirements identified. [Outcome a), c)]
BP9. Obtain formal acceptance of solution from the customer: Based on mutyal discus-

sion—determine an-optimum-solution-and-achieva sian-off I0utcomeae-d)—all
Steh-aecerihRe - pHtHRHR-SeHHe R haaeeve-SH -0 outcoe-a57e7

BPs

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 13, row "Outcomes".
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Table 15 — SLN1 Solution development process information items

Information items

Inputs Outputs
8.07 Customer requirement [Outcome a), e)] 3.22 Governance plan [Outcome a)]
6.32 Volume seasonality analysis [Outcome b)] 8.07 Customer requirements [Outcome a)]
5.17 Transition methodology document [Outcome b), c), d)] | 3.43 Transition plan [Outcome b), c), d)]
5.03 Current process maps [Outcome c)] 8.31 Solution proposal [Outcome c)]
2.13 Stakeholder list [Outcome d)] 8.05 Customer approved solution document [Outcome
8.31 Solution proposal [Outcome d), €)] d), e)]

8.09 Customer success criteria [Outcome e)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 13, row "Outcomes".

Table 16 — SLN2 Contract lifecycle management process purpose and outcomes

ID SLN2
Name Contract lifecycle management
Purpose The purpose of the SLN2 process is to develop, agree and manage@contract, including mutually

agreed terms and conditions against which the contracting parti€es perform their pbligations.

As aresult of a successful implementation of this process;

a) goals and objectives of the contracting parties arg-aligned;
b) obligations of the contracting parties are agreed-upon;
¢) risksare clarified and agreed upon betweenthe contracting parties;
d) mutually satisfactory due diligence is’achieved;
e) service level and customer satisfaction targets are agreed;
Outcomes
f)  contracts are accepted and:signed by contracting parties;
g) contract changes are.assessed, recorded, tracked and actioned;

h) expirations and renewals are assessed, recorded, tracked and actioned;

i) metrics are. measured, alignment to all contracted targets is assessed and corrective
action is putin place to address any deviations.

Table 17°= SLN2 Contract lifecycle management process BPs

ID SLN2

BP1. Align objectives: Goals and objectives of contracting parties are aligned. [Outcome a),
d)]
BP2. Define and monitor obligations: Define roles and responsibilities for the cpntract-
ing parties with obligations. Monitor delivery of obligations, tracking corrective actions or
invoking dispute resolution for deviations. [Outcome b), i)]
BP3. Establish allocation of risks: Identify risks and assign to the respective parties. [Out-
come ¢)]

BP4. Agree service levels and targets: Customer satisfaction and SLAs are agreed upon
and signed between contracting parties. [Outcome e), f)]

BP5. Assess performance: Define and agree measures, assess targets and implement cor-
rective actions if required. [Outcome €), i)]

BP6. Manage contracts: Undertake contracted activities in compliance with the relevant

laws and regulations. Record, track and action contract change, expirations and renewals.
[Outcome f), g), h)]

BPs

NOTE  Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 16, row "Outcomes".
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Table 18 — SLN2 Contract lifecycle management process information items

Information items

Inputs Outputs
8.14 Internal stakeholder requirements [Outcome a)] |2.09 Contract obligation mapping [Outcome a), b), d), ), i)]
6.10 Contracts review report [Outcome a), b), g), h), )] [8.33 Supplier objectives [Outcome a), d)]
8.33 Supplier objectives [Outcome a), d)] 8.06 Customer objectives [Outcome a), i)]
8.06 Customer objectives [Outcome a), d), i)] 9.30 Risk log [Outcome c)]
2.08 Contract [Outcome b), c), f)] 2.08 Contract [Outcome f), g), h)]
9.30 Risk log [Outcome c)] 9.09 Contract tracker [Outcome f), g), h)]
4.01 Contract policy [Outcome c), d), €), h)] 9.10 Contracts repository [Outcome f), g), h)]
9.09 Contract tracker [Outcome f), g), h)] 9.08 Contract change control [Outcome g), h)]

NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 16, row "Outcomes".

5.2.4 Trgnsition in (TRN) processes

There are sjix processes under this category:

a) TRN1: People mobilization;

b) TRN2:[nfrastructure set-up — technology;

c¢) TRN3: [nfrastructure set-up — non-technology;

d) TRN4: Knowledge transfer;

e) TRNb5: Bervice delivery planning;

f) TRNG6: Pilot implementation.

Tables 19 -|36 contain the relevant processes related®e transition in:

— Table 19: TRN1: People mobilization processipurpose and outcomes;

— Table 20: TRN1: People mobilization process BPs;

— Table 21: TRN1: People mobilizatiord-process information items;

— Table 22: TRN2: Infrastructure.set-up — technology process purpose and outcomes;

2
— Table 23: TRN2: Infrastrugture set-up — technology process BPs;
4

— Table 24: TRN2: Infrastructure set-up — technology process information items;

— Table 25: TRN3:Infrastructure set-up — non-technology process purpose and outcomes;

5
— Table 26: TRN3: Infrastructure set-up — non-technology process BPs;
7

— Table 2A7:TRN3: Infrastructure set-up — non-technology process information items;

— Table 28: TRN4: Knowledge transfer process purpose and outcomes;

— Table 29: TRN4: Knowledge transfer process BPs;

— Table 30: TRN4: Knowledge transfer process information items;

— Table 31: TRNS5: Service delivery planning process purpose and outcomes;
— Table 32: TRN5: Service delivery planning process BPs;

— Table 33: TRNS: Service delivery planning process information items;

— Table 34: TRNG6: Pilot implementation process purpose and outcomes;
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— Table 35: TRNG6: Pilot implementation process BPs;

— Table 36: TRNG6: Pilot implementation process information items.

Table 19 — TRN1 People mobilization process purpose and outcomes

ID TRN1
Name People mobilization
The purpose of the TRN1 process is to mobilize the required number of people with the required
Purpose skills and experience to meet the identified service delivery requirements and the transition
timescales.
As a result of the successful implementation of this process:
aJ required human resource levels and sKill sets are determined based on agredd solutions;
b) human resources are identified and recruited to meet requirements;
¢) human resources requirements mandated by the customer are verified;
d) induction activities are completed within the transition timeseales;
e) skill sets of transferring resources are verified;
f) skill sets are enhanced to meet service delivery reqiitements;
Outcomes g) continual professional development requirements-are identified and assessed, recorded,
tracked and met;
h) transfer of employees is managed in linewith relevant regulatory requirem¢nts;
i) delivery organization structures,“roles and responsibilities and compsetencies are
defined and communicated;
j)  people mobilization activitiés are accepted by the customer in accordange with the
acceptance criteria;
k) cross-functional and.uulti-skilled teams are created within the organizatior optimizing
sourcing options.
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Table 20 — TRN1 People mobilization process BPs

ID

TRN1

BPs

BP1. Undertake resource needs analysis: Determine and verify human resource require-
ments based on solutions and internal resource availability. [Outcome a), c)]

BP2. Determine sourcing options: Identify sourcing options, such as recruitment, transfer
of staff, reskilling, etc. Analyse and evaluate options. Define sourcing solution. [Outcome b)]

BP3. Undertake resource selection: Select human resources from internal opti
Comply with the regulatory requirements, acceptance criteria including but not 1

c), d), e), h)]

ons.
imited to

required background verification. Customer selection for required resources. [Outcome b),

BP4. Recruit resources: Initiate hiring of resources. Ensure availability of resources is
accepted by the customer in accordance with the acceptance criteria. [Outcome b), c), i)]

BP5. Develop and deliver induction: Define overall organization and delivery-§
duction and communicate to ensure new employees understand the culture and

[Outcome d)]

BP6. Manage training needs: Establish and deploy training needs analysis, pro
ing, customer culture training, domain and other identified training/Evaluate to
adequacy of knowledge and skills. Maintenance of training records. JOutcome d)

BP7. Undertake continual professional development: Identjify; plan and delivg
tinual professional development requirements for the resources, based on the pr
future roles expected to be performed by the resources. Maintain records of conf
fessional development requirements (identified, planned ahd delivered) for each
[Outcome €), f), g)]

BP8. Design delivery organization: Roles, responsibilities, organization struct
are designed for the delivery of specific services.\based on acceptance criteria. [O
BP9. Gain acceptance of mobilized resourees: Define acceptance criteria for r¢
acceptance of people mobilization activities) Gain customer acceptance. [Outcom
BP10: Plan for team agility: Provide-a diversity of teams comprised of different
functions and geographies to respondybusiness changes. [Outcomes e), ), g), k)]

pecific in-
processes.

Cess train-
ensure
e), )]

r the con-
bsent and
inual pro-
resource.

ires, etc.
utcomes i)]

bview and
es j)]
skill-sets,

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] referto the list items of Table 19, row "Outcomes".

Table 21 — TRN1 People mobilization process information items

Information items

Inputs Outputs

8.05 Custo
2.05 Skills

3.34 Resoujce forecast [Outcome:a); b), d), f), k)]

3.43 Transition plan [Outcome'\a), d), h), i)]

6.28 Sourcipg options repert{Outcome b), g), h), k)]
2.08 Contrafct [Outcome)), g), i)]

3.25 Inductjon programime outline [Outcome d), ), h)]
8.22 Reguldtoryrequirements [Outcome g)]

8.01 AccepthnCe ctiteria [Outcome j)]

3.34 Resource forecast [Outcome a)]
2.10 Deployable resources list [Outcome b), c)

K]

9.33 Training records [Outcome c), d), €), h)]
3.24 Induction programme [Outcome d)]
2.17 Training needs analysis [Outcome e), f), }
2.06 Training material [Outcome e), k)]
8.23 Role competencies [Outcome e), k)]
3.17 Continual professional development plan

er approved solution document [Outcome a)]
amework [Outcome a), b),©), e), f), k)]

d), e), g),

)]

[Outcome

f), K]

2.10 DeployablereseureesHst{Outeemet

9.05 Communication record [Outcome h), j)]
2.02 Delivery organization chart [Outcome i)]
9.14 Customer sign-off [Outcome i), j)]

8.01 Acceptance criteria [Outcome j)]

2.05 Skills framework [Outcome k)]

6.28 Sourcing options report [Outcome k)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 19, row "Outcomes".
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Table 22 — TRN2 Infrastructure set-up — technology process purpose and outcomes

ID TRN2

Name Infrastructure set-up — technology

Purpose The purpose of the TRN2 process is to set-up the technology infrastructure to meet the service
p delivery requirements.

As aresult of the successful implementation of this process:

a) technology infrastructure requirements, as appropriate, are identified, planned,
validated, tested and implemented in line with the service delivery requirements and
transition plan;

b) technology infrastructure requirements are implemented and configured in line with
securityv and (‘nmplianr‘p requirements Iimifing access to authorized persons based on
role provisioning and authorization;

Outcomes c¢) performance relating to the technology infrastructure is defined, measureg, reviewed,
improved and reported;

d) technology infrastructure is agreed upon by the customef™in accordan¢e with the
acceptance criteria;

e) emerging technology is evaluated and appropriately/applied to meet servjice delivery
needs.

Table 23 — TRN2 Infrastructure set-up — technology process BPs
ID TRN2

BP1. Identify and validate technology requirements: Identify and validate al] technology

requirements to meet service delivery needs, including data analytics and reporting, security

and compliance, evaluating emerging.téchnology as appropriate. [Outcome a), €)]

BP2. Plan and implement technolegy: Define plan for the required technology to ensure

technology requirements are meti-Implement planned technology. [Outcome b)]

BP3. Integrate with customer technology: Establish seamless interface with customer’s

technology, with appropriate’ controls as identified. [Outcome b)]

BPs BP4. Correct technology set-up defects: Take action to correct defects in the| technology

set-up in a timely madner. [Outcome b)]

BP5. Manage technology performance: Define and measure appropriate metri¢s related to

technology performance. [Outcome b), c}]

BP6. Gain acceptance of technology: Define acceptance criteria for the review and acceptance

of the technology. Gain customer acceptance. [Outcome c), d)]

BP7. Identify and validate technology requirements: Identify and validate al] technology

requirements to meet service delivery needs. [Outcome a), )]

NOTE  Letfer references.fize."Outcome a)", "Outcome b)"] refer to the list items of Table 22, row "Outcomes".
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Table 24 — TRN2 Infrastructure set-up — technology process information items

Information items

Inputs Outputs
2.08 Contract [Outcome a), b), ¢)] 3.40 Technology requirements and fulfilment plan [Out-
3.40 Technology requirements and fulfilment plan [Out- come a), e]]
come a), b), e)] 6.26 Service acceptance report [Outcome b), e)]
3.43 Transition plan [Outcome a), b), e)] 6.31 User acceptance reports [Outcome b), e)]
8.24 Roles and responsibilities [Outcome b)] 8.13 Infrastructure technology service definition [Out-

8.25 Security and compliance IT checklist [Outcome b), e)] |come b), e]]
8.26 Security and compliance requirements [Outcome b), |6-17 Incident report or dashboard [Outcome c]]

e)] 6.27 Service performance report [Outcome c)]

6.27 Servic¢ performarnce report [OUtCome cjj 8.UT AcCceptance criteria [OUtcome dJ]

8.15 IT SLA|[Outcome c), d)] 9.14 Customer sign-off [Outcome d)]

8.01 Accepthnce criteria [Outcome d)] 6.34 Emerging technology evaluationteport|[Outcome
2.18 Emerging technology list [Outcome e)] e)]

Table 25 — TRN3 Infrastructure set-up — non-technology process purpese and outcpmes

ID TRN3
Name Infrastructure set-up — non-technology
Purpose The purpose of the TRN3 process is to set-up the non-technology infrastructurg to meet the
P service delivery requirements.
As aresult of the successful implementation afithis process:
a) non-technology infrastructure requirements are identified in line with service
delivery requirements and transition’plan;
b) non-technology infrastructureyis planned, selected and implemented in line with
service delivery requirements;
Outcomes c) non-technology infrastructure is tested and validated in line with servjce delivery
requirements;
d) non-technologyfacilities for special working arrangements are establisheI;
e) non-technaelogy infrastructure is agreed upon by the customer in accordafice with the
acceptance criteria.
Table 26 — /TRN3 Infrastructure set-up — non-technology process BPs
ID TRN3

BP1. Identify and validate non-technology requirements: Identify and validafe non-tech-
nology requirements (including physical security and time constraints) to meet §ervice
delivery requirements. [Outcome a), c)]
BP2. Plan, select and set-up non-technology requirements: Define a plan for the re-
quired non-technology to ensure non-technology requirements are met, including lead
times. Finalize the delivery location(s). Establish seats, desktops and phones. Establish phys-
ical security (e.g. physical frisking, flap barriers, access-controlled delivery centres) and
BPs planned non-technology. [Outcome b)]

BP3: Identify and implement special infrastructure needs: Establish non-technology
infrastructure for non-standard working hours and other special requirements (such as
transport, canteen, medical, physical security requirements, access control and other sup-
port services) based on process requirements. [Outcome d)]

BP4: Gain acceptance of non-technology: Establish the process for formal acceptance,
including definition of non-technology acceptance criteria and monitoring for consistent
achievement. Gain customer acceptance. [Outcome d), €)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 25, row "Outcomes".
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Table 27 — TRN3 Infrastructure set-up — non-technology process information items

Information items

Inputs Outputs
3.43 Transition plan [Outcome a), b), c), d)] 3.30 Non-technology requirements and fulfilment plan
2.08 Contract [Outcome a), b), d)] [Outcome a), b)]
3.30 Non-technology requirements and fulfilment plan 2.04 Office facilities inventory [Outcome c), d)]

[Outcome a), )]

5.09 Physical security controls procedure [Outcome c),

8.26 Security and compliance requirements [Outcome a), c)] |d)]
3.20 Facilities plan [Outcome c)] 8.18 Non-standard working conditions requirement

8.18 Non-standard working conditions requirement [Out-

come d)]

[Outcome d)]
8.01 Acceptance criteria [Outcome e)]

ot IV, I al = - Lo O b awl
8.01 Acceptpmnce criteria [OULCOME €] T CUSTONTeT ST IO TOUTCOMe ]

NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 25, row "Outcomes".

Table 28 — TRN4 Knowledge transfer process purpose and outcomes’s

ID TRN4

Name Knowledge transfer

The purpose of the TRN4 process is to ensure the knowledge of business procesg, operations

Purpose and information gets transferred between the customér’s organization or curfent service

provider and the new service provider.

a)
b)
9
d)
e)

Outcomes

As aresult of the successful implementation of this’process:

the scope of required knowledge is identified;

the knowledge transfer plan is defined;

required knowledge assets are-Created;

human resources attain thérequired knowledge to deliver the service;

knowledge transfer .¢completion is agreed upon by the customer and [the service
provider in accordaifée with the acceptance criteria.

© ISO/IEC 2024 - All rights reserved
23



https://iecnorm.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

Table 29 — TRN4 Knowledge transfer process BPs

ID

TRN4

BP1. Identify knowledge transfer scope: Identify the knowledge transfer requirements,
including the processes, specific teams and locations and knowledge management objec-
tives. [Outcome a)]

BP2. Establish knowledge transfer plan: Define a knowledge transfer plan, including the
overall duration to acquire knowledge, team sizes undertaking knowledge acquisition, data
collection activities, sign-off criteria and assessment methods. [Outcome b)]

BP3. Create knowledge assets: Obtain or produce process knowledge assets during knowl-
edge acquisition, such as process maps, presentations, videos, etc. Retain knowledge assets
with a mechanism to update. Manage and update the knowledge assets continually, based on

changing customer requirements and processes. [Outcome c)]

BPs

BPZ. Acquire Knowledge: Acquire Knowledge to understand implemented procq
plexity, customer impact, current methods, tools, transfer procedures, culturala
implications. Deploy detailed data collection plan to understand process chardct
Track all practice cases based on the knowledge transfer plan. [Outcome-d})]

BP5. Transfer knowledge to identified employees: Transfer knowledge to the
teams using the knowledge assets created by the initial core team§ who underto
edge acquisition. [Outcome d)]

BP6. Develop assessment mechanisms for acceptance: Determine and establi
sessment mechanisms to assess the completeness of the knowledge acquired. As
mechanisms can include contextual practical exercisesdépending on the process
formal acceptance from customers based on assessment results against acceptar
[Outcome d), e)]

bSS com-
hd other
pristics.

mobilized
bk knowl-

sh as-
cessment
area. Gain
ce criteria.

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items.of Table 28, row "Outcomes".

Table 30 — TRN4 Knowledge transferprocess information items

Informationtems

Inputs Outputs

2.08 Contral
3.34 Resouf
2.02 Delivej
3.43 Transif
5.01 As-isp
6.12 Deliver
8.01 Accept|

8.23 Role competencies [Outcome a)]

3.29 Knowledge transfer plan [Outcome b)]
3.32 Process documentation plan [Outcome
5.10 Process maps and procedures [Outcom
9.22 Knowledge asset [Outcome c)]

2.06 Training material [Outcome d)]

2.16 Trained and skilled resources list [Outc
8.01 Acceptance criteria [Outcome e)]

9.14 Customer sign-off [Outcome €)]

ct [Outcome a)]

ce forecast [Outcome a)]

y organization chart [Outcome a), b)}

ion plan [Outcome a), b)]

rocess documentation [Outcomea), b), c), d)]
y capability assessment répprt [Outcome )]
ance criteria [Outcome €)]

b)]
> C)]

ome d)]

NOTE Let

er references [i.e\"Outcome a)", "Outcome b)"] refer to the list items of Table 28, row "Outcomes".
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Table 31 — TRN5 Service delivery planning process purpose and outcomes

ID

TRN5

Name

Service delivery planning

Purpose

plan for service delivery.

The purpose of the TRN5 process is to establish an operational delivery and governance

Outcomes

As a result of the successful implementation of this process:

a) human resource management is planned and established;
b) business process management is planned and established;

c) infrastructure — technology is planned and established;

d) infrastructure— non-technology is planned and established;

plans are established;
f) metrics and measurement systems are established;

g) communication and governance mechanisms are estaplished to provide
review, joint decision-making and issue resolution;

h) a service delivery plan is agreed upon by thé edstomer in accordan
acceptance criteria.

e) financial, operations, risk, business continuity, security, compliance@nd itnprovement

monitoring,

e with the

Table 32 — TRN5 Service delivery planning process BPs

ID

TRN5

BPs

BP1. Plan operations: Establish an approach for scheduling, allocation of operational activ-

ities and responsibilities. [Outcome.a)yb), c), d), )]
BP2. Establish measurement and reporting: Establish metrics and measurem

bnt systems

to monitor, report and act on the process performance, including customer feedbjack and

corrective actions. [Outcome:f)]
BP3. Establish communicdtions plan and governance framework: Establish

teady state

governance and ongoing communication channels to review, report and publish perfor-

mance to stakeholders’ [Outcome g)]

BP4. Achieve service delivery plan sign-off: Ensure service delivery plan is in
the acceptance ¢riteria, meets the service delivery requirements and is signed of]
stakeholders and customers. [Outcome h)]

ine with
f by all

NOTE Let

er references [i.e. "Oufeome a)", "Outcome b)"] refer to the list items of Table 31, row "Outcomes".

Table 33— TRN5 Service delivery planning process information items

Information items

Inputs Outputs

3.43 Transit

ion/plan [Outcome a), b), c), d), )]

3.38 Service delivery plan [Outcome a), b),

), d), )]

8.05 Custonier dpproved solution document fUutcome aj, bJ, [8.5U Service readiness CneckIlist juutcome

c),d), e), f)]

e), h)]

8.30 Service readiness checklist [Outcome a), b), ¢, d), e), h)] | 5.08 Measurement systems [Outcome f)]

2.08 Contract [Outcome f), g), h)]
3.22 Governance plan [Outcome g)]
8.01 Acceptance criteria [Outcome h)]

3.14 Communication plan [Outcome g)]
5.05 Governance framework [Outcome g)]
9.14 Customer sign-off [Outcome h)]

), b), c), d),

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 31, row "Outcomes".
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Table 34 — TRN6 Pilot implementation process purpose and outcomes

ID TRN6

Name Pilot implementation

The purpose of the TRN6 process is to verify the solution design in a safe environment before

Purpose deployment of a full-scale service delivery solution.

As a result of the successful implementation of this process:

a) apilotplan and pilot success criteria are defined;
b) human resource management and knowledge transfer is tested;

c) business process management is tested;

d) infrastructure — technology is tested;
e) infrastructure — non-technology is tested;

f) financial, operations, risk, security, compliance, change, issue and. imprové¢ment plans
Outcomes are tested;

g) business continuity plans are tested;

h) operations are tested;

i) piloted service level performance and volumes afre,verified;
j)  customer feedback is recorded and correctiye'actions are tracked to closure}

k) pilot completion and new or changed setvice deployment are agreed upon by the service
provider in accordance with the acceptance criteria.
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Table 35 — TRN6 Pilot implementation process BPs

ID

TRN 6

Feedback is recorded, communicated to stakeholders, resolved and incorporated
delivery planning. [Outcome b), f), g),j)]

pilot environment. Feedback is recorded, communicated to stakeholders, resolve
corporated in service delivery planning. [Outcome c), f), h), j)]

BP1. Develop pilot plan: Develop pilot plan with details on the process or sub-process,
duration, volumes to be tested, resources required and success criteria. [Outcome a)]
BP2. Test risk, business continuity: Establish and implement the processes to ensure
risk and business continuity of the outsourced process are tested in a pilot environment.

in service

BP3. Test infrastructure readiness: Establish and implement processes to ensure both
technology and non-technology infrastructure of the outsourced process are tested in a

d and in-

BPs

BPZ. Verify Knowledge transfer: Establish and implement processes to ensure
of the team performing the outsourced process is tested in a pilot environment:}
is recorded, communicated to stakeholders, resolved and incorporated in-senvicg
planning. [Outcome d), f), j)]

es to ensure volumetric and quality of performance of the outsourcéd’process is
a pilot environment. Feedback is recorded, communicated to stakeholders, resoly
incorporated in service delivery planning. Variance between guality checks dond
service provider and customer are tracked and reported. Caljbrate to ensure ser
levels are consistent. [Outcome e), ), j)]

BP6. Assess service delivery readiness: Summarize conclusions from all testir]
learnings from pilot. Identify any further potential‘ehanges or improvements for
during service delivery. [Outcome b), c), d), e), f)%g); h), 1)]

ance against acceptance criteria. Achieve sigh-off. [Outcome a), j), k)]
BP8. Achieve transition sign-off: Ensure all transition milestones and delivera

ers. [Outcome k)]

nowledge
feedback
delivery

BP5. Verify capacity and service performance levels: Establish andimplement process-

fested in
red and

by the

Vice quality

g and other
execution

BP7. Achieve pilot sign-off: Establish the process for formal pilot evaluation and accept-

bles are

completed and acceptance criteria apptroved and signed off by all stakeholders and custom-

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer'to the list items of Table 34 row, "Outcomes”.

Table 36 — TRN6 Pilot implementation process information items

Information items

Inputs Outputs

8.07 Custo
8.05 Custo
b), c), d), e),
8.27 Servicg
2.08 Contral
3.43 Transif
8.01 Accept|

i

3.31 Pilot plan [Outcome a), b), ¢), d), e), f), g
6.25 Pilot report [Outcome b), c), d), €)]

3.38 Service delivery plan [Outcome b), c), d
h), 1)]

er requirement [Outcome.a)]|

er approved solution document [Outcome a),
f), g), h), 1)]

level agreement (SLA) [Outcome a), h)]

ct [Outcome a);1)]

ion plan [Qutcome b), c), d), e), f), g), h), i)]
hnce criteria [Outcome j), k)]

b), c), d), ), f), g), h), )]

1]
9.30 Risk log [Outcome f)]

L 00 D

9.11 Corrective or preventive actions record

9.12 Customer feedback [Outcome b), c), d), ¢

»h), 1)]

] e)’ f)' g)’

s [Outcome

), £),8), h),

U. UL DUSIIITSS LUlltilluit)’ tCDt I ClJUl t [C ut\.Ul
8.01 Acceptance criteria [Outcome j), k)]
9.28 Pilot sign-off [Outcome j), k)]

9.35 Transition sign-off [Outcome k)]

e g)

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 34 row, "Outcomes".

5.2.5 Service delivery (SDL) processes

There are four processes under this category:

a) SDL1: Service delivery execution;

b) SDL2: Service delivery reporting;
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c¢) SDL3: Service level management;

d) SDL4: Business process management.

Tables 37 -48 contain the relevant processes related to service delivery:

— Table 37: SDL1: Service delivery execution process purpose and outcomes;
— Table 38: SDL1: Service delivery execution process BPs;
— Table 39: SDL1: Service delivery execution process information items;
— Table 40: SDL2: Service delivery reporting process purpose and outcomes;
I Table 1. SDLZ. SCI A% l\.C dc}ivcx )’ I ClJUl t;lls Pl ULLTOO BPD
— Table 42: SDL2: Service delivery reporting process information items;
— Table 43: SDL3: Service level management process purpose and outcomes;
— Table 4)4: SDL3: Service level management process BPs;
— Table 4)5: SDL3: Service level management process information items;
— Table 46: SDL4: Business process management process purpose and outcomes;
— Table 4)7: SDL4: Business process management process BPs;
— Table 48: SDL4: Business process management process information items.
Table 37 — SDL1 Service delivery execution process purpose and outcomes
ID SDL1
Name Service delivery execution
p The purpose of the SDL1 progess is to manage, operate and control ongoing seryice delivery
urpose . ;
to achieve the desired performance levels.
As aresult of the successful implementation of this process:
a) roles and responsibilities for delivering services are maintained and assigngd;
b) daily opérations are controlled;
c) service delivery is monitored against operational performance targets;
Outcomes d) (agovernance framework is implemented;
e)" performance of daily operations is communicated to relevant stakeholders;
f) service delivery plans are reviewed and maintained in line with service ¢hanges and
customer feedback.
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Table 38 — SDL1 Service delivery execution process BPs

ID

SDL1

BPs

BP1. Schedule human resources: Schedule the available human resources based on the
incoming volume or transaction forecast. [Outcome a), c)]
BP2. Assign and train roles to required competency levels: Train the deployed human
resources in line with the required skills and knowledge for each role and activity. Monitor
delivery against required performance and identify training needs. [Outcome a), c)]

BP3. Schedule operations: Deploy a structured approach for scheduling, allocation of oper-
ational activities and responsibilities. [Outcome a), b), )]
BP4. Monitor operations: Monitor operational performance and identify performance vari-
ations and target gaps. [Outcome b), c)]
BP5. Establish communications plan and governance framework: Establish steady state

]

governance and ongoing communication channels to review, report and publish perfor-
mance to stakeholders. [Outcome c), d), e), f)]

BP6. Update service delivery plan: Ensure changes and feedback are recorded
cated to stakeholders, resolved and incorporated in service delivery planning. [O)

communi-
utcome e),

NOTE Let

er references [i.e. "Outcome a)", "

Outcome b)"]

refer to the list items of Table 37, row ""Qutcomes".

Table 39 — SDL1 Service delivery execution process infarmation items

Information items

Inputs

Outputs

2.05 Skills fi

ramework [Outcome a)]

2.06 Training material [Outcome a)]
performance targets [Outcome a), c)]

8.29 Servicq
3.45 Work s
3.38 Servicq
5.08 Measu
6.27 Servicq
5.05 Goverrj

9.03 Changg

chedule [Outcome b)]

delivery plan [Outcome b), c),

rfement systems [Outcome c)]

]

performance report [Outcome c), d), €]
ance framework [Outcome d)]
3.14 Communication plan [Outcome e)]

request records [Outcome f)]

9.12 Custonper feedback [Outcome f)]

2.02 Delivery organization chart [Outcome g
2.10 Déployable resources list [Outcome a)]
2.17 Training needs analysis [Outcome a)]
8.24'Roles and responsibilities [Outcome a)]
9/33 Training records [Outcome a)]

3.45 Work schedule [Outcome b)]

9.11 Corrective or preventive actions record
b), o]

5.05 Governance framework [Outcome d)]
3.14 Communication plan [Outcome e)]
9.05 Communication records [Outcome e)]
3.38 Service delivery plan [Outcome f)]

]

s [Outcome

NOTE Letfer references [i.e. "Outcome,a)", "Outcome b)"] refer to the list items of Table 37, row "Outcomes".
Table 40 — SDE2 Service delivery reporting process purpose and outcomes
ID SDL2
Name Service delivery reporting
The purpose of the SDL2 process is to produce timely and accurate service reports to support
Purpose : S . -
effective communication and to make informed decisions.
AS aresult of the successtul implementation of this process.
a) service delivery reporting needs are identified;
b) service delivery reports are produced, according to service report requirements, which
are understandable and provide effective business support;
c) service delivery reports are communicated to relevant stakeholders;
Outcomes
d) improvement actions are identified and reported;
e) service delivery reports are reviewed and maintained in line with service changes and
customer feedback;
f) decisions are made based on quantifiable and accurate reported performance data.
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Table 41 — SDL2 Service delivery reporting process BPs

ID SDL2
BP1. Define the reporting mechanism: Define the content, format, graphics, channels and
templates for reporting performance and metrics, review and maintain. [Outcome a), €)]
BP2. Plan reporting: Define the types of reports, frequency of reporting and relevant
stakeholders to receive the reports. [Outcome a)]
BP BP3. Collect data and distribute report: Collect defined data, produce defined reports and
S .
communicate reports to stakeholders. [Outcome b), c)]
BP4. Identify and record improvements: Analyse data and reports to identify improve-
ments and record. [Outcome d)]
BP5. Make decisions based on data: Business decisions are based on relevant data with
resulting quantifiable improvements in operational performance. [Outcome b), c), f)]
NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 40, row "Outcomes".
Table 42 — SDL2 Service delivery reporting process information items
Information items
Inputs Outputs
2.08 Contract [Outcome a)] 2.12 Service performance report templatef [Outcome
3.38 Servicg delivery plan [Outcome a)] a), b), e]]
8.28 Servic¢ performance reporting requirements [Outcome |6.04 Business pexformance reports [Outcqme b)]
a), b), e)] 9.05 Communication record [Outcome b, c], d)]
3.40 Techndlogy requirements and fulfilment plan [Outcome |9.19 Improvement opportunity record [Oufcome b),
b)] d), f)]
6.04 Business performance reports [Outcome b)] 6.27-Service performance report [Outcom¢ b), e), f)]
3.14 Communication plan [Outcome b), c), d), )]
8.29 Servic¢ performance targets [Outcome b), c), f)]
5.08 Measurement systems [Outcome b), e)]
6.05 Businefs review report [Outcome b), f)]
6.27 Servic¢ performance report [Outcome b), f)]
NOTE Letfer references [i.e. "Outcome a)", "Outcomeb)"] refer to the list items of Table 40, row "Outcomes".
Table 43 — SDL3 Service.level management process purpose and outcomes
ID SDL3
Name Service level management
Purpose The pufpose of the SDL3 process is to ensure that the agreed service level targetsfare met.
As a result of the successful implementation of this process:
a).> service level targets, workload characteristics and exceptions for services arfe defined in
SLAs;
Outcomes b) service performance is monitored against SLAs;

rza o aand ooy Hra i

e 43 A rarzantion ootione on a0 A+ 1 B
curreeilIve ammu Plbv\'ll\-lv\' AUCTIVITS dIU TULIItITICU dITu trdueintu tu Civosuroe 111 vl

or correct them according to service level performance deviations.

er to avoid
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Table 44 — SDL3 Service level management process BPs

ID SDL3

BP1. Define measurable service level targets: Identify and agree service, service level

targets, dependencies and workload characteristics in line with the contract. [Outcome a)]
BP BP2.1dentify deviations to SLA: Monitor service levels against the target, identify deviations

S S

where SLA is missed. [Outcome b)]

BP3.Identify and take corrective and preventive actions: Analyse deviations to the agreed

SLAs, determine corrective and preventive actions and implement the actions. [Outcome c)]
NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 43, row "Outcomes".

Table 45 — SDL3 Service level management process information items
Information items
Inputs Outputs

2.08 Contract [Outcome a)] 8.27 SLA [Outcome a)]
3.38 Servicg delivery plan [Outcome a), b)] 6.27 Service performance report{Outcome h)]
5.08 Measurement systems [Outcome a), b)] 9.11 Corrective or preventivéaetions recordp [Outcome
8.27 Servic¢ level agreement (SLA) [Outcome b)] c)]
6.27 Servicg performance report [Outcome b), ¢)] 9.19 Improvement opportunity record [Outcpme c)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table'43, row "Outcomes".

Table 46 — SDL4 Business process management process purpose and outcomes

ID

SDL4

Name

Business process management

Purpose

The purpose of the SDL4 process is to marnage delivery of business processes, aligned
requirements and related external requiréments, leading to consistency, reliability,
ciency, effectiveness, continual improvement and regulatory compliance.

to customer
quality, effi-

Outcomes

a)
b)
)
d)
e)

f)

As aresult of the successful implementation of this process:

business processes are defined and implemented in accordance with customerre

business process objéctives and service delivery objectives are aligned;

performance of Business processes is monitored, reviewed, controlled;

corrective actions are taken when necessary and tracked to closure;

businéss*processes perform in alignment with service level and customer

targets;

business process performance is communicated to stakeholders.

quirements;

satisfaction
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Table 47 — SDL4 Business process management process BPs

ID

SDL4

outcome for the outsourced business process. [Outcome a), b)]

cesses and targets. [Outcome a)]

BP3. Document processes: Develop and document the standard operating proce
process maps. [Outcome a), b)]

responsibility for implementation. [Outcome a), b)]

BP1. Define process mission: Develop process mission based on the expected business

BP2. Document customer requirements: Discuss and finalize the specific expectations
from the customer at different levels. Integrate customer requirements into business pro-

dures,

BP4. Define implementation approach: Document deployment charts, process steps and

BP5. Execute business process: Execute business process according to standard operating

BPs

procedures and implementation approach. [Outcome a), b)]

BP6. Assess the status and performance of business processes: Review the by
cess performance to ensure the process objectives are achieved. Engage inregula
mance reviews and discussions with the responsible parties to discuss performa
committed targets and obligations. Seek remedial plans for any non-performance|
]

BP7. Monitor business process execution: Monitor operational'performance an
performance variations and deviations against targets. [Outcome c), d)]

BP8. Identify and take corrective and preventive actigns:’Analyse deviations
targets, determine corrective and preventive actions andimplement the actions.
d)]

BP9. Communicate adherence and actions taken;-Communicate performance t
and actions taken for deviations to the stakeholders. [Outcome f)]
BP10. Maintain and communicate modifications to targets and processes: Rq
requested changes to the service level and eustomer satisfaction targets and prog

changes in the processes. [Outcome @))b), f)]

BP11. Review and update processes: Review and update processes periodically
with customers. [Outcome d), e)\f)]

siness pro-
perfor-

ce against
[Outcome

d identify

to agreed
Outcome

o targets

view
esses to

ensure all changes required to the progesses are evaluated. Define, agree and conpmunicate

as agreed

NOTE Let

Table 46, row "Outcomes".

er references [i.e. "Outcome a)", "Outcome b)*Jrefer to the list items of

Table 48 — SDL4 Business process management process information items

Information items

Inputs Outputs

3.32 Proces
8.02 Busine|

8.07 Customer requirements-{fOutcome a)]

3.38 Servicq
5.08 Measu
6.27 Servicq
6.04 Busineg

5 documentation plan [O@utcome a)]
5s process objectives [Outcome a)]

delivery plan;[Outcome a), b), c]]

Ffement systems [Outcome c)]

performance report [Outcome c), e)]
ssqperformance reports [Outcome d), e), f)]

c), dJ]

9.19 Improvement opportunity record [Outc]

9.12 Customerfeedhack [Outcome d) e), f1]

2.08 Contra

6.11 Customer satisfaction analysis [Outcome e), f)]
3.14 Communication plan [Outcome f)]

5.10 Process maps and procedures [Outcom(
5.16 Standard operating procedures [Outcor
6.27 Service performance report [Outcome B), e), f)]
9.11 Corrective or preventive actions record

6.04 Business performance reports [Outcom

 a), b), ¢)]
he a), b), c)]

s [Outcome

pme d), )]
ee), f)]

9.05 Communication record [Outcome )]

ct [Outcome e)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"]

refer to the list items of Table 46, row "Outcomes".

5.2.6 Transition out (TRO) process

There is one process under this category:

a) TRO1: Transition out.
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Tables 49 - 51 contain the relevant processes related to transition out:

— Table 49: TRO1: Transition out process purpose and outcomes;

— Table 50: TRO1: Transition out process BPs;

— Table 51: TRO1: Transition out process information items.

Table 49 — TRO1 Transition out process purpose and outcomes

ID TRO1
Name Transition out
The purpose of the TRO1 process is to transfer the services, in part or full, to another service
Purpose provider or back to the customer to meet defined business requirements and [contractual
commitments.
As aresult of the successful implementation of this process:
a) requirements and known constraints are defined;
b) project plans for the transitioning out of the identified business’processes are defined;
c¢) modified service delivery plans are formally accepted by the customer;
d) customer success criteria are clearly defined;
e) knowledge is transferred;
Outcomes f) people, technology, non-technology assets@re transferred or transitioned as defined in
the contract;
g) process interfaces are assessed andtedefined;
h) service performance is maintained to agreed levels during service transitiop out;
i)  transition out progress is‘communicated to relevant stakeholders;
j)  transition out is agreéd upon by the customer and both the incumbent and hew service
provider in accordance with the acceptance criteria.
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Table 50 — TRO1 Transition out process BPs

ID

TRO1

BPs

BP1. Define transition out requirements: Define required process changes (changed pro-
cess maps), timelines for transfer of the process, milestone reviews, escalation process and
project risk management. [Outcome a), b)]

BP2. Define transition out plan: Define transition out plan, including knowledge, issue and
risk management based on the requirements, and a governance structure. [Outcome a), b),
c), d), g)]

BP3. Establish transition out governance structure: Establish a governance structure to
effectively manage transition out, monitor effectiveness of transition out, identify potential
service impacts, and address issues. [Outcome a), b), g)]

BP4. Define ramp-down plan: Develop ramp-down plan with financial reports and meas-

ures to reduce the volume and infrastructure supported by the current provider]in a phased
manner. [Outcome e), ), g)]
BP5. Define knowledge transfer out plan: Develop plan for transfer out-ofthe applicable
standard operating procedures with transferred roles and responsibilities; trainfing materi-
als and manuals created. [Outcome e)]
BP6. Define resource redeployment plan: Develop redeployment plan, in line yvith
relevant regulatory and customer contractual requirements, tolappropriately regllocate re-
sources (with maintained knowledge, skills and continuing professional developnent) into
new roles and responsibilities. Release resources in line with'redeployment plan| [Outcome
]
BP7. Define assets transfer and disposal plan: Devtelop plan for transfer out oy sale/re-
lease of any identified assets or as defined in the eonifract, such as buildings and furniture.
[Outcome g)]
BP8. Establish communication plan: Establish plan and mechanisms to commynicate to
stakeholders the progress of transition and ‘address issues. [Outcome i)]
BP9. Undertake transition out: Execut€ transition out activities aligned with the tran-
sition out plans. Monitor and report progress with corrective actions for any devjiations.
[Outcome h), j)]
BP10. Achieve acceptance of tfansition out: Define acceptance criteria and obtain formal

acceptance of transition out conipletion from customer. [Outcome c), j)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 49, row "Outcomes".

Table 51 — TRQO1 Transition out process information items

Information items

Inputs Outputs

2.08 Contr

7.01 Transitjion out request [Outgome a), b), i)] 2.08 Contract [Outcome a), b), f)]

t [Outcome c), d), f), h), j)] 3.42 Transition out plan [Outcome a), b), i)]
8.01 Acceptpnce criteriafOutcome c), d), j)] 8.01 Acceptance criteria [Outcome c), d), j)]
2.13 Stakehplder list JOGtcome e), )] 9.14 Customer sign-off [Outcome c), d), j)]
3.42 Transifion outplan [Outcome e), f), g), h)] 3.01 Asset transfer plan [Outcome d), ), g)]
9.22 Knowlg¢dge'assets [Outcome e), g)] 3.29 Knowledge transfer plan [Outcome e)]
9.23 Knowlg¢dgerepository [Outcome e), g)] 3.33 Ramp down plan [Outcome e), ), g), h)]

2.10 Deployable resources list [Outcome f), g)] 6.27 Service performance report [Outcome g)]

9.05 Communication record [Outcome i)]
3.14 Communication plan [Outcome i), j)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 49, row "Outcomes".

5.2.7 Tactical enablement (TEN) processes

There are ten processes under this category:

a) TEN1: Management review;

b) TEN2: Financial management;
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¢) TEN3: Change management;

d) TEN4: Knowledge management;

e) TENbS: Business continuity management;
f) TENG6: Audit management;

g) TEN7: Risk management;

h) TENS: Continual improvement;

i) TEN9: Communication management;

j) TENlO Duuuulcutat;uu Luauasculcut.
Tables 52 -[81 contain the relevant processes related to tactical enablement:

— Table 5

: TEN1: Management review process purpose and outcomes;

— Table 53: TEN1: Management review process BPs;

— Table 5

2
3
— Table 54: TEN1: Management review process information items;
5: TEN2: Financial management process purpose and outcomes;
6

— Table 56: TEN2: Financial management process BPs;

— Table 57: TEN2: Financial management process information items;

7
— Table 98: TEN3: Change management process purpose and’outcomes;

— Table 59: TEN3: Change management process BPs;
0

— Table 40: TEN3: Change management process information items;

— Table 41: TEN4: Knowledge management process purpose and outcomes;

— Table 62: TEN4: Knowledge management process BPs;

— Table 43: TEN4: Knowledge management process information items;

— Table 6

: TEN5: Business continuity management process purpose and outcomes;

— Table 66: TEN5: Business continuity management process information items;

3
4
— Table 65: TEN5S: Business gontinuity management process BPs;
6
7

— Table 6

: TEN6{ Audit management process purpose and outcomes;
— Table A8: TEN6: Audit management process BPs;
— Table 69T TENG6TAUGItMamagement process informatton items;

— Table 70: TEN7: Risk management process purpose and outcomes;

— Table 71: TEN7: Risk management process BPs;

— Table 72: TEN7: Risk management process information items;

— Table 73: TEN8: Continual improvement process purpose and outcomes;
— Table 74: TENS: Continual improvement process BPs;

— Table 75: TEN8: Continual improvement process information items;
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— Table 76: TEN9: Communication management process purpose and outcomes;

— Table 77: TEN9: Communication management process BPs;

— Table 78: TEN9: Communication management process information items;

— Table 79: TEN10: Documentation management process purpose and outcomes;

— Table 80: TEN10: Documentation management process BPs;

— Table 81: TEN10: Documentation management process information items.

Table 52 — TEN1 Management review process purpose and outcomes

ID TEN1
Name Management review
The purpose of the TEN1 process is to assess the business performance of the autsourced service
Purpose : . . C ) o
provider and to identify and make decisions regarding potential improvements.
As aresult of the successful implementation of this process:
a) the objectives of the review are established;
b) the status and performance against the business plany identified activity or process are
Outcomes ; ; -
assessed in terms of the established objectives;
¢) risks, problems and opportunities for improvementare identified.
Table 53 — TEN1 Management review process BPs
ID TEN1
BP1. Establish review objectives: ddentify and agree objectives for financial, pepple, cus-
tomer, supplier and other factors for review. [Outcome a)]
BP2. Assess the status and performance of an activity or process: Review of the service
BPs provider’s performance by topimanagement to ensure the direction and derived strategy is
followed. [Outcome b)]
BP3. Identify risks, problems and opportunities for improvement: Assess opportuni-
ties for improvement'and the need for changes to the direction of the policy and opjectives.
Record the results-0f management reviews, concerns and actions. [Outcome c)]
NOTE Letfer references [i.e. "Outcome(a),""Outcome b)"] refer to the list items of Table 52, row "Outcomes".
Table 54——TEN1 Management review process information items
Information items
Inputs Outputs
3.09 Busineps plan fOutcome a), b)] 8.17 Management review objectives [Outcome a)]
3.18 Departiment/unit implementation plans [Outcome a), |9.24 Management review record [Outcome H)]
b)] 9.19 Improvement opportunity record [Outdome c)]
3.37 Roadmap fOutcomnte aj); bjj

3.39 Strategic plan [Outcome a), b)]

6.05 Business review report [Outcome a), b)]

6.11 Customer satisfaction analysis [Outcome a), b)]
6.27 Service performance report [Outcome a), b)]
6.29 Supplier performance report [Outcome a), b)]
8.19 Organizational objectives [Outcome a), b)]

9.19 Improvement opportunity record [Outcome c)]

9.30 Risk log [Outcome c)]

9.50 Risk log [Outcome c)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 52, row "Outcomes".
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Table 55 — TEN2 Financial management process purpose and outcomes

ID TEN2
Name Financial management
The purpose of the TEN2 process is to acquire and sustain the appropriate level of funding to de-
Purpose sign, develop and deliver services that meet the strategy of the organization and agreed customer
requirements.

As aresult of the successful implementation of this process:

a) the cost to design, develop and deliver services is understood in accordance with the
strategy of the organization and agreed customer requirements and communicated to
relevant stakeholders;

h) the fundsrequired to provide the services are obtained;

c) pricing, costs and incomes are monitored and reported to stakeholders;

d) therelationship between cost and incomes and their variance is identified;

Outcomes

e) the costs of service provision are recovered;

f) clear and justifiable invoices are produced;

g) investment strategy is established to support the organization’s strategic and innovation
objectives;

h) investment performance is managed, and finaneial risk for initiatives is id¢ntified and
managed.

Table 56 — TEN2 Financial mandgement process BPs

ID TEN2
BP1. Define approach for cost recovery and revenue: Determine cost recovery|terms and
methods and profitability targets for the organization and specific units in accordance with
organization strategy and customer requirements. [Outcome a), d)]
BP2. Produce budgets by 'establishing service costs: Produce budgets and detgrmine cost
of design, development and delivery of services. Communicate to stakeholders. [Outcome a),
b)]
BP3. Build finaneial plan and secure budget approval: Develop the finance plan based on
previous cost-revenue analysis and secure required approvals. [Outcome a), b)]
BP4. Review income and expenditure: Review income, expenditure, revenue, profitability

BP and costs.and identify any changes required. [Outcome d)]

s BP5. Report on financials: Publish profit, loss, assets, liabilities, cash flow, reverfue sources,

business reinvestment and costs to stakeholders. [Outcome c), f)]
BP6. Recover costs of service provision: Recover costs or invoice for service. Mpnage any
disputed costs. [Outcome e), f)]
BP7. Adjust financial plan: Update the financial plan based on changes from the|cost-reve-
nue analysis. [Outcome b), d), €)]
BP8: Establish financial strategy for strategic and innovation investment: Egtablish fi-
nancial strategy to sUPpOIt IONg-teIm Strategic INVestments and innovation. joutcome b), g)]
BP9. Manage investment performance and risk: Operate a flexible budgeting process
which allows initiatives to be evaluated and funded in a timely manner. [Outcome h)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 55, row "Outcomes".
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Table 57 — TEN2 Financial management process information items

Information items

Inputs Outputs
6.03 Business demand report [Outcome a)] 9.05 Communication records [Outcome a)]
6.16 Financial reports [Outcome a), c), g), h)] 3.21 Financial plan [Outcome a), b), c), g), h)]
2.08 Contract [Outcome a), d)] 3.04 Budget [Outcome b), g), h)]

6.15 Financial data [Outcome b), ¢), d), e), f), g), h)] |9.17 Escalated issues log [Outcome d), €)]
6.30 Unpaid invoices/aged debt report [Outcome e), |6.16 Financial reports [Outcome d), h)]

)] 9.19 Improvement opportunity record [Outcome e)]
9.16 Disputed invoice record [Outcome e), f)] 9.29 Revenue received record [Outcome e)]
9.30 Risk log [Outcome h)] 2.11 Invoice [Outcome e), f)]

9.30 Risk log [Outcome h)]

NOTE  Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 55, row "Outcomes:

Table 58 — TEN3 Change management process purpose and outeomes

ID TEN3
Name Change management
Purpose The purpose of the TEN3 process is to ensure all changes.are assessed, approved and imple-

mented in a controlled manner.

As aresult of the successful implementation of thisiptrocess:

a) change requests are recorded, classified and.prioritized;

b) change requests are analysed;

c) criteria for evaluating changes are defined;

d) changes are evaluated and approved using defined criteria;

Outcomes

e) an implementation schedule of changes and releases is communicated [to relevant
stakeholders;

f) changes that meetdefined criteria are implemented and verified;

g) changes that-donot meet defined criteria are reversed or remedied.
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Table 59 — TEN3 Change management process BPs

ID

TEN3

BPs

fication criteria, assessment and approval mechanism for changes. [Outcome a)]
lowing the defined process. [Outcome a)]

cial, contractual, regulatory, legislative impacts of the change. [Outcome b)]

ensure minimum negative impact. [Outcome c), d)]

BP1. Define classification criteria, assessment and approval mechanism: Define classi-
BP2. Record and classify changes: Record and classify all changes in the change log fol-
BP3. Assess the impact of the change: Assess the process, technical, business, risk, finan-

BP4. Develop the change plan and approve the change: Develop the change plan and
test prior to deployment. Verify the impact of the change and readiness to deploy based on
the test results. Make informed decisions on change approval, based on the assessment to

BP5. Schedule and communicate changes: Establish a schedule of change cont
tails of the approved changes and deployment dates. Communicate the schedule
to stakeholders. [Outcome d), )]

al. [Outcome f)]

BP7. Evaluate the change: Evaluate that the implemented change'delivers the d
sults and identify changes that do not meet defined criteria. [Qitcome f)]

BP8. Remedy changes that do not meet defined criteria:Investigate changes
meet defined criteria and take corrective actions. [Outcaome-g)]

hining de-
bf changes

BP6. Implement the change: Implement the change based on the change-plan and approv-

psired re-

that do not

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table'58, row "Outcomes".

Table 60 — TEN3 Change management process information items

Information itenrs

Inputs Outputs

9.02 Changg
8.03 Changg
9.03 Changg
3.13 Changg

3.14 Communication plan [Outcome €)]

3.12 Changg

gl
3.11 Changg

log [Outcome a)]

policy [Outcome a), b), )]
request records [Outcome a), d)]
/release schedule [Outcome d), €]

9:02 Change log [Outcome a)]

9.03 Change request records [Outcome a), b),
9.08 Contract change control [Outcome c)]
3.12 Change build and implementation plans
d), f]

9.05 Communication record [Outcome €)]
9.04 Change test results [Outcome f)]

9.11 Corrective or preventive actions records

g)]

build and implementation plan [Qutcome f),

back out plan [Outcome g)]

), £)]

Outcome

[Outcome

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 58, row "Outcomes".

Table 61 — PEN4 Knowledge management process purpose and outcomes

ID

TEN4

Name

Knowledge management

The purpose of the TEN4 process is to create, disseminate and leverage knowled

Purpose

lectual property based on the contract with the customer.

e and intel-

Outcomes

As aresult of the successful implementation of this process:
a)
b)

knowledge assets are identified, classified, maintained and controlled;

acceptance criteria;

9

business process knowledge and delivery capabilities are assessed and ide
are addressed to meet service delivery requirements;

d) knowledge assets are available and used throughout the service lifecycle.

knowledge assets are verified and agreed upon by the stakeholders, in accordance with

ntified gaps
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Table 62 — TEN4 Knowledge management process BPs

ID

TEN4

BPs

quirements and maintain objectives for knowledge management. [Outcome a)]

are classified, available, up to date and controlled. [Outcome a), d)]

BP4. Assess business process knowledge gaps: Evaluate business process kno
levels, and identify and implement actions to address gaps. [Outcome c)]

BP1. Identify needs for knowledge management: Identify knowledge management re-
BP2. Maintain knowledge assets: Create and maintain knowledge assets and ensure they

BP3. Verify knowledge assets: Create a process to ensure knowledge assets are verified by
identified stakeholders and accepted in accordance to acceptance criteria. [Outcome b)]

wledge

BP5. Create a knowledge repository and ensure availability throughout service life-
cycle: Create a knowledge repository based on learnings, workshops, standard procedures,

projects, services, experience, innovation, gaps identified, etc. Ensure it can be,u
referenced by identified stakeholders with appropriate access controls. [Outcom

ed and
E b), ¢), d)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 61, row "Outcomés|’,

Table 63 — TEN4 Knowledge management process information.items

Information items

Inputs Outputs

4.04 Knowl
3.28 Knowl
9.22 Knowl
2.13 Stakeh|

pdge policy [Outcome a)]

bdge management plan [Outcome a), b)]
bdge asset [Outcome a), b), ¢), d)]

plder list [Outcome b)]

9.22 Knowledge asset[Outcome a), b), c), d)]
3.28 Knowledge'management plan [Outcomjg
3.29 Knowledge transfer plan [Outcome c), d
9.33 Training records [Outcome c), d)]

 C]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the listitems of Table 61, row "Outcomes".

T

hble 64 — TENS Business continuity management process purpose and outcomsé

PS

ID

TEN5

Name

Business continuity management

Purpose

The purpose of the TEN5\process is to ensure continuity of business services duri
disruptions to agreed,service levels.

ng and after

Outcomes

As aresult of the successful implementation of this process:
a)
b)

A

business,eontinuity requirements and plans are defined;
disasterrecovery plans are defined;

preventive measures to avoid invocation of continuity measures, including f]
work environment controls are identified;

d) alternative means of operation of critical processes are defined and invj
needed;

e)

risk or potential disruptions in business continuity is analysed and minimiz

hcilities and

oked, when

bd;

£)

to relevant stakeholders;

agreed business continuity service levels are maintained during disruption
service levels are returned to after disruption;

g)

h) business continuity plans and disaster recovery plans are regularly tested;

continuity measures and plans are communicated to stakeholders.

event status updates on disruption and alternate means of operations are communicated

and normal
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Table 65 — TEN5 Business continuity management process BPs

ID

TENS

BPs

continuity requirements and business continuity plan (BCP) in line with the cont
requirements and changes in the service ecosystem. [Outcome a)]

ity to agreed continuity levels of service. [Outcome b)]

[Outcome c)]
BP4. Establish critical recovery procedures: Establish plans to ensure that cri

BP1. Define business continuity requirements and plan: Define and maintain business

ractual

BP2. Define disaster recovery plan: Establish disaster recovery plan based on the custom-
er contractual and the service provider’s requirements to ensure business process operabil-

BP3. Define and implement preventive measures: Identify, plan and implement preven-
tive measures to avoid invocation of continuity measures, including data centre controls.

tical func-

tions and alternate means of operating them are documented. [Outcome c), d)]
BP5. Analyse events disrupting business continuity and risks to business,cq
Analyse disruptions and risks to business continuity. Identify and implenient pre
mitigating measures. [Outcome e), g)]

BP6. Maintain service levels: Maintain agreed service levels by implémenting
continuity and disaster recovery plans during disruption and return'to normal s
els post-disruption. [Outcome g)]

BP7. Define communications plan: Establish a plan for communication of the s
business continuity events to stakeholders. [Outcome f),d)]

BP8. Validate business continuity plan: Establish and implement a cycle for te
business continuity plan as defined by organization; ata minimum biannually or
[Outcome h)]

BP9. Raise employee awareness: Establish effective awareness programme for]
on the business continuity plans and measu¥€s. [Outcome i)]

ntinuity:
ventive or

usiness
brvice lev-

atus of

bting of a
annually.

employees

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to th€ listitems of Table 64, row "Outcomes".

Table 66 — TEN5 Business continuity management process information items

Information items

Inputs Outputs

5.10 Proces
2.08 Contral
2.02 Delivej
h)]

2.04 Office
3.06 Busine|
3.19 Disastg

3.14 Commynication plan [Qutcome f), i)]

3.05 Business continuity maintenance sched
come a), b)]

3.07 Business continuity test schedule [Outg
3.06 Business continuity plan [Outcome a), g
3.14 Communication plan [Outcome b), f), i)]
5.12 Recovery process and procedures [Out

g)]

3.19 Disaster recovery plan [Outcome d), )]
9.33 Training records [Outcome e), h)]

6.13 Disaster recovery test report [Outcome
6.02 Business continuity test report [Outcon

E maps and procedures [Outcome aj]
ct [Outcome a), b)]
y organization chart [Outconiea), b), ¢), d), ),

acilities inventory [Outcome a), b), d), e), g)]
ss continuity plan [@utcome a), g), h)]
r recovery plan [Outcome b), d), g), h)]

ule [Out-

ome a), b)]
|

ome c), d),

£, g)]
e £), g, h)]

3.08 Business continuity training plan [Outd

ome h)]

NOTE Let

ter references [1.e. "Outcome a)”, "Outcome b)"| refer to the list items of Table 64, row "Outcomes™.
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Table 67 — TEN6 Audit management process purpose and outcomes

ID TEN6

Name Audit management

Purpose The purpose of the TEN6 process is to independently determine conformity of services and

p processes to the requirements, policies, plans and agreements, as appropriate.
As a result of the successful implementation of this process:
a) thescope and purpose of each audit is defined;
b) the objectivity and impartiality of the conduct of audits and selection of auditors are
assured;
c) _conformity of selected services, products and processes with requirements, plans and
Outcomes agreements is determined;
d) non-conformities are recorded;
e) non-conformities are communicated to those responsible for, coprective pctions and
resolutions;
f)  corrective actions for non-conformities are verified.
Table 68 — TEN6 Audit management process BPs

ID TEN6
BP1. Define the audit scope, purpose and schédule: Define the scope of each gudit, con-
sidering the status and importance of the processes and areas to be audited, the results of
previous audits and schedule. [Outcome aj]

BP2. Assure the objectivity and impakrtiality of audit conduct: Ensure selectipn of audi-
tors and conduct of audits assures objectivity and impartiality of the audit. Ensure auditors
do not audit their own work. [Outconie b)]

BP3. Conduct audits: Conductaudits to determine the conformity of selected sefvices,
products and processes with requirements, plans and agreements. [Outcome c)]

BPs BP4. Record non-conformities: Identify non-conformities against the process framework
requirements, the requirements identified by the service provider or the service[require-
ments. Record the results of internal audits, including non-conformities, concernjs and
actions identifieds[Qutcome d)]
BP5. Commupnicate non-conformities: Communicate non-conformities to thosq responsi-
ble for corrective actions and resolutions. Prioritize results and actions and allodate respon-
sibility foractions. Communicate to stakeholders. [Outcome €)]
BP6. Verify corrective actions for non-conformities: Ensure corrective actionfs are taken
witliout'undue delay to eliminate non-conformities and their causes for the area peing audit-
ediVerify actions are taken with follow-up activities. [Outcome f)]

NOTE Letfer referencés'fi-e. "Outcome a)", "Outcome b)"] refer to the list items of Table 67, row "Outcomes".

Table 69 — TEN6 Audit management process information items

Informationitamc

TITOT IO ctIro IeCTaTy

Inputs Outputs

3.03 Audit schedule [Outcome a), c)]
2.07 Auditor list [Outcome b)]
3.02 Audit plan [Outcome b), )]

3.02 Audit plan [Outcome a)]
2.07 Auditor list [Outcome b)]

9.01 Audit non-conformity record [Outcome c), d), e), f)] ]

6.01 Audit reports and action plans [Outcome c), d), e),

non

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 67, row "Outcomes".
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Table 70 — TEN7 Risk management process purpose and outcomes

ID

TEN7

Name

Risk management

Purpose

The purpose of the TEN7 process is to identify, analyse, evaluate, mitigate and monitor the risks.

Outcomes

As aresult of the successful implementation of this process:
a)
b)
c)
d)

risks are identified;
identified risks are analysed;

risks are evaluated against defined criteria;

criteria for the assessment of risks and the acceptable level of risk are identified;

risks are selected for treatment;

e)
f)

selected risks are treated.

Table 71 — TEN7 Risk management process BPs

ID

TEN7

BPs

BP1. Establish criteria: Establish criteria for risk evaluatien and acceptance. [O
tinuous basis. [Outcome b)]

priority in which to apply resources to the treatment of these risks. [Outcome c)]
BP4. Evaluate risks: Evaluate risks againsf\defined criteria. Establish plans to c
cate risks and their proposed mitigation-plans to stakeholders. [Outcome d)]

risks for treatment. [Outcome e)]

priate treatment plans to corréct, alleviate or avoid unacceptable assessed risks.

]

BP2. Identify risks: Identify risks during the set-up of'a‘\process or a service and

BP3. Categorize and assess risks: Categorize and.assess identified risks and de

BP5. Monitor risks: Establish and implement processes to monitor assessed ris}

[utcome a)]
on a con-

termine the
bmmuni-

(s. Identify

BP6. Develop treatment plans t@avoid unacceptable risks: Define and implement appro-

[Outcome

NOTE Let

er references [i.e. "Outcome a)", "Outcome'b)"] refer to the list items of Table 70, row "Outcomes".

Table 72 — TEN7'Risk management process information items

Information items

Inputs Outputs

2.08 Contra

8.16 Legal, s
come a), b)]

9.30 Risk lo
5.15 Securif

ct [Outcome a), b)]
tatutory and regulatory requirements [Out-

8.01 Acceptance criteria [Outcome a)]

9.30 Risk log [Outcome b), c), e), f)]

9.05 Communication record [Outcome d)]
3.36 Risk treatment plan [Outcome f)]

5.15 Security risk management approach [O

b [Outcome 'b), c), d), e), f)]
y risk'management approach [Outcome f)]

itcome f)]

NOTE Let

er{references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 70, row "Outcomes".
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Table 73 — TENS8 Continual improvement process purpose and outcomes

ID TENS

Name Continual improvement

The purpose of the TEN8 process is to manage the identification, analysis, prioritization and

Purpose . . . .
p implementation of continual improvements.

As a result of the successful implementation of this process:

a) improvement opportunities are identified and analysed;
b) continual improvement programmes are planned and implemented;

c) specific objectives, goals for the programme are selected based on priority and value
added;

Outcomes
d) programmes are executed, monitored and reviewed against objectives;

e) the effectiveness of implemented improvements is evaluated;

f)  the customer organization is involved as appropriate.

Table 74 — TEN8 Continual improvement process BPs

ID TENS

BP1. Identify improvement opportunities: Define opportunities for improvemlent and
identify those improvement opportunities captured.and recorded through the eyecution of
delivery and all service processes. [Outcome a)]
BP2. Evaluate improvement opportunities: Evaluate improvement opportunities against
defined criteria. [Outcome a)]
BP3. Establish objectives, goals for the€ planned improvement programme: Define
objectives and goals based on priority,and value. Align goals to business strategy, customer
requirements, etc. [Outcome c)]
BPs BP4. Plan and implement impfovement programmes: Identify and implement improve-
ment programmes. [Outcome\b)]
BP5. Monitor programmes and ensure adherence to objectives: Track adher¢nce to
selected objectives and goals. [Outcome b), d)]
BP6. Evaluate the effectiveness: Evaluate the effectiveness of implemented improvements.
[Outcome €)]
BP7. Involvecustomer in improvements: Where appropriate, involve customef organ-
ization in improvement programmes, such as in planning, goal selection, implementing,
monitoring.and communication. [Outcome f)]

NOTE Letter references [i.e. "Outéome a)", "Outcome b)"] refer to the list items of Table 73, row "Outcomes".
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Table 75 — TEN8 Continual improvement process information items

Information items

Inputs

Outputs

8.01 Acceptance criteria [Outcome a)]

8.09 Customer success criteria [Outcome a)]

3.04 Budget [Outcome a), b)]

8.19 Organizational objectives [Outcome a), b)]

8.11 Improvement goals [Outcome a), c), d), e)]

9.19 Improvement opportunity record [Outcome a), €)]

8.11 Improvement goals [Outcome a)]

9.18 Improvement log [Outcome a)]

9.19 Improvement opportunity record [Outcome a)]
3.23 Improvement plan [Outcome b)]

5.11 Programme governance framework [Outcome b)]
6.09 Continual improvement report [Outcome b), c), d),

e)]
9.05 Communication records [Outcome €)]
9.14 Customer sign-off [Outcome f)]|

8.02 Business process objectives [Outcome b)]
8.06 Customer objectives [Outcome b)]
3.23 Improvement plan [Outcome b), e)]

5.11 Programme governance framework [Outcome d), €)]
3.14 Communication plan [Outcome e)]
9.18 Improyement log [Outcome e)]
2.13 Stakehplder list [Outcome f)]
NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 73, row*Outcomes".
Table 76 — TEN9 Communication management process putrpose and outcomes
ID TEN9
Name Communication management
Purpose The purpose of TENO is to produce timely and aceurate information products to sypport effec-
p tive communication and decision-making.

As aresult of the successful implementation of this process:

a) the scope and purpose of each ¢ommunication is identified;

b) roles and responsibilities for'communication are identified;

c¢) communication contenf;is produced according to the communication purposg;
Outcomes

d) the channel to identified recipients is identified;

e) information is €ommunicated to stakeholders;

f)  unsuccessful communication is identified, monitored, reported and addressgd.
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Table 77 — TEN9 Communication management process BPs

ID TEN9
BP1. Identify communication scope, purpose and plan: Define the scope and purpose of
each required communication, considering the desired results, importance and schedule,
and content to communicate. Define communication plan to provide guidance for deploy-
ment and management of communication. [Outcome a)]

BP2. Manage roles responsible for communication: Define and manage specific roles,
responsibilities and competencies required for communication. [Outcome c)]

BP3. Define contents for communication messages: Define communication content in
terms of identified communication needs and requirements. [Outcome b)]

BPs BP4. Select communication channel(s) to communicate to target stakeholders: Identify
target stakeholders and define the appropriate communication approach and channels for
delivery of messages. [Outcome dJ]

BP5. Communicate to stakeholders: Communicate information to stakeholder§ based on
the communication plan. [Outcome €)]
BP6. Evaluate the effectiveness, identify and implement correctivéjactions:|Monitor
and evaluate the effectiveness of communications. Identify ineffectivecommunidation. Iden-
tify and implement corrective actions to resolve ineffective communication and feported in
a timely manner. [Outcome f)]
NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 76;row "Outcomes".
Table 78 — TEN9 Communication management process.information items
Information items
Inputs Outputs

2.08 Contrafct [Outcome a), c)] 3.14. €Communication plan [Outcome a), b), ¢)| d)]

3.38 Servicg delivery plan [Outcome a), c)] 9:05"Communication record [Outcome a), b),[c), d), e), f)]

3.43 Transition plan [Outcome a), c)] 911 Corrective or preventive actions records [Outcome

8.07 Customper requirement [Outcome a), c)] ]

8.14 Interngl stakeholder requirements [Outcome a), c)j

8.24 Roles gnd responsibilities [Outcome b)]

2.13 Stakehplder list [Outcome d)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 76, row "Outcomes".

Table 79 — TEN10 Documentation management process purpose and outcomes

ID TEN10

Name Documentation management

Purpose The purpose of TEN10 is to provide relevant, timely, complete, valid documented nformation

p to\designated parties.
As aresult of the successful implementation of this process:
a) thescope and purpose of each document is identified, and documentation is {dentifiable;
h) documented information is identifiable and available in appropriate formatsland media;
Outcomes c¢) documented information is approved and released according to defined criteria;
d) documented information is current, complete and is available to stakeholders;
e) documented information is archived, changed or disposed of, as required.
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Table 80 — TEN10 Documentation management process BPs

ID

TEN10

media (e.g. paper, electronic), status, and purpose. [Outcome b)]

fined requirements for the documented information type. [Outcome a), b)]

BPs

distribution, access, retrieval and use. [Outcome cJ]

BP5. Control documented information and ensure availability to stakehold
storage and preservation for documented information, including preservation of
privacy and legibility. Maintain documented information to be current;complete
able for use. Ensure documented information is available for use, when and when
and adequately protected, including confidentiality, integrity and imptroper use.

d), e)]

documented information. Record changes and analyse the imipact of changes. De
tention, archive and disposal needs for documented inforimation and manage dod
information accordingly. Identify issues and improvements for documentation m|
controls, and measures. [Outcome €)]

BP1. Identify information to be documented: Define the scope, purpose and require-
ments of documented information. Determine the documented information required based
on the organization's size, type of activities, process, products and services. [Outcome a)]
BP2. Define the documented information attributes: Define the identifier, description
(e.g. title, date, author and references), format (e.g. language, software version, graphics),

BP3. Document the identified information: Document the identified information to de-

BP4. Approve the documented information before releasing: Review and approve doc-
umented information for suitability and adequacy, and release to stakeholders, including

brs: Define
security,
and suit-
e needed,
Outcome

BP6. Manage and rescind documented information, as required: Control changes to

ine re-
umented
anagement

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list itemas\of Table 79, row "Outcomes".

Table 81 — TEN10 Documentation management process information items

Informationtems

Inputs Outputs

2.02 Delivel
2.08 Contra
3.32 Proces|

2.13 Stakeh

8.07 Customier requirement [Outcome a), b), €};-d), €]

5.01 As-is process documentation [Outcome
5.17 Transition methodology document [Out
9.05 Communication records [Outcome a), b}
9.11 Corrective or preventive actions record
a), b)]
9.19 Improvement opportunity record [Outg
9.02 Change log [Outcome €)]

y organization chart [Outcome a)]
ct [Outcome a)]
5 documentation plan [Outcome a), b}

plder list [Outcome d)]

a), b)]

come a), b)]

]

s [Outcome

ome a), b)]

NOTE Letfer references [i.e. "Ouféome a)", "Outcome b)"] refer to the list items of Table 79, row "Outcomes".
5.2.8 Opeprational enablement (OEN) processes

There are seven processes under this category:

a) OENI: [ransdction quality management;

b) OEN2: Irformmation Security TTamagernennt;

c¢) OEN3: Compliance management;

d) OEN4: Human resource management;

e) OENS5: Infrastructure and technology management;

f) OEN6: Work environment management;

g) OEN7:Issue management.
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Tables 82 - 102 contain the relevant processes related to operational enablement:

— Table 82: OEN1: Transaction quality management process purpose and outcomes;

— Table 83: OEN1: Transaction quality management process BPs;

— Table 84: OEN1: Transaction quality management process information items;

— Table 85: OEN2: Information security management process purpose and outcomes;

— Table 86: OEN2: Information security management process BPs;

— Table 87: OEN2: Information security management process information items;

— Table

Q
.

— Table 8

9
— Table 90: OEN3: Compliance management process information items;
1

— Table 9

— Table 9

— Table 9

— Table 9

— Table 9

— Table 9

— Table 9

— Table 9

2
3
4
5
— Table 96: OEN5: Infrastructure and technology managemient process information items;
v
8
9

— Table 100: OEN7: Issue management process purpose and outcomes;

— Table 101: OEN7: Issue managemefnf process BPs;

— Table 1j02: OEN7: Issue management process information items.

Thable 82 — OEN1 Transaction quality management process purpose and outcomes

ral | H i o rS
. LAUllllJllall\.C ulauasculcut lJl ULLOS lJul PUDC dllu UULLUILICS,

: OEN3: Compliance management process BPs;

: OEN4: Human resource management process purpose and outcomes;

: OEN4: Human resource management process BPs;

: OEN4: Human resource management process information items;

: OENS5: Infrastructure and technology management process purpose and outcomes

: OEN5: Infrastructure and technology management process BPs;

: OEN6: Work environment management progess purpose and outcomes;
: OEN6: Work environment managementprocess BPs;

: OEN6: Work environment management process information items;

ID OEN1
Name Transaction quality management
Purpose The purpose of the OEN1 process is to provide independent assurance through defined controls,
p ensuring transactions, services and processes adhere to specified requirements.
A 1e £4] £.1 5 1 dedes £elas
NS dICTOSUIL UL LIIT SULLTSS1TUTL llllPlClllCllLdLlUll UT LIS lJl ULTSS.
a) an independent verification strategy is developed, implemented and maintained for all
required transactions, services and processes;
b) verification criteria are identified for all required transactions, services and processes;
c¢) acalibration process is established and deployed to ensure consistency of evaluation;
Outcomes
d) verification of selected transactions, services and processes with requirements is
determined and performed;
e) defects are identified, recorded, prioritized and resolved;
f) results of the verification activities are communicated to relevant stakeholders.
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Table 83 — OEN1 Transaction quality management process BPs

ID

OEN1

BPs

BP1. Define a verification process: Define a verification process to ensure service quality
by analysing and calibrating strategy, plans, processes, procedures, etc. Ensure verification
criteria is defined for all information items. [Outcome a), b), c)]

BP2. Align verification: Ensure verification remains aligned to the requirements of the
service provider, customer and end user. [Outcome a)]

BP3. Collect defects data: Gather defects based on verification plan. [Outcome d), €)]

BP4. Analyse results: Initiate appropriate actions based on analysis of verification results
and track to closure. [Outcome c), d), €)]

BP5. Communicate verifications results: Communicate results and observations from the
verification activities to the stakeholders. [Outcome f)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 82, row "Outcomes".

Table 84 — OEN1 Transaction quality management process information items

Information items

Inputs Outputs

3.44 Verific
8.37 Verific

htion strategy [Outcome a)]
htion parameters [Outcome b), c)]
3.10 Calibration plan [Outcome c)]

3.44 Verification strategy [Qutcome a), b)]
9.34 Transaction monitoring results [Outcom
5.02 Calibration pregess [Outcome c)]

b a), d), )]

3.41 Transaftion monitoring plan [Outcome d)] 6.06 Calibratiorvariance Report [Outcome c)]
9.11 Corrective or preventive actions records [Outcome [9.15 Defect récords [Outcome d)]
e), f)] 9.11 Corrective or preventive actions records [[Outcome
d), €)]
9.19 lmprovement opportunity record [Outcome d), €)]
9,05'Communication records [Outcome f)]
NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refepto the list items of Table 82, row "Outcomes".
Tgble 85 — OEN2 Information security management process purpose and outcomles
ID OEN2
Name Information security management
Purpose The purpose of the’OEN2 process is to protect the confidentiality, integrity and availability of
p information relevant to the services at an agreed level across all ITES-BPO activitie$.
As aresultefithe successful implementation of this process:
a) information security requirements are identified;
b).Sinformation security controls are defined and implemented;
Outcomes ¢) information security incidents are identified, resolved, closed and repogted to the
customer;
d) the effectiveness of controls is monitored, reviewed and revised.
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Table 86 — OEN2 Information security management process BPs

ID

OEN2

BPs

contractual obligations, regulatory requirements, technology environments and
environments from the perspective of information security on a regular basis. Id

stakeholders. [Outcome a)]
BP2. Deploy selected information security controls: Secure information with

and vulnerabilities which are identified and assessed. [Outcome b)]

BP1. Agree on new and changed information security requirements: Analyse evolving
business requirements, information flows, organizational policies, customer requirements,

threat
entify, eval-

uate, modify and report information security requirements in agreement with all relevant

selected

information security controls related to the information security risks, including threats

BP3. Establish awareness of information security: Define and implement training and

IWATENEeSS for imformration security- foutcome b

BP4. Manage information security incidents to closure: Manage information
incidents including identification, categorization, notification, response, resoltti
and reporting. [Outcome b), c)]

BP.5 Monitor, review and revise controls: Monitor, review and revise the effec|
controls. [Outcome d)]

security
bn, close

tiveness of

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 85, row “Outcomes".

Table 87 — OEN2 Information security management process information items

Information items

Inputs Outputs

8.12 Inform
3.26 Inform
6.18 Inform|
6.19 Inform

3.14 Communication plan [Outcome d)]

5.14 Securit

ation security requirements [Outcome a)]
ation security awareness plan [Outcome c)]
ation security action log [Outcome c)]

ption security audit report [Outcome c)]

4.02.Jnformation security policy [Outcome h
2:06-Training material [Outcome c)]

9.33 Training records [Outcome c)]
5.14 Security controls procedure [Outcome
9.05 Communication record [Outcome d)]

y controls procedure [Outcome d)]

8.12 Infornration security requirements [Ouftcome a)]

]

620 Information security incident report [Qutcome c)]

), d)]

NOTE Let

non

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 85, row "Outcomes".

Table 88 — OEN3 Compliance management process purpose and outcomes

ID

OEN3

Name

Compliance management

Purpose

Thepurpose of the OEN3 process is to meet and avoid breaching applicable legis
latory’and statutory requirements.

ative, regu-

As a result of the successful implementation of this process:
a)

contracted compliance requirements are identified, tracked and comm
stakeholders;

linicated to

b) contracts, solutions, relationships and service delivery are aligned wif]

h changing

Outcomes

compliance requirements;

<)
d)

compliance requirements are adhered to;

non-compliances are identified, monitored, reported and addressed.
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Table 89 — OEN3 Compliance management process BPs

ID

OEN3

BPs

BP1. Identify new and changed compliance requirements: Analyse new and changed
laws, regulations, contracts, policies, etc. to identify applicable compliance requirements
and consequences of non-compliance. [Outcome a)]

BP2. Communicate compliance requirements: Conduct awareness programmes for
compliance management (requirements, liabilities, responsibilities, due diligence, reporting,
etc.) across different organizational levels. [Outcome a)]

BP3. Update contract: Raise contract change control as required following analysis of
changes in laws, regulations, contracts, policies, etc. [Outcome b)]

BP4. Demonstrate compliance: Collect, analyse, retain, secure and correlate artefacts such
as system logs, audit trails, etc. to demonstrate compliance. [Outcome )]

BP5. Identify non-compliances: Conduct self-assessments, internal audits, extefrnal audits
at a defined frequency to identify non-compliances. [Outcome c), d)]
BP6. Address and communicate non-compliances: Identified non-compliance$ are re-
solved and reported in a timely manner. [Outcome a), d)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 88, row "QutComes".

Table 90 — OEN3 Compliance management process information items

Information items

Inputs Outputs

3.16 Compl

8.16 Legal, s
come a), b)]

8.04 Compl
9.07 Compli
3.15 Compli

ance awareness plan [Outcome a)]
tatutory and regulatory requirements [Out- 9.05 Comniuhication record [Outcome a), d)]

ance requirements [Outcome a), c)]
ance monitoring logs [Outcome c)] d)}
ance assessment/audit plan [Outcome c), d)] 9725 Non-compliance log [Outcome d)]

2.06 Trainingunaterial [Outcome a)]

9.08 Centract change control [Outcome b)]
6.08)Compliance assessment/audit results [Qutcome c),

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer'to the list items of Table 88, row "Outcomes".
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Table 91 — OEN4 Human resource management process purpose and outcomes

ID

OEN4

Name

Human resource management

Purpose

The purpose of the OEN4 process is to provide the organization with necessary competent
human resources and to improve their competencies aligned to business needs.

Outcomes

As a result of the successful implementation of this process:
a) organizational structure, roles, responsibilities and competencies required for service
delivery are maintained;

b) employees understand how their roles and activities contribute to achieving
organizational objectives;

c) performance assessment of human resources is carried out;
d) recruitmentand attrition are managed;

e) training or other actions are completed to address identified compétency gaps to meet
service delivery requirements;

f) grievances are managed;
g) reward and recognition mechanisms are defined and implemented;

h) feedback mechanisms are implemented to identify levels of employee satigfaction and
improvements;

i) non-standard working arrangements are defined and managed;

j)  continual professional development‘tequirements are reviewed, assessed, recorded,
tracked and met.

Table 92 — OEN4 Human resdiirce management process BPs

ID

OEN4

BPs

BP1. Manage human reésource roles, responsibilities: Define and manage s
responsibilities and competencies required for service delivery. [Outcome a), j)]
BP2. Ensure employees understand roles and activities: Each person demd
understandingofroles and activities, and contribution to achieving organizationa
[Outcome b)]
BP3. Assess performance: Assess employee performance against the set goals. ||
BP4. Hire and manage resource retention: Implement programmes aimed a
retaining employees. [Outcome d), €]

BR5: Provide fair treatment for employees: Provide fair treatment for employ
portunities for career development and role changes, including a consultation pr

ecific roles,

nstrates an
| objectives.

Outcome c)]
C hiring and

bes with op-
bcess where

required. [Outcome f), g), h), i), j)]
BP6.Implement rewards and recognition: Create and implement mechanism tojreward and
recognize workforce and ensure implementation. [Outcome g)]
BP7. Measure employee feedback: Create feedback mechanisms, such as an employee satis-

faction survey, to understand employee and improve satisfaction levels. [Outcome h)]

BP8. Define and manage special working requirements: Define and manage conditions for
employees working non-standard conditions or employees with non-standard needs. [Outcome i)]
BP9. Design the work and policies to improve employee experience: Establish a flexible
and engaged work environment and culture to improve the employee experience. [Outcome i)]
BP10. Manage continuous development process: Plan, deliver and track individual training
and development needs to continually develop employee skills and competencies for career
development and aligned to current and future business needs. [Outcome €), g)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 91, row "Outcomes".
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Table 93 — OEN4 Human resource management process information items

Information items

Inputs

Outputs

8.20 Performance goals [Outcome a), j)]

2.09 Contract obligation mapping [Outcome b)]

3.09 Business plan [Outcome b)]

3.39 Strategic plan [Outcome b)]

8.06 Customer objectives [Outcome b)]

8.19 Organizational objectives [Outcome b)]

3.17 Continual professional development plan [Outcome b),

d), e), ), g), h), )]

9.27 Personnel records [Outcome a), c), €), f),

g), h]

2.09 Contract obligation mapping [Outcome b)]
3.18 Department/unit implementation plans [Outcome

b)]

3.37 Roadmap [Outcome b)]

3.39 Strategic plan [Outcome b)]

8.24 Roles and responsibilities [Outcome b)]
5.04 Employee care process document [Outc

2.08 Contritlt [Outcome c), )]

9.26 Performance results [Outcome c), €), g), h), j)]

3.35 Retentjon plan [Outcome d), €), g)]

2.06 Training material [Outcome e), g)]

2.17 Training needs analysis [Outcome €), g)]

5.13 Rewar{l and recognition process document [Outcome

e), 8)]
8.10 Employee satisfaction survey [Outcome f), g), h)]

6.33 Digital|scoreboard [Outcome g)]
9.26 Perfor{nance result [Outcome g)]

5.04 Employee care process document [Outcome g), h)]
3.14 Communication plan [Outcome h)]

1),8),h),1),]]]

6.14 Employee satisfaction survey results {Q
e), ), ), h), 1), j)]

9.26 Performance results [Outcome c); e), g)
3.35 Retention plan [Outcome d);€), g), h)]
3.17 Continual professional devélopment pl4g
e), g)]

8.23 Role competencies [Outcome e), g)]
9.33 Training records [Outcome e), g)]

5.13 Reward andTecognition process docun
come g)]

8.18 Non-standard working conditions requ
[Outcome h)]

9.05 €ommunication record [Outcome h)]

ome ¢), e),
utcome c),
h), )]

n [Outcome

ent [Out-

rement

NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to thedist items of Table 91, row "Outcomes".
Table 94 — OENS Infrastructure and technology management process purpose and oufcomes
ID OEN5
Name Infrastructure and techielogy management
The purpose of the QENS5 process is to ensure that the organization has the nec¢ssary tech-
Purpose nology and infrastructure services and support to meet business needs and servjice delivery
requirements.
As aresult of the successful implementation of this process:
a) facters related to infrastructure and technology, such as business demand, capacity,
performance and availability, affecting service delivery are assessed and idgntified;
b)\\ infrastructure and technology requirements for business and service delivery are
defined and implemented;
c) changes to infrastructure are planned according to customer requirements;
d) incidents and service requests are recorded, prioritized and resolved;
e) unresolved incidents, changes and service requests are escalated as per agreed service
Outcomes levels;
f) contact and escalation points for issues with infrastructure — technology are
established;
g) supportservice is provided according to safety, security and compliance requirements;
h) infrastructure and technology capacity, performance and availability are managed,
measured, reviewed and reported;
i)  the technology strategy, architecture and roadmap are clearly defined and implemented
to ensure the effective use of technology across organization.
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Table 95 — OENS Infrastructure and technology management process BPs

ID

OEN5

BP1.Identify infrastructure and technology requirements: Infrastructure and technology
requirements based on broader market conditions, and specific customer requirements and
upgrades are identified. [Outcome a), b)]

BP2.Manage infrastructure and technology changes: Record required changes in technol-
ogy and infrastructure based on business and customer needs. Meet the change requirements
by procuring or developing the required capability. Establish required support for changes.
[Outcome c), h)]

BP3. Manage incidents, changes and service requests: Establish incident management,
change management and service request management processes for infrastructure and tech-
nology. Provide capability to record, classify and prioritize all incidents, changes and requests,

BPs

amd-track to resotutiomand closure-fOutcome o), ), €, 21

BP4. Establish escalation process: Establish escalation process and SLAs forany
incident/service requests or undelivered changes. [Outcome e), )]

BP5. Support security and compliance requirements: Support conformityto seq
and compliance requirements with periodic monitoring and regularchecks. [Ouf

structure and technology requirements based on contracted sénryice, services l¢
bility, workload characteristics and planned business demand. Communicate reqy
stakeholders. Assess impact of any changes to requirements)(e.g. due to changes
demand) for infrastructure and technology, such includinigapacity, performancg
bility of the service, and identify changes required. [Quteome h)]

BP7.Manage technology performance: Define andineasure all metrics related t
performance, including IT SLA, availability and ¢apacity. Ensure performance rej
establish performance review frequency. Undertake regular reviews of techno
mance. Identify any performance deviationsydetermine corrective and preventive
implement the actions. [Outcome h)]
BP8. Establish technology policy androadmap: Define and implement a technolq
governance, architecture and roadmap’to ensure agility and co-ordination at scale.

unresolved

urity, safety
come g), h)]

BP6. Manage infrastructure and technology requirements: ,Define and maintain infra-

vels, availa-
irements to
in business
and availa-

technology
porting and
ogy perfor-
actions and

gy strategy,
|Outcomei)]

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer'to the list items of Table 94, row "Outcomes".

Tabl

e 96 — OENS Infrastructure and-technology management process information i

tems

Information items

Inputs Outputs

3.40 Technd
a), b), o]
6.03 Busine
8.26 Securit

8.18 Non-st
come b), h)]

8.25 Securi
9.08 Contra
9.03 Change

9.03 Change request records [Outcome a),
6.07 Change report/dashboard [Outcome d
6.17 Incident report/dashboard [Outcome
6.23 Major incident report [Outcome d), €)
9.17 Escalated issues log [Outcome €), f)]

9.31 Service performance review minutes
e), f), g), h)]
6.27 Service performance report [Outcom

logy requirements and fulfilment plan [Outcome

5s demand report [Outcome a), e)]
y and compliande yéquirements [Outcome b), g)]
hndard working.conditions requirements [Out-

y and compliance IT checklists [Outcome c)]
ct change control [Outcome c)]

b), )]
), h)]
d), e)]

[Outcome

 e), g), h)]

réquest records [Outcome c), h)] 3.37 Roadmap [Outcome i)]

5.07 IT ser
d), e), f), g)]

2.03 Escalation matrix [Outcome e), f)]

8.15IT SLA

3.14 Communication plan [Outcome e), h)]
8.29 Service performance targets [Outcome h)]
4.07 Technology strategy [Outcome i)]

1Ce continuity and support procedure [Uutcome

[Outcome e), g), h)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 94, row "Outcomes".
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Table 97 — OEN6 Work environment management process purpose and outcomes

ID

OEN6

Name

Work environment management

Purpose

The purpose of the OEN6 process is to provide appropriate conditions in the workplace that
enable and motivate employees to deliver effectively, in healthy and safe working conditions.

Outcomes

As a result of the successful implementation of this process:

a)

legal, cultural and organizational factors external to the employee that
work environment are identified;

b) work environment requirements are defined and implemented accordin
safety, security and compliance and customer requirements;

impact the

g to health,

c)
d)

non-standard working arrangements are identified and reconfirmed;

required changes to the work environment to meet requirements apdident]
safety, requirement and motivation gaps are identified and implemerited;

e)
f)

changes to work environment are planned according to custother requiren

support service is provided according to health, safety, security and
requirements;

the condition, safety and performance of work environments are measurg
and reported;

g)

h) contact and escalation points for issues with working conditions are estab

ified health,

hents;

compliance

d, reviewed

ished.

Table 98 — OEN6 Work environment-management process BPs

ID

OENG6

BPs

BP1. Identify external factors: Identify cultural, organizational and legal or reg
requirements that are mandated for the work environment. [Outcome a)]

BP2. Identify employee factors: Identify specific factors to be considered for dg
ations of the work envirannient, both physical and cultural. [Outcome b)]

BP3. Identify non-standard working arrangements: Identify and confirm non
arrangements to be considered for design of appropriate work environment. [Ou
BP4. Design work environment to enhance employee well-being: Design the
ronment to meetrequirements, including those for physical environment, cultur
utes and employee well-being, using emerging technology as appropriate. [Outco
)]

BP5, Implement work environment requirements: Implement work environnj
on the'designs for standard and non-standard working requirements. [Outcome

continuously monitor according to the desired work environment. [Outcome e), g
BP7. Provide points of contacts and escalation. [Outcome h)]

ulatory
sign/alter-

-standard
tcome )]
work envi-
hl attrib-
me a), b), c),

ent based

1), e), f)]

BP6. Measure and monitor work environment: Measure safety and performaince and

]

NOTE Let

erreferences [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 97, row "Outcomes".
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Table 99 — OEN6 Work environment management process information items

Information items

Inputs

Outputs

8.22 Regulatory requirements [Outcome a)]

8.18 Non-standard working conditions requirement [Out-
come a), b), ¢), d), e), f), g)]

5.04 Employee care process document [Outcome a), b), c),
d), f), h)]

8.10 Employee satisfaction survey [Outcome a), b), d), e),
)]

4.03 Innovation deployment strategy [Outcome a), b), f)]

5.04 Employee care process document [Outcome a), b), c),
d), 0]

8.38 Work environment design [Outcome a), b), c), d), ),
gl

6.14 Employee satisfaction survey results [Outcome a),
b), e), f)]

2.03 Escalation matrix [Outcome h)]

9.17 Escalated issues log [Outcome h)]

8.19 Organi rattorat UlUjCLtiVCb [C utconre a), ‘u), f)]
2.08 Contrakt [Outcome b), )]
6.14 Employee satisfaction survey results [Outcome b), c),

d)]

NOTE Letfer references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 97, row "Outeemes".
Table 100 — OEN7 Issue management process purpose and-eutcomes
ID OEN7
Name Issue management
The purpose of the OEN7 process is to ensure thatissues can be resolved in a tinjely manner
Purpose . : :
at the tactical, operational or strategic levels.
As aresult of the successful implementationof this process:
a) criteria are identified for the assessment of issues;
b) issues are logged, classified, prioritized, escalated and communicated baged on their
severity;
c) issues arereviewed by the relevant stakeholders;
Outcomes
d) unresolved issues are-€scalated according to agreed criteria;
e) resolution of isst€s and their closure are agreed upon between stakeholdersg;
f) knowledgesmanagement systems are updated with issue and resolution| records to
prevent recurrence.
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Table 101 — OEN7 Issue management process BPs

ID

OEN7

BPs

BP1. Identify issue criteria: Identify issue criteria for impact evaluation. [Outco
sure issues are classified, prioritized and communicated based on their severity.
b)]

BP3. Review issue: Relevant stakeholders assess whether an issue should be acc

Communicate status to the relevant stakeholders. [Outcome c)]

and their severity. [Outcome b), d)]

BP5. Investigate issue and propose resolution: Analyse the root cause of the i
recommend a plan for resolution. Identify and contact all concerned parties heéd
vide input for the resolution. Monitor and record issue status. [Outcome €}|

BP6. Resolve issue: Ensure actions are created and agreed upon betwéen’stake
from the proposed resolution plan. Monitor actions periodically and{track to clog
come e)]

BP7. Update knowledge management systems: Update knowledge manageme
with satisfactory resolutions of the issues identified. Communicate to relevant st
to prevent recurrence. [Outcome f)]

BP2. Log, classify and prioritize issues: Record identified issues in the issue register. En-

jected or merged with another issue. Assign the issue to the appropriate person for review.

BP4. Escalate unresolved issues: Agree criteria for escalating unresolved issues. Escalate
and communicated unresolved issues to relevant stakeholders based on the agreed criteria

holders
ure. [Out-

ht system
akeholders

me a)]
[Outcome

epted, re-

sue and
ing to pro-

NOTE Let

er references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table\00, row "Outcomes”.

Table 102 — OEN7 Issue management process information items

Information items

Inputs Outputs

8.01 Accept
9.21 Issuer
2.13 Stakeh
2.03 Escalat
9.22 Knowl

8,39 Issue criteria [Outcome a)]

9.21 Issue register [Outcome b), c), d), f)]
9.11 Corrective or preventive actions record
e)]

9.22 Knowledge asset [Outcome f)]

hnce criteria [Outcome a)]
bgister [Outcome a), b), c), )]
pblder list [Outcome c)]

ion matrix [Outcome d)]
bdge asset [Outcome f)]

s [Outcome

NOTE Let

er references [i.e. "Outcome a)", "Outcdome b)"] refer to the list items of Table 100, row "Outcomes".

6 PCIs (levels 0 to 5)

6.1 General

This clause
capability d
by the defir

Each of the

presents the RCls relating to the PAs associated with capability levels 0 to 5 that are de
imension‘ofa PAM as shown in Figure 3. PCIs are the means of assessing the capabilitie
ed PAs. Evidence from PCIs supports the judgment of the degree of achievement of the

fined in the
5 addressed
PA.

process assessment indicators in the PAM outlined in this document is identical to the

in the MF.

to the PA as a whole.

NOTE 1

NOTE 2

related achievement which is satisfied by this indicator. See 6.2.2.2 for an example.

6.2 Process capability levels and PAs

6.2.1 Process capability level 0: Incomplete process

The proces

s is not implemented, or fails to achieve its process purpose.
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At this level there is little or no evidence of any systematic achievement of the process purpose.
6.2.2 Process capability level 1: Performed process

6.2.2.1 Overview of process capability level 1

The implemented process achieves its process purpose. The following PA demonstrates the achievement of
this level.

6.2.2.2 PA 1.1 Process performance PA

The process performance PA is a measure of the extent to which the process purpose is achieved. As a result

of full achigvementofthisattribute:

a) the prdcess achieves its defined process outcomes.

Table 103110Vides details on the GPs, GRs and generic information item indicators that'grovide guidance on
the implemgentation of the attribute's characteristics to achieve the results as listed above.

Table 103 — PA 1.1 PCIs

GPs for PA |L.1

GP ID P GP indicators Resylt of
achipvement
GP1.1.1 |[Achieve the process — Achieve the intent of the BPs. a)
utcomes.
— Relevant information items)prove that process outcomes
have been identified.

GRs for PAf1.1

Indicators Result of
achipvement

Resources gre used to perform the intent of process=specific BPs a)

Generic information items for PA 1.1

Indicators Result of
achipvement

2.00 Description a)

Informatior] items exist that provide evidence of the achievement of the process outcomes.

NOTE The l¢tter references in the\"Result of achievement" column make reference to the list included in 4.2.2.2.

NOTE The assessmentiof a performed process is based on PPIs, which are defined in 4.3.3

6.2.3 Prgcess capability level 2: Managed process

6.2.3.1 verview of process capability level 2

The previously described “Performed” process is now implemented in a managed fashion (planned,
monitored and adjusted) and its documented information is appropriately established, controlled and
maintained.

The following PAs, together with the previously defined PA, demonstrate the achievement of this level.

6.2.3.2 PA 2.1 Performance management PA

The performance management PA is a measure of the extent to which the performance of the process is
managed. As a result of full achievement of this attribute:

a) results to be achieved are determined and communicated;
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b) risks that can affect performance of the process are determined and addressed;
c) performance of the process is planned, monitored, measured, evaluated and adjusted (as needed);
d) responsibilities and authorities for performing the process are determined, assigned and communicated;
e) resources necessary for performing the process are determined, provided and maintained (as needed);
f) person(s) performing the process are competent on the basis of appropriate education, training or
experience;
g) interfaces between the involved parties are managed to ensure both effective communication and the
level of control expected.
Table 104 grovides details on S, GRS and generic information item indicators that provide guidance on
the implemgentation of the attribute's characteristics to achieve the results as listed above.
Table 104 — PA 2.1 PCIs
GPID GP GP indicators Resylt of
achipvement
GP2.1.1 Determine results to be — Results to be achieved are determined. a)
achieved for the performance
of the process. — Process performance goals are 'defined.
— Assumptions and constraints are considered
when identifying the pexformance goals.
— Results to be achieved are communicated to
involved parties)
NOTE Proc¢ess performance goals for resources, effort,
scheduleland output are normally stated.
GP 2.1.2 Determine and address risks |— Risks that can affect performance of the process|b)
relevant to the performance are identified and evaluated for effect and severity.
of the process.
— Actions to mitigate the risks are planned and
performed.
— Monitor the risks and record the mitigation
activities throughout the performance of the
process.
GP 2.1.3 Plan the performance of the |— Plan(s) for the performance of the process are|c)
process td.achieve the deter- developed.
mined results.
— Process activities and tasks are defined.
— Schedule and milestones are defined and aligned
withthe appr vachto per for g the ProTeSS:
— Documented information reviews are planned.
GP 2.1.4 Control the performance of |— Process performance measures are established. |c)

the process.

Process performance is monitored and the results
are controlled.

Appropriate actions are taken when planned
results are not achieved.

The plan(s) are adjusted and rescheduling is
performed, as necessary.
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Table 104 (continued)
GPID GP GP indicators Result of
achievement
GP 2.1.5 Assign competent people Responsibilities and authorities to perform|d),f)
with the relevant responsi- the process are determined, assigned and
bilities and authorities for communicated.
performing the process.
Required competencies are identified based on
the responsibilities.
Competencies for management and execution of
the process are ensured by training or work-based
learning.
Person(s) performing the process are considered
competent on the basis of appropriate educations
training, or experience.
Necessary competencies are acquired externally
when needed.
GP 2.1.6 Allocate and maintain The human and infrastructure resources needed |e)
resources to perform the pro- for performing the process afe; determined,
cess according to the plan. provided and maintained.
The information necessary-te-perform the process
is identified and made avaitable.
The use of the {esources is measured and
monitored to ideqitify possible deviations.
GP2.1.7 Manage the interfaces be- The individuals'and groups involved in the process|g)
tween the involved parties. performangcejare identified.
Respomsibilities of the involved parties are
assigned.
Communication is assured between the involved
parties.
Communication between the involved parties is
effective.
GRs for PAR.1
Indicators Resylt of
achipvement
Human resqurces with identified objectives, responsibilities and authorities a),b), c),d), e),
f), g)
Facilities and infrastructure resources a),b), c),e), g)
Planning, managerment and control tools, including time and cost reporting, shift, off-time rosters |b), c)
Workflow njahdgement system d.g
Email and/or other communication mechanisms a),d), e), g)
Information and/or experience repository b), c), e), f)
Problem and issue management mechanisms )
Generic information items for PA 2.1
Indicators Result of
achievement
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Provid

s evidence of communication, meetings, reviews andycorrective actions.

Contains status information about corrective actions; schedule and work allocation rosters.

Table 104 (continued)

GPID GP GP indicators Result of
achievement

3.00 Plan a),b), c),d), e),
f), 8)

— Describes assumptions and constraints considered in defining the objectives.

— Includes milestones and a timetable for producing the information items of the processes.

— Identifies tasks, resources, responsibilities and infrastructure needed to perform the processes.

— Considers risks related to fulfilling defined objectives.

— Identifjesstakehotdersamdcommmumicatiomr mechanisms to beuset:

— Descrilpes how the plan is controlled and adjusted when needed.

6.00 Report b), c)

— Monitops process performance against defined objectives and plans. Identifies deviatiens in

proces$ performance.

— Descrilpes results and status of the process.

— Providgs evidence of management activities.

9.00 Record b), c), d), e), ),
g)

— States fesults achieved or provides evidence of activities performedin a process.

— Monitos identified risks.

NOTE The l¢tter references in the "Result of achievement" column make reference to the list included in 4.2.3.2

6.2.3.3 PA 2.2 Documented information management PA

The docunLented information management PA is a measure of the extent to which the documented

information produced by the process is appropriately managed. As a result of full achievenjent of this

attribute:

a) requir¢ments for the documented information of the process are determined;

b) requir¢ments for control of the documented information are determined;

¢) documpnted information is appropriately identified and controlled according to requirements;

d) documpntedinformation is reviewed and approved for suitability and adequacy in accordance with
plannefd‘arrangements and adjusted as necessary to meet requirements;

e) documented information is determined, maintained and retained to the extent necessary to have

confidence that the process has been performed as planned and to demonstrate the conformity of

produc

NOTE 1

ts and/or services to their requirements.

Requirements for documentation and control of documented information can include requirements for the

identification of changes and revision status, approval and re-approval of documented information, and the creation

of relevant v

NOTE 2

ersions of applicable documented information available at points of use.

process outcomes.

The documented information referred to in this clause are those that result from the achievement of the

Table 105 provides details on the GPs, GRs and generic information item indicators that provide guidance on

the implem

entation of the attribute's characteristics to achieve the results as listed above.
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Table 105 — PA 2.2 PCIs

GP ID GP

GP indicators

Result of
achievement

GP2.2.1
documented information.

Define the requirements for the |—

The requirements for the documented
information to be produced are defined.
Requirements may include defining contents
and structure.

Quality criteria of the documented information
are identified.

Appropriate review and approval criteria for
the documented information are defined.

a)

GP 2.2.2
documentation and control of
the documented information.

Define the requirements for —

Requirements for the documentation and
control of the documented information are
defined. Such requirements may include
requirements for (1) distribution, (2)
identification of documented informatiofirand
their components, (3) traceability.

Dependencies between documented
information are identified and understood.

Requirements for the approyal of documented
information to be contnoled are defined.

b)

GP2.2.3
the documented information.

Identify, document and control |—

The documented information to be controlled
is identified.

Change control'is established for documented
information,

The degumented information is documented
andcontrolled in accordance with
reguirements.

Versions of documented information are
controlled.

The documented information is made available
through appropriate access mechanisms.

The revision status of the documented
information may readily be ascertained.

9

GP2.2.4
informatioriiteo ' meet the defined
requirements.

Review and adjust documented |—

Documented information is reviewed against
the defined requirements in accordance with
planned arrangements.

Issues arising from documented information
reviews are resolved.

d)

GP 2.2.5

ANoiot o2 | I LI 43
Vidllrtalil a1l 1Tualll 111Ul iirativll

n o 1oL 43 A1 & £3
DUCUILITHIITU TITITUT ITTIAdUIUIT TICTTUTU LU CUILITIT 11T

products to demonstrate that
planned results are achieved.

the performance of the process is determined.

Documented information is used to
demonstrate that the products and/or services
satisfy their requirements.

GRs for PA 2.2

Indicators

Result of
achievement

Requirement management method

a),b), ), d), e)

Detailed elaboration and support tool

b), c)

Document identification and control procedure

b),c), d), e)
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Table 105 (continued)

GPID GP GP indicators Result of
achievement

Documented information review methods and experiences d), e)

Review management method/toolset d), e)

Intranets, extranets and/or other communication mechanisms b), c), d), e)

Problem and issue management mechanisms d), e)

Generic information item for PA 2.2

Indicators Result of
achievement

2.00 Descripties a8, ¢), d)

— Demonfstrates process-specific documented information to be managed.

3.00 Plan b)

— Exprespes selected policy or strategy to manage documented information.

— Descrilpes requirements to develop, distribute and maintain the documented infopmation.

— Defineg quality control actions needed to manage the quality of the documented information.

9.00 Record b), c)|, d), e)

— Demonjstrates documented information reviews and contributes to %raceability.

— Recordss the status of documentation or documented information.

— Contains and makes available documented information.

— Supporjts monitoring of changes to documented information.

— Descrilpes non-conformity detected during docuniented information reviews.

— Provides evidence that the changes are undéx'€ontrol.

8.00 Specification a), b}

— Defineg the functional and non-functional requirements for documented information.

— Identif]es documented information dependencies.

— Identif]es approval criteriafor documents.

— Defineg the attribute$associated with the documented information to be created.

NOTE The l¢tter referénces in the "Result of achievement" column make reference to the list included in §.2.3.3.

6.2.4 Prgcess capability level 3: Established process

6.2.4.1 Overview of process capability level 3

The previously described “Managed” process is now implemented using a defined process which is assured
and continually improved.

The following attributes of the process demonstrate the achievement of this level.
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The process definition PA is a measure of the extent to which an organizational standard process is
established and maintained. As a result of full achievement of this attribute:

a) a standard process, including appropriate tailoring guidelines, is established and maintained that

describes the fundamental elements that need to be incorporated into a defined process;

b) the required inputs and the expected outputs for the standard process are determined;

¢) sequence and interaction of the standard process with other processes is determined;

d) roles,competences, responsibilities and authorities for performing the standard process are determined;

e) resourfes for performing the standard process are determined,
f) knowlgdge necessary for the operation of the standard process is determined and maiftaingd.
NOTE An organizational standard process can be used when deploying a defined process, infwhich cpse tailoring
guidelines afe not necessary.
Table 106$ovides details on the GPs, GRs and generic information item indicaters that provide guidance on
the implemfentation of the attribute's characteristics to achieve the results as’listed above.
Table 106 — PA 3.1 PCIs
GPID GP GP indicators Regqult of
achlievement
GP3.1.1 Establish and maintain A standard process isdéveloped that includes the a)
a standard process that fundamental process’elements.
will support the de-
ployment of the defined The standard process identifies the deployment needs
process. and deploymént context.
Guidanceand/or procedures are provided to support
implerfaentation of the process as needed.
Appropriate tailoring guideline(s) are available as
needed.
The standard process is maintained to meet the
improvement needs and opportunities.
GP 3.1.2 Determine the inputs Required inputs are identified, including information  |b)
and outputs of the-stand- needed.
ard process.
Expected outputs are identified.
Start and stop criteria for the standard process are
defined as needed.
GP 3.1.3 Deétermine the sequence The process’s sequence and interaction with other )
and imteraction of the PrOCESSES are GeterTmined.
process as an integrated
system of processes. Deployment of the standard process as a defined
process maintains the integrity of processes.
GP 3.1.4 Determine the roles, Roles and related competencies for performing the d)
competencies, respon- process are determined.
sibilities and authori-
ties for performing the Authorities necessary for executing responsibilities are
standard process. determined.
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Table 106 (continued)
GPID GP GP indicators Result of
achievement
GP 3.1.5 Determine the resourc- |— Appropriate resources are identified and determined. |e)
es for performing the
standard process. — Requirements for the quality of the resources are
defined.
— Process infrastructure components are identified
(facilities, tools, networks, methods, etc.).
— Work environment requirements are defined.
GP 3.1.6 Determine and maintain |— Information and understanding needed to perform the |f)
necessary knowledge process is determined and maintained.
for the operation of the
standard process.
NOTE The term "knowl-
edge" refers to facts,
information, and skills
acquired by a person
through experience or
education; the theoret-
ical or practical under-
standing of a subject.
GRs for PAB.1
Indicators Regdult of
achlievement
Process moflelling methods/tools a), aﬂ, ), d),
e). 1)
Training mdterial and courses a), IJ)), c),d)
Resource mpnagement system b), ¢),d)
Process infifastructure a), ), c)
Audit and tgend analysis tools e), 1)
Process mopitoring method e), 1)
Process trapsition method a), b, c), d),
e). )
Generic information items for PA 3.1
Indicators Regult of
achlievement
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Table 106 (continued)
GPID GP GP indicators Result of
achievement
2.00 Description a), b), ¢), d)

— Describes the organizational standard process, including the fundamental process elements,
interactions with other processes and appropriate tailoring guidelines.

— Addresses the performance, management and deployment of the process, as described by
capability levels 1 and 2 and the PA 3.2 process deployment attribute.

— Addresses methods to monitor process effectiveness and suitability.

— Identiffes data and records to be collected when performing the delined process, In order to
improvle the organizational standard process.

— Identifles and communicates the personnel competencies, roles and responsibilities for.the
organizational standard and defined process.

— Identifjes the personnel performance criteria for the organizational standard and-defined
process.

— Identifjes the tailoring guidelines for the organizational standard process.

— Identif]es process measures.
3.00 Plan e), f)

— Identif]es approaches for defining, maintaining and supporting,a standard process, including
infrastfucture, work environment, training, internal audit and management review.

4.00 Policy a), q),e),f)

— Provides evidence of commitment to maintaining an grganizational standard process to support
the degloyment of the defined process.

5.00 Procedure a), ), c), d),
e), 1)

— Providgs evidence of organizational commitment to maintaining a standard process to support
the degloyment of the defined process,

8.00 Specification a)

— Provides reference for the standards used by the standard process and identification about how
they arfe used.

9.00 Record d)

— s used|to support@nd maintain the standard process assets.

NOTE The l¢tter references in the "Result of achievement" column make reference to the list included in ¢.2.4.2.

6.2.4.3 PA-3.2 Process deployment PA

The process deployment PA is a measure of the extent to which the organizational standard process is
effectively transitioned and deployed as a defined process. As a result of full achievement of this attribute:

a) adefined process is deployed based upon an appropriately tailored standard process;

b) required roles, responsibilities and authorities necessary for performing the defined process are
assigned and communicated;

¢) required person(s) necessary for performing the defined process are competent on the basis of defined
education, training and experience;

d) required resources necessary for performing the defined process are made available, monitored and
measured;
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e) information items are available to ensure that the defined process achieves its intended results.

Table 107 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed above.

Table 107 — PA 3.2 PCIs

GPID GP GP indicators Result of
achievement
GP 3.2.1 Deploy a defined process that — The defined process is appropriately selected |a)
satisfies the context-specific and/or tailored from the standard process.
requirements of the use of the
standard process. — Criteria to verify conformity of the defined
PIrocLess WlL}l L}lU dellddl d PIroLess dic
determined.

— The defined process is used to achieve the
process outcomes.

GP 3.2.2 Deploy competent people with |— Competency criteria for the requiredeles are |b), ¢)
defined responsibilities and defined.
authorities to support the per-
formance of the defined process.|— The roles for performing the defined process

are assigned and communieated.

— Theresponsibilities and.authorities for
performing the defined.process are assigned
and communicated.

— Competencyofithe required person(s) is
monitored@nd maintained with appropriate
educationytraining or experience.

GP 3.2.3 Provide resources and informa- |— Required human resources are made available, |d)
tion to support the performance allecated and used.

of the process.
— ~JInformation required for performing the

process is made available, allocated and used.

— Resources are measured and monitored to
ensure their effective use.

GP3.2.4 Maintain information items as |— Information items are maintained. e)
evidence of the process achiev-
ing expected results: — Information items are available for review.

— Information items can be verified by person(s)
independent of those performing the process.

GRs for PAB.2

Indicators Redult of
achiievement

Process repsitory a), )

Resource management system b), c), d)

Knowledge management system d)

Working environment and infrastructure e)

Generic information items for PA 3.2

Indicators Result of
achievement
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Table 107 (continued)
GPID GP GP indicators Result of
achievement
2.00 Description a)
— Describes the defined process for use by the project.
— Describes the verification activities needed to ensure the conformity of the project’s defined

process with the organization’s standard process.

— Represents the interactions of the project’s defined process with other processes.

3.00 Plan

a), b), ¢), d), ¢

— Exprespes the strategy for the organizational support, allocation and use of the process
infrastfucture.

— Descrilpes the project’s resources and the elements of the infrastructure needed to deplay the

defined

— Exprespes the strategy to satisfy the training need.

process.

5.00 Procedure 0, d),e)

— Defines
knowld

— Descrilpes the achievement of deploying required resources and the use of documented
informption.

the training requirements for required roles and competencies including training goals,
dge and acceptance criteria.

9.00 Record

— Provides results of required education.

— Retain
proces

a), ), ¢, d), ¢

data on deploying required resources andcdecumented information when performing
es.

NOTE The l¢tter references in the "Result of achieveément" column make reference to the list included in 4.2.4.3.

6.2.4.4 PA 3.3 Process assurance PA

The procesp assurance PA is a measure of the extent to which the defined process is assured and |continually

improved. As a result of full achievement of this attribute:

a) appropriate data and information are collected and analysed from monitoring and measurement of the
proces$ to evaluate the effectiveness and risks of the process, and to identify needs and opjportunities

for imp

b) criteris
adequd

c¢) confor

rovement;

and methods needed to ensure effective operation and control, and continuing|suitability,
cy, effectiveness and risks of the process are determined and evaluated;

\ items) is

objectively assured;

d) action is taken on any non-conformity, based on its nature and effect, and tracked to closure;

e) the standard process is continually improved based on identified needs and opportunities.

Table 108 p

rovides details on the GPs, GRs and generic information item indicators that provide guidance on

the implementation of the attribute's characteristics to achieve the results as listed above.
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Table 108 — PA 3.3 PCIs

GP ID

GP

GP indicators

Result of
achievement

GP 3.3.1

Collect and analyse data
about performance of the
process to identify needs
for improvement.

Data required to understand the behaviour,
suitability and effectiveness of the defined process
are identified, collected and analysed.

Results of the analysis are used to identify where
continual improvement of the standard and/or
defined process can be made.

a)

NOTE Data about process performance can be qualitative
or quantitative.

GP 3.3.2

Determine suitable
methods and measures to
monitor and evaluate the
process.

Methods and measures for monitoring suitability,
effectiveness and adequacy of the process are
determined.

Appropriate criteria and data needed to tonitor the
process are defined.

The need to conduct internal audit{process
compliance audit/reviews andTanagement review is
established.

Suitability, adequacy and effectiveness of the process
are measured and analysed continually using
appropriate methods:

Identified risks.are evaluated and managed.

b)

GP 3.3.3

Assure conformity of the
defined process.

Associatedcactivities, outputs and information items
are evaluated.

Conformity of the defined process with the standard
process requirements is verified.

Any non-conformities are identified and
documented.

Assurance activities are performed independently of
the process instance to ensure objectivity.

GP 3.3.4

Act on non-confermities to
adjust the performance of
the process.

The nature and effect of non-conformities are
analysed to plan appropriate actions.

Any changes needed are implemented to ensure that
the process achieves its intended results.

Actions are managed and tracked to closure.

d)

GP 3.3.5

mmmmm £l rao eclbacad
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on the monitoring of the
process.

a a £l s ag
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are measured and analysed continually using
appropriate methods.

Internal audits, process capability audits/reviews
and management reviews are performed when
needed.

Process changes are implemented to maintain the
standard process.

~J

GRs for PA 3.3

Indicators

Result of
achievement
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Table 108 (continued)
GPID GP GP indicators Result of
achievement
Feedback mechanisms (customer, staff, other stakeholders) a)
Problem and change management system a), d)
Data collection analysis system a)
Process assessment framework a),b), )
Audit/review system a), c)
Process modelling methods/tools b), c)
Audit and trend analysis tools b)
Process mofhitoring method b, ¢)
MF ¢)
Process control tools/applications d)
PI framewotk a), ¢)
Generic information items for PA 3.3
Indicators Regdult of
achlievement

2.00 Description b)
— Addregses methods for monitoring process effectiveness and suitability:
— Identif]es process measures.
3.00 Plan a), ), e
— Identif]es PI proposal(s) based on analysis of suitability and effectiveness.
— Identif]es approaches for defining, maintaining andtSupporting a standard process, including

infrastfucture, work environment, training, internal audit and management review.
— Allocates resources for improvement activities.
4.00 Policy b)
— Provides evidence of commitment todaintaining an organizational standard process to support

the degloyment of the defined process.
5.00 Procedure b)
— Provides evidence of organizational commitment to maintaining a standard process to support

the degloyment of the.defined process.
6.00 Report a), ¢),d)
— Provides results of the analysis, recommended corrective action and feedback to the process

owner pf the-erganization’s standard process.
— Identifies Tmprovement opportunities of the defined process.
— Provides evidence on the suitability and effectiveness of the defined process.
— Provides results of process data analysis to identify process performance parameters.
— Identifies corrective actions to address non-conformity.
8.00 Specification a)

Provides evidence that information is made available for performing the defined process.
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Table 108 (continued)
GPID GP GP indicators Result of
achievement
9.00 Record a),b),d)

— Provides evidence that the project personnel possess the required authorities, skills, experience
and knowledge.

— Provides evidence that project personnel have received the required training to satisfy the
needs of the project.

— Provides evidence that project infrastructure and working environment are made available and
maintained for performing the defined process.

— Recordks the status of required corrective actions.

— Capturps the work allocation rosters needed to define the tasks and their dependencies.
— Provides evidence that information is made available for performing the defined process:
— Isused|to support and maintain the standard process assets.

— Documients corrective actions to be implemented.

— Monitofrs the status of corrective actions.

NOTE The l¢tter references in the "Result of achievement" column make reférence to the list included in 4.2.4.4.

6.2.5 Process capability level 4: Predictable process

6.2.5.1 Qverview of process capability level 4

The previopsly described “Established” process is now performed predictively. Quantitative management
needs are |dentified and measurement data are ‘eollected and analysed to identify assignable causes of
variation.

The following PAs, together with the previeusly defined PAs, demonstrate the achievement of this level.

6.2.5.2 PA 4.1 Quantitative analysis’PA

The quantifative analysis PA is a measure of the extent to which information needs are defined, rglationships
between pfocess elements areidentified, and data are collected. As a result of full achievemient of this
attribute:

a) process informationneeds in support of relevant defined quantitative business goals are estiablished;

b) proces$ measiirement objectives are derived from process information needs;

¢) measurable Telationships between process elements that contribute to the process performance are
identifled:

d) quantitative objectives for process performance are established to support relevant business goals;

e) appropriate measures and frequency of measurement are identified and defined in line with process
measurement objectives and quantitative objectives for process performance;

f) techniques for analysing the collected data are selected;

g) results of measurement are collected, validated and reported in order to monitor the extent to which
the quantitative objectives for process performance are met.

NOTE1 Information needs can typically reflect customer, management, technical, service, process or product needs.
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Measures can be process measures, product measures or satisfaction measures, or a combination of the three.

Table 109 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed above.

Table 109 — PA 4.1 PCIs

GPID GP GP indicators Result of

achievement

GP 4.1.1 |Establish process information needs,|— Quantitative business goals relevant to the |a)
in support of quantitative business process are identified.
goals.

— Stakeholders of the identified business goals
aud thc Liuautltatlvcl_y IICadoul Cd Fl ULLTSS,
and their information needs are identified,
defined and agreed upon.

GP 4.1.2 |Derive process measurement ob- — Process measurement objectives to satisfy " |b)
jectives from process information defined process information needs are
needs. defined.

GP 4.1.3 |ldentify measurable relationships — Relationships between process élements are |c)
between process elements. determined which contribute tothe derived

measurement objectives.

GP 4.1.4 |Establish quantitative objectives for |— Process performance pbjéctives are defined |d)
the performance of the defined pro- to explicitly reflect the.quantitative business
cess, according to the alignment of goals.
the process with the business goals.

— Process perfgrmance objectives are
validated with process stakeholders to be
realisticand useful.

GP 4.1.5 |Identify product and process meas- |— Detailed measures are defined to support e)
ures that support the achievement monitoring, analysis and verification needs
of the quantitative objectives for afithe quantitative objectives.
process performance.

~=" Frequency of data collection is defined.

— Algorithms and methods to create derived
measurement results from base measures
are defined, as appropriate.

— Verification mechanism for base and derived
measures is defined.

NOTE 1 Typically, the standard process definition

is extended to include the collection of data for
process measurement.

GP 4.1.6 |Selectanalysis techniques, appropri- |— Process control analysis methods and f)
ate'to collected data. techniques are defined.

Selected techniques are validated against
process control objectives.
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Table 109 (continued)
GPID GP GP indicators Result of
achievement
GP 4.1.7 |Collect product and process meas- |— A data collection mechanism is created for |g)
urement results by performing the all identified measures.
defined process.
— Required data is collected in an effective and
reliable manner.
— Measurement results are created from the
collected data and analysed within the
defined frequency.
—  MEASUTEMent Iesuits are Teported to tose
responsible for monitoring the extent to
which qualitative objectives are met.
NOTE 2 A product measure can contribute to a
process measure.
GRs for PA.1
Indicators Regqult of
achlievement
Managemer]t information (cost, time, reliability, profitability, customer benefits, risks, etc.) a), ), c),d),
e). §)
Applicable neasurement techniques e)
Product and process measurement tools and results databases e, )
MF ). 4). e, 8)
Tools for dafa analysis and measurement b), ¢),d), e), g)
Process cor{trol and analysis techniques f)
Generic information items for PA 4.1
Indicators Regqult of
achievement
2.00 Description a), ¢, e)
— Defineg information needs for the process.
— Specifigs candidate meastres.
3.00 Plan b), 4), e), )
— Defineg quantitatiyve objectives for process performance.
— Specifigs méasures for the process.
— Defined tasks and schedules to collect and analyse data
— Allocates responsibilities and resources for measurement.
— Defines analysis methods and techniques at detailed level.
9.00 Record g)

Defines data to be collected as specified in plans and measures.
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Table 109 (continued)
GPID GP GP indicators Result of
achievement
6.00 Report ), g)
— Provides results of process data analysis to identify process performance parameters.
— Monitors process performance based on results of measurement.
— Ensures that selected techniques are effective and measures are validated.
8.00 Specification a),b), e)
— Describes-infermationneeds-and-performance-objectives:
— Provides a basis for analysing process performance.
— Defineg explicit criteria for data validation.
— Defineg the frequency of data collection.
NOTE The l¢tter references in the "Result of achievement" column make reference to thelist included in 4.2.5.2
6.2.5.3 PA 4.2 Quantitative control PA
The quantikative control PA is a measure of the extent to which objeetive data are used to manage and

control pro

a)

assigng

b) distrib
c) correct
d) separa
assignza
e) proces
the implen

cess performance that is predictable. As a result of full achievement of this attribute:

itions that characterize the performance of the process are established;
ive actions are taken to address assignable causes of variation;

fe distributions are established (as necessary) for analysing the process under the i
ble causes of variation;

5 performance data are used todevelop predictors of process outcomes.

ovides details on the GPs, GRs and generic information item indicators that provide g
ntation of the attributé's)characteristics to achieve the results as listed above.

ble causes of process variation are determined thréugh analysis of the collected datd;

4

nfluence of

ruidance on

© ISO/IEC 2024 - All rights reserved
74


https://iecnorm.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

Table 110 — PA 4.2 PCIs

GPID GP GP indicators Result of
achievement
GP4.2.1 Determine assignable causes of Variation in process performance is a)
process variation by analysing the attributed to a specific, unpredictable cause.
collected data.
Assignable cause indicates a possible
problem in the defined process.
GP 4.2.2 Establish distributions that charac- Variation in measurement results is used to |b)
terize the process performance. analyse process performance.
Deviations are analysed to identify potential
r‘nncn(c) of variation
Trends of process performance are
identified.
GP 4.2.3 Identify and implement correc- Results are provided to those responsible for |c)
tive actions to address assignable taking action.
causes.
Corrective actions are determined to
address each assignable cause.
Corrective actions are implemented to
address assignable catsegs of variation.
Corrective actiontresults are monitored.
Corrective actions are evaluated to
determine,their effectiveness.
GP 4.2.4 Establish separate distributions for Consequierices of process variation are d)
analysing the process. analysed.
Distributions are used to quantitatively
understand process performance under the
influence of assignable causes of variation.
GP 4.2.5 Develop predictors for process Process performance data are used. e)
outcomes.
Predictors are independent variables for
forecasting process outcomes.
GRs for PAR.2
Indicators Redult of
achlievement
Process conjtrol and analySis-techniques a)
Statistical alnalysis toals/applications a), ), d), e)
Process coritrol toels/applications b), ¢), d), €)
Generic inliormation items for PA 4.2
Indicators | Regult of
achievement
2.00 Description a), b),d)

Defines parameters for process control.

Defines and maintains control limits for selected base and derived measurement results.
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Table 110 (continued)
GPID GP GP indicators Result of
achievement
6.00 Report b), c), d)

Provides analysed measurement results of process performance.

Identifies corrective actions to address assignable causes of variation.

9.00 Record

Provides measurement data to identify special causes of variation.

Provid
Record
Docum|
Monito]

Collect

s the changes.
ents corrective actions to be implemented.
Irs the status of corrective actions.

5 the data and provides the basis for analysis, corrective actions and results;réporting.

cinformation on dafacte and npeahlom o
S RaHeR-6R-Gere et s aProsems:

a), b), ¢, d), ¢

NOTE Thel

btter references in the "Result of achievement"” column make reference to the list included in 6.2.

6.2.6 Process capability level 5: Innovating process

6.26.1 O

The previo
identified i

The follow

achievement of this level.

6.2.6.2 P

The proces|
performan

verview of process capability level 5

1sly described predictable process is now contifiually improved to respond to chang
hnovative approaches for process innovation.

A 5.1 Process innovation PA

5 innovation PA is a measurg of the extent to which changes to the definition, mana

ng attributes of the process together with the previously defined attributes demo

e of the process are identified and effectively implemented from identified innovative
innovation using internal resources and/or using external ideas according to defiy
objectives. As a result of full achievement of this attribute:

5 innovation objectives for the process are defined that support the relevant business
riate data are\analysed to identify opportunities for best practice and innovation;
Fion oppertunities derived from new technologies and process concepts are identifiec

ementation strategy is established to achieve the process innovation objectives;

es through

nstrate the

bement and
approaches
led process

goals;

performance is understood and acted upon;

for process
innovation
a) proces
b) approp
¢) innova
d) animp
e)

process;
f)
g)

produc

t requirements and process and innovation objectives.

the impact of all proposed changes is assessed against the objectives of the defined process and standard
implementation of all agreed changes is managed to ensure that any disruption to the process

effectiveness of process change on the basis of actual performance is evaluated against the defined

Table 111 provides details on the GPs, GRs and generic information item indicators that provide guidance on

the implem

entation of the attribute's characteristics to achieve the results as listed above.
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Table 111 — PA 5.1 PCIs

GPID GP GP indicators Result of

achievement

GP 5.1.1 |Define the process innovation New business visions and goals are analysed to give |a)
objectives for the process that guidance for new process objectives and potential
support the relevant business areas of process change.
goals.

Quantitative and qualitative process innovation
objectives are defined and documented.

GP 5.1.2 |Analyse data of the process Feedback on opportunities for innovation is b)
to identify opportunities for actively sought, including analysis of the results
best practice and innovation. from the process measurements.

Innovation opportunities are identified.
Best practices are identified and evaluated.

GP 5.1.3 |Identify innovation oppor- Possibilities of new process concepts on the c)
tunities of the process from innovation of process performance are identified
new technologies and process and evaluated.
concepts.

Impact of new technologies on process-performance
is identified and evaluated.

Emergent risks are consideréd)in evaluating
innovation opportunities.

GP 5.1.4 |Define an implementation Commitment to innovation is demonstrated by d)
strategy based on long-term organizational mandgement, including the process
innovation vision and objec- owner(s), and othérrelevant stakeholders.
tives.

Measures thatwalidate the results of process
changes aré.defined to determine expected
effectiveneéss of the process change and the
expected impact on defined business objectives.
Thé/proposed process changes are planned and
prioritized based on their impact on defined
innovation objectives.

GP 5.1.5 |Assess the impact of each Objective priorities for process innovation are e)
proposed change againstthe established.
objectives of the defined and
standard process. Specified changes are assessed against product

quality and process performance requirements and
goals.

The impact of changes to other defined and
standard processes is considered.
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Table 111 (continued)

GPID GP GP indicators Result of
achievement

GP 5.1.6 |Manage the implementation |— A mechanism is established for incorporating f)
of agreed changes. accepted changes into the defined and standard
process(es) effectively and completely.

— The factors that impact the effectiveness and full
deployment of the process change are identified
and managed, such as:

— economic factors productivity, profit, growth,
efficiency, quality, competition, resources and
capacity);

— human factors (job satisfaction, motivation,
morale, conflict/cohesion, goal consensus,
participation, training, span of control);

— management factors (skills, commitment,
leadership, knowledge, ability, oyganizational
culture and risks);

— technology factors (sophistication of system,
technical expertise, development methodology,
need of new technologies).

— Training is provided.to‘users of the process.

— Process changes-are effectively communicated to
all affected parties.

— Records of the change implementation are
maintaifted.

GP 5.1.7 |Evaluate the effectiveness of |— Performance and capability of the changed process |g)
process change. aremeasured and compared with historical data.

-+ A mechanism is available for documenting and
reporting analysis results to management and
owners of standard and defined process.

— Measures are analysed to evaluate the effectiveness
of the process change.

— Other feedback is recorded, such as opportunities
for further innovation of the organizational
standard process.

GRs for PAB.1

Indicators Regdult of
achlievement

PI framework a), c), d)

Process feedback and analysis system (measurement data, causal analysis results, etc.) b)

Piloting and trialling mechanism b), c)

Change management system e), f), g)

Process evaluation system (impact analysis, etc.) e), g)

Generic information items for PA 5.1

Indicators Result of
achievement
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Table 111 (continued)

GP ID

GP GP indicators

Result of
achievement

2.00 Description

— Identifies potential areas of innovation and new technology.

— Documents changes as a result of Pl actions.

c), d), f)

3.00 Plan

— Defines improvement objectives for the process.

a), d), e), f)

J— Alloca ac racaonrcac for by auamant ~otivitiog
SFeseuFeesS+orHRproveefractvieies:

— Schedulles activities for root cause analysis.

— Define;
— Identif
— Define;s
— Allocat
— Assign
— Define;s
— Allocat

— Specifi

an approach to implementing selected innovations.

es the scope of pilot innovation activities.

the activities and schedule for pilot change implementation.
es resources for pilot implementation.

5 responsibility for pilot implementation.

es resources and responsibilities for organizational implémentation.

s the scope of pilot implementation of proposed change.

the activities and schedule for organizational implementation of process change.

5.00 Procedure

— Establi

Khes expectations for conduct and evaluation of pilot innovations.

6.00 Report

— Identif

es potential innovations and procé€ss changes.

— Descrilpes results of pilot implementation of process change.

— Evalua

— Provid

es the effectiveness of the process compared to process innovation objectives.

s details on implementation of organizational changes.

— Descrilpes proposed chariges to the organizational standard and defined process.

b), ¢), ), ), g)

8.00 Specifi

— Defines

cation

andimaintains business goals.

— Provid

bs\evidence of management commitment.

a), g)

— Specifies measures derived from PI objectives.
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Table 111 (continued)
GPID GP GP indicators Result of
achievement
9.00 Record b), f)

— Provides analytical data to identify opportunities for best practice and innovation.

— Identifies potential innovation opportunities.

— Records information on new technology and techniques.

— Contains records of all completed and in-progress pilot implementations.

Tt P T P S
— Recordgistoryof amdjustificatiomrforchanges:

NOTE Thel

btter references in the "Result of achievement" column make reference to the list includedin §.2.6.2.
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Annex A
(informative)

Conformity of the PAM

A.1 General

This document sets out a PAM that meets the requirements for conformity defined in ISO/IEC 33004. The

PAM can bq

This annex
The followi

used in the performance of assessments that meet the requirements of ISO/IEC 3300

serves as the statement of conformity of the PAM to the requirements laid out4inISO
ng clause provides cross-references to relevant requirements from ISO/IE€,33004,

explanations of how the PAM outlined in this document conforms to these requirements.

Since this H
the conforn

A.2 Req

A2.1 Int

Introductol
in ISO/IEC

In this dod
Introductig

A2.2

Requireme

IAM has been explicitly constructed to be an elaboration of the PRM defined in ISO/I
hity claim is relatively simple.

lirements for PAMs

roduction

'y requirements concerning the purpose, scope afid elements, and mapping of PAMs
83004:2015, 6.1.

ument, the purpose, scope and elements;"and mapping of the PAM are covered
n, Scope and 4.2.

PAM scope

hts concerning the Scope of thePAM are laid out in ISO/IEC 33004:2015, 6.2.

The Scope

2.
IEC 33004.
followed by

EC 30105-1,

hre laid out

under the

fthe PAM outlined in this:«décument is as specified in the PRM in ISO/IEC 30105-1, which defines

a PRM satipfying the requirements_o6f ISO/IEC 33004:2015, Clause 5. The process capability sd
PAM is defiped in the MF specified-in ISO/IEC 30105-3 which defines an MF for process capabilit
the requirements of ISO/IEC33003.

A.2.3 Requirements
General requirements concerning PAMs are laid out in ISO/IEC 33004:2015, 6.3.
The PAM optlined in this document is based upon the PRM specified in ISO/IEC 30105-1, addrg

ope of this
y satisfying

ssing all of

the procesdes.dentified in Clause 5 of this document.

In the capability dimension of this PAM, the model addresses all of the PAs and capability levels defined in
the MF in ISO/IEC 30105-3:2016, Clause 7, for the process quality characteristic of process capability.

A.2.4 Assessment indicators

Requirements concerning assessment indicators for PAMs are laid out in ISO/IEC 33004:2015, 6.3.4.

The PAM outlined in this document provides a two-dimensional view of process capability for the processes
in the PRM, through the inclusion of assessment indicators as shown in Figure 4. The assessment indicators

used, as shown in Figure 4 are:

BPs and information items;
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— GPs, GRs and generic information items.

They support the judgment of the performance and capability of an implemented process.

A.2.5 Mapping PAMs to PRMs
Requirements concerning the mapping of PAMs to PRMs are laid out in ISO/IEC 33004:2015, 6.3.5.

Each of the processes in the PAM outlined in this document is identical in scope to the process defined in the PRM.
The process dimension of the PAM outlined in 4.2.1 of this document includes the processes defined in PRM.

A.2.6 Mapping PAMs to MF

1L Cc 209004 o1rc
LG JJUVUT.aVU1L1LJ

laid ] Al FaWi 209
dlI' T Idiu Uutl 111 IJU/I J. ..

.
;O

Re uireme lta CUIILTT ll;ll thc IIId ;ll Ul 1 111V
5 PPHs

Each of thg assessment indicators in the PAM outlined in this document is identical in segpe|to the PAs
defined in the MF. The PCIs of the PAM outlined in Clause 6 of this document include the PAs defiped in MF.
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Annex B
(informative)

Information item characteristics

B.1 Overview

Information item characteristics listed in this annex can be used when reviewing potential inputs and outputs

of process
look for in
of a particu

context (application domain, business purpose, development methodology, size of the ©Organizaf

considered

B.2 Gen

Generic in
informatio
items form

information item classes are basic input classes used for processing owners of all types of prd

Table B.2).

NOTE T
characterist

h particular sample information item, to provide objective evidence supporting the

bric information items

b

mplementation. The characteristics are provided as guidance for the assessmentir
lar process. A documented process and assessor judgment are needed to ensure that

when using this information.

rmation item indicators are sets of characteristics that would be expected to be

the basis for the classification of the information items$.defined as PPIs (see Table

he set of generic information item classes covered in this annex, including its descriptiong
ics, is derived from ISO/IEC/IEEE 15289.

Table B.1 — Descriptions of the<elements of generic information item

dicators to

assessment
the process

ion, etc.) is

evident in

items of generic types as a result of the achievement of-an attribute. The generic information

B.1). These

cesses (see

and typical

Generic inqormation item ID

Identifiers of the information items.

Generic inﬂormation item class

Identifies the types of information item that are produced
tices or processes.

from prac-

Generic information item description

Explains the content of a generic information item.

teristics

Generic information item typical charac-

Explains the characteristics of a generic information item,
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Table B.2 — Generic information items

Generic Generic information Generic information item de- Generic information item typical
information item class scription characteristics

item ID

1.00 Object (Obsolete) An entity created to serve a — Identity, name of object.

purpose, or created in the course
of serving that purpose. Its exist-
ence is observable and rational-
ized by its material or behaviour-
al characteristics. It can exist as a
complete, partial or exemplifying
realization of a product, be a
suhordinate part ofa product he

Purpose, value that caused its
creation.

Ownership and responsibility
for object — status, state and
classification of object.

a by-product, or be a part of an
enabling system.

Distinguishing observable
qualities and propertigs.

Functional and behavipural
characteristics.

Dimensional and parametric
characteristics.

Relationship with and
dependencies on surroundings.

Observable interactior]s or effects
on other objects.

Interfaces, connection$ to
surroundings.

Location, position in
surroundings.

Safety, security, privacly and
environmental regulations.
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Table B.2 (continued)

Generic Generic information Generic information item de- Generic information item typical
information item class scription characteristics

item ID

2.00 Description Represents a planned or actual |— Object, subject or class

context of use, function, design,
service, or item.

NOTE A description of some-
thing that is required is a specifi-
cation.

represented.

— Purpose and applicability of

description.

— Concerned parties, viewpoints,

views.

— Range of Use, and vaiidity of

description.

— Accuracy, detailjand aljstraction

level.

— Model dimensions, degrees of

freedom.

— ,Description language, hotation,

nmomenclature.

— Applicable standards, formats and

styles.

— Representations of funiction,

attributes, properties.

— Descriptions of architdcture,

arrangement, interfacgs:

— depiction of compgpsition or
form;

— definition of classification,
category, ranking pnd type.
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Table B.2 (continued)

Generic
information
item ID

Generic information
item class

Generic information item de-
scription

Generic information item typical

characteristics

3.00

Plan

Defines when, how and by whom
specific processes or activities
are to be performed.

Definition of undertak

ing,

purpose and objectives of plan.

Strategy and policy guiding plan.

Plan owner, stakeholders,
responsible parties and their

authorities.

Pramstatus; verston, T
modifications.

Proposed events,actio
tasks.

iews and

ns and

Predicted-timescales, durations,

dates.of actions.

Assumed dependencie$

Py

eonditions, constraintg, risks.

Allocated resources, lapour,

facilities, materials.

Planned budget, cost,
expenditures.

Defined milestones, re
progress targets.

Decision points and au
gates.

Options and contingen

sults and

khorization

Cy actions.

4.00

Policy

Establishes an organization’s
high-level intention and approach
to achieve objectives for, and
ensuring effective control of, a
service, process, or management
system.

Date of issue, effective
status.

Scope.

Issuing organization.

Approval authority and

identification of those

for enforcing the policy.

Authoritative referenc

date, and

hccountable

bs for

compliance or confornjity

nd

L L 1o 1
Ut aS pPpUTICTCSTavw S

regulations, standards, contracts,

requirements, and visi
mission statements).

on or

Body, including objectives.

Glossary.

Change history.
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Table B.2 (continued)

Generic
information
item ID

Generic information
item class

Generic information item de-
scription

Generic information item typical

characteristics

5.00

Procedure

Defines in detail when and how
to perform certain activities or
tasks, including tools needed.

Purpose, outcomes and results of
performing actions.

Issuing authority and controls.
Roles, responsibilities and duties.

Actors, their competence and
proficiency.

Dependency on requir¢ments,
standards and directives.

Achievement,|goals, completion
criteria.

Definition of transfornpations and
theitproducts.

Work definitions, instrjuctions to
act.

Progression and deperldencies of
action.

Guiding method and prfactices.

Enabling tools and infrfastructure.

6.00

Report

Describes the results of activ-
ities such asjifivestigations,
assessments and tests. A report
commumicates decisions.

Purpose or benefit of report.

Source, author and authority to
report.

Stakeholders, recipient
distribution.

N

Knowledge, understanding
communicated.

Information, data, factf and
evidence contained.

Analysis, inspections gnd audits
employed.

Timing, validity, condition of
information use.

Dependence on circumstances,
constraints and assumptions.

Reported status, results,
achievements, conformity,
compliance or outcomes.

Identified faults, failings or errors.

Inferred patterns, trends or
predications.

Conclusions, recommendations,
rationale.
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Table B.2 (continued)

Generic
information
item ID

Generic information
item class

Generic information item de-
scription

Generic information item typical

characteristics

7.00

Request

Records information needed to
solicit a response.

Objective, purpose or outcome of
request.

Expression of a demand or need.

Communication of enquiry,
solicitation or an order to provide.

Initiation of supply, provision or

SUppoTT.

Definition of action,chpnge or
exchange.

Identification of required
products;-services, caplability or
resplrees.

Authorization of tasking or
commitments.

Specified terms, conditions to act,
agreement conveyed.

Required availability df requested
provision communicatpd.

8.00

Specification

Provides requirements for a
required servicejproduct, or
process.

Definition of needs and
circumstances.

Statement of requirempnts.

Definition of constrainfts and
conditions. Standards and
regulations invoked.

Dimensions of achievement and
outcome.

Criteria of conformity, [correctness
and compliance.

Definition of measureg, indicators,
limitations, values and|thresholds.

Statements of action afpd conduct.

Required functions, performance,

Lol H 1
OCTIraviour OT SCT v ICTT VelS.

Definitions of interfaces,
interaction, location and
connection.

Conditions of acceptance,
permissible exceptions and
deviations.

Conditions of change and
variation.
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Table B.2 (continued)

tional entity retains.

NOTE Inaccordance with

IS0 9000, the purpose of a record
is to state results achieved or to
provide evidence of activities
performed by an organizational
entity.

Generic Generic information Generic information item de- Generic information item typical
information item class scription characteristics

item ID

9.00 Record Organizes the data an organiza- Record identity or title.

Content, description and reason

for record.
Ownership, origin and

Practices, agreements,

commitments and regulations

authorship.

applyIMg o record.

Authorities and condit
storage, retrieyal; repl
deletion.

Medium'and format of

Location, conditions and periods

of storage.

Applicable informatior
security and integrity.

Declaration of status a
information.

Information on audit, y
history.

on of
cation and

record.

privacy,

nd baseline

alidity and

B.3 Information item

Information items are typically created by process owners and applied by process practitioners
satisfy an dutcome of a particular process,which is conformant to ISO/IEC TS 33074.

Information items in Table B.4 are defined using the schema in Table B.3, which is based on th
defined in |ISO/IEC/IEEE 15289. Information items and their characteristics should be cons
starting pojint for considering whether, given the context, they are contributing to the intended

the procesq.

NOTE Tihe set of items in’ generic information item class and information items are ordered alph
principle. Information items, which are classified based on generic information items, form part of PPI :
Clause 5 of this document.

in order to

e approach
dered as a
purpose of

hbetically in
s defined in
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Table B.3 — Information item identification

Information item identifier
ID

Identifiers for the information item which is used to reference the information item.

Information item name

Provides an example of a typical name associated with the information item charac-
teristics. This name is provided as an identifier of the type of information item the
practice or process might produce. Organizations can call these information items by
different names. The name of the information item in the organization is not signif-
icant. Similarly, organizations can have several equivalent information items which
contain the characteristics defined in one information item type. The formats for

the information items can vary. It is up to the assessor and the organizational unit
coordinator to map the actual information items produced in their organization to
the examples given here.

Informatipn item charac. rmation
teristics item types. The assessor can look for these in the samples provided by-thelorganiza-
[ tional unit.
i Information items associated with each process and related to oné ot more of its
Procegs outcomes
outcomes.
Table B.4 — Information items descriptions
Informa;:)l 1 Item Information items Characteristics Process putcomes
Identifies strengths and'weaknesses of
alternative options for the organization.
Identifies options for adoption and
2.0] Business case deployment. SEN1 [Ou;)c]ome a), o,
Compares.benefits and costs of the
identified options.
Enables decision-making.
Describes the structure of TRN1 [Optcome i)]
an organization, the relationships and TRN4 [Outicome a), b)]
2.0 Delivery organization hierarchy. SDL1 [Oytcome a)]
' chart - o TENS [Outicome a), b),
Identifies roles and named individuals o), )| ), h)]
assigned to roles. TEN10 [Ofutcome a)]
Defines the authority levels for
hierarchical or functional escalation. OENS [Oufjcome €), f)]
2.03 Escalation matrix Provides the details for up to 3 levels OENG6 [Oyitcome h)]
of contacts who can be contacted if not OEN7 [Ogtcome d)]
satisfied with first point contact.
Describes a space that serves a specific
function, including: building structure
. — forservice-dehveryutitityserviees; TRN3{Quicome c), d)]
- J J g T
2.04 Office factlcl);tles nven heating, ventilation and air conditioning; | TEN5 [Outcome a), b),
y energy and power; facility maintenance; d), e), g)]
desks, chairs, telephones; office
equipment.
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Table B.4 (continued)
Informe}gon item Information items Characteristics Process outcomes
— Identifies skills required for executing
the process or function.
— Supports recruitment of resources.
— Lists training or qualifications required | TRN1 [Outcome a), b),
2.05 Skills framework by skill or skill level. c), e), f), k)]
SDL1 [Outcome a)]
— Identifies skills requiring customer
verification and approval.
— Identifies scope for continual
professional development.
— Provides awareness on the relevancy and
importance of activities. TRN1 [Outicome €), k)]
TRN4 [Ogtcome d)]
2.04 Training material B ngccgts)zz t;lceti?/ti)].cti?g;i(‘),re2tfg\ticigiivering SDL1 [Oytcome a)]
: & p ’ ' OEN2 [Ofitcome c)]
— Provides instructions on knowledge or OEN3 [Oyitcome a)]
skills relevant to undertaking.an activity | OEN4 [Outicome e), g)]
or role.
— Identifies the professionals from
multiple domains/pfocesses available for
auditing, including their experience and
qualifications:
2.07 Auditor list TENG6 [Oytcome b)]

— Identifies any auditor training required.

— Liststhé available auditors and scope
of audits to be covered from multiple
domains.
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Defines the contract terms. Establishes
the warranties/guarantees, risks and
liabilities, and insurance. Captures the RLS1 [Outcome a), d)]
delivery scope. SLN2 [Outcome b), ¢),
f), 8), h)]
Defines the terms of verification and TRN1 [Outcome c),
acceptance. g), )]
Defines regulatory obligations, TRN2 [Outcome a),
: o O : b), c)]
conformity and certifications required.
FRN3{Owfcome a), b),
Defines the duration and schedule for )]
delivery. TRN4{Oytcome a)]
FRN5 [Out f), g),
Defines the performance measures, [ uk)c]ome ). 8)
targets, reporting and review .
208 Contract mechanisms. TRN6 [Oufcome a), i)]
SDL2 [Oytcome a)]
Defines the payments mode and SDL3 [Oytcome a)]
penalties. SDL4 [Outcome €)]
Defines authorization levéls) s agreed TROL [gu co}rlne_a), b),
upon between both parties. c), d), ), h), j)]
TEN2 [Outtome a), d)]
Specifies conditions{/oonstraints, TENS [Outcome a), b)]
contract duratjendand review/change TEN7 [Outicome a), b)]
control mechanisms. TEN9 [Outicome a), ]
Can includeservice credits and penalties | TEN10 [Outcome a)]
based pndefined criteria. OEN4 [Outicome c), e)]
OENG6 [Out b),
The'eontract should be decided by both [Outcome b), )]
parties.
Identifies activities and performance
to be achieved to meet each contractual
obligation.
Identifies accountable owners for each of | SLN2 [Outcome a), b),
) Contract qbligation the identified obligations. d), e), )]§EN1 [Out-
2.0 \
mapping confe €]
Provides clarity of roles and OEN4 [Otitcome b)]
responsibilities of each individual.
Provides a baseline for measuring
performance of each contracting party.
Identifies the resource pool available for
service delivery.
Identifies the resource with skill sets
mandated by the customer. TRN1 [Outcome b), c),
d’ ) ) ) k
2.10 Deployabll_e resources Identifies whether the induction training SDLl) (e)) g), K]
Ist is provided within the transition [Outcome a)]
timelines. TRO1 [Outcome f), g)]
Identifies the training needs for skill set
enhancement to meet service delivery
requirements.
211 Invoice Identifies the cost of service provision to TEN2 [Outcome e), f)]

be recovered based on contractual terms.
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Describes format and contents required
for service delivery performance
reporting.
212 Service performance SDL2 [Outcome a), b),
' report templates Describes timeliness, compliance with e)]
reporting process and accuracy.
Describes data sources.
SEN1 [Outcome b)]
SI NI IOu
Identifies all entities playing a key role SkOytcome d)]
in the success of an activity, and it is TRO1 fOnticome e), f)]
211 Stakeholder list reviewed and updated periodically. TEN4 {Oytcome b)]
- TENS8 [Olitcome f)]
Dtetlfr}rlnilr(ljes the primary and secondary TEN9 [Oytcome d)]
stakenolders. TEN10 [Ofitcome d)]
OEN7 [Ofitcome c)]
Contains name of supplier, contact and
other information.

2.14 Supplier key contacts Provides governance stpyture. RLS2 [Oytcome a)]
Contains details of specific units,
sub-functions and,responsibilities of
contacts.

Identifies the‘preferred suppliers for the

2.11 Supplier shortlist selection process based on the evaluation | RLS2 [Outfome a), h)]
against,selection criteria.

Trained and skilled Identifies the available resources with

2.16 resources list the required knowledge and skills to TRN4 [Ogtcome d)]
deliver a service.

Determines organizational training

needs.

Enhances employee morale and

organizational performance.

Considers current skills, competencies TRN1 [Ouljf]ome e), f),
. s - and performance.

2.1 Training/needs analysis SDL1 [Ottcome a)]
Identifies the type and level of training | 0EN4 [Outicome e), g)]
required.

Anticipates future shortfalls or problems.
Influences averall effectiveness of
training.
Emereine technolo Identifies potential emerging
. . technologies that may provide business utcome e
2.18 8 %lst 8y hnologies that may provide busi TRN2 [0
value.
Material or media to promote an
organization’s products or services.
2.19 Marketing collateral RLS1 [Outcome a)]

Targets and tailors promotions to the
potential valuable customers.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

2.20

Partner list

Identifies the preferred partners
for selection process based on the
evaluation.

Takes partners' cultural risks,
performance risks and relational risks
into consideration.

SEN2 [Outcome a)]

Describes the details of assets to be
transferred during transition out.

3.0]

Asset transfer plan

Provides details of movable and
immovable assets which belong to the
organization.

Provides details of assets along with the
original cost and the current value aftek
depreciation/appreciation.

TRO1 |[Oyitcome d),

£,

8]

3.07

Audit plan

Identifies the scope of an audit.

Identifies the list of auditors'anhd the
point of contact as an auditeg.

Defines the timeline for'an audit.

Identifies the reqdired auditor
knowledge and experience.

TENG6 [Outcome a), b),

[¢

]

3.03

Audit schedule

Identifies the scope of audits over a
timeline(e/g. year) as determined by
seniormanagement based on business
requirements and performance.

Details the processes or functions to be
audited and assigned auditors.

Identifies the timeline planned to
complete the audits.

Schedules the management meetings
following an audit to review findings.

TENG6 [Out

come a), )]

3.04

Budget

Identifies the scope of budget planning
and allocation of budget against planned
activities over a defined timeframe.

Defines breakdown in allocation of
budget within activities, including by
resource or work breakdown structure.

SEN2 [Oytcome c)]

TEN2 [Ouf]
i

TENS [Out

come b), g),
)]

come a), b)]

3.05

Business continuity
maintenance schedule

Schedules key activities to maintain the
BCP.

Defines a contact list periodically for
reviews of contact information.

Initiates periodic reviews of all business
continuity plans.

TENS [Out

come a), b)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.06

Business continuity
plan (BCP)

Defines plans to ensure continuity of
business during any disruption.

Consists of an impact analysis, threat
analysis, and impact scenarios with the
resulting BCP plan requirement and
recovery documentation.

Is regularly reviewed and maintained to
reflect changes to services, environment,

TENS5 [Outcome a), €),
g), h)]

requirements, personnel, etc.

Is updated with changes to: staffing,
including specialized technical resources,
important customers, suppliers/
authorities, organization structure
changes, alternative site for business
continuity recovery.

3.07

Business continuity
test schedule

Defines a planned schedule of regular
BCP and/or DR tests to assessaecuracy
and response times.

Schedules tests in line with BCP
requirements.

TENS [Outicome a), b)]

3.08

Business continuity
training plan

Ensures employeés are trained and
aware of theitrole in the BCP and its
implementation.

Updates periodically to reflect and
respend to changes in the process.

TENS [Outcome h)]

3.09

Business plan

Defines a long-term plan of action
designed to achieve a particular business
goal or set of goals or objectives.

Communicates the direction a business
will pursue and the steps it will take to
achieve its goals.

SEN1 [Oytcome €)]
TEN1 [Outcome a), b)]
OEN4 [Otyitcome b)]

31

Calibration plan

Defines the scope and frequency of
calibration to ensure consistency of
evaluation.

Defines the requirements of the customer
and the acceptable limits.

Details the process flow and procedure of
activities.

OEN1 [Oytcome )]

Defines the calibration criteria.

3.11

Change build and im-
plementation plan

Defines the activities and schedule for
building and testing change.

Documents the change implementation
and deployment approach and schedule.

TEN3 [Outcome g)]
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Defines success criteria for changes.
Defines timelines for reversing a change
3.12 Change back out plan that is unsuccessful. TEN3 [f(;ug]ome d),
Defines restoration method to previous
or best state of process.
Provides the agreed implementation
schedule of changes.
Provides the approval changes details
) and deployment details.
3.13 Change/rellease sched TEN3.JOutcome d), e)]
ule Details the schedule of planned changes
to stakeholders.
Communicates the implementation
schedule for changes to stakeholderns:
SEN1 [Oytcome f)]
Identifies the target stakeholdef's. SEN2 [Outome d), e),
)]
Identifies a timeframe drfrequency for | R.S1 [Outtome a), b)]
communications. TRNS [Oftcome g)]
Identifies desiredutcomes. SDL1 [Ogtcome e)]
SDL2 [Outicome b), c),
Defines the.appropriate communication d)| )]
approach.and channels for the delivery of | gpj 4 [Oytcome )]
3.14 Communication plan messages: TRO1 [Outcome i), j)]
Defines who will be responsible for TEN3 [Ogtcome e)]
delivery of communications. TENS5 [Ofitcome b),
£){1)]
Identifies key contents for TENS [Otitcome €)]
communication messages. TENO [Ou:rcome a), b)
Is regularly maintained to reflect c),(d)]
latest stakeholders and business OEN2 [Oytcome d)]
communications needs and approaches. OEN4 [Ouitcome h)]
OENS5 [Outicome e), h)]
Defines the frequency of compliance
audits across all service levels/processes
314 Comphance.assess- in an organization. OEN3 [Outcome ¢), d)]
ment/audit plan
Identifies the timelines for each audit and
target area.
Befimesthetmportance of tomptiamnce i
an organization.
316 Compliance awareness Defines a training plan for an awareness OEN3 [Outcome a)]

plan

programme for employees.

Describes the methods used to monitor
the compliance.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.17

Continual professional
development plan

Identifies skill development required for
an individual to meet the service/process
delivery requirements.

Identifies personal development needs.

Provides a plan for individual continual
professional development.

Tracks progress against planned

TRN1 [Outcome f), k)]
OEN4 [Outcome b), d),
e), f), g), h), )]

pro1ressiondl development.

3.19

Department/unit im-
plementation plans

Consists of a series of implementation
plans to deploy the strategic plan across
each area of the organization.

Defines the plan to move department/
business unit(s) from present state to

a desired future state. Factors to be
considered include: size of the unit; types
of ITES-BPO services deliveréed; physical
location; market areas; competitiveness;
economic trends.

SEN1 [Outcome c), d),

)]l

TEN1 [Outcome a), b)]
OEN4 [Ouitcome b)]

3.19

Disaster recovery plan

Defines the disaster recovery
procedures.

Describes the altérnative means of
operation of critical process during a
declared.disaster.

TENS5 [Outcome b), d),
e), g), h)]

3.20

Facilities plan

Describes the special working
arrangements during disaster recovery.

TRN3 [Ofitcome )]

3.2]

Finaneial plan

Defines the capital requirements.

Defines policies and procedures in
relation to procurement, investment,
change control and administration of
budget.

Defines the projected budget for the
duration of the contract, the charging
mechanism and recovery of funds, and
expected profits.

Defines structure of budget by cost
types at the level required for financial
management and billing.

TEN2 [Outicome a), b),
<), g), h)]

Identifies the reports to be produced.

3.22

Governance plan

their purpose, high-level contents,
distribution and frequencies.

Identifies the schedule of governance,
management and performance reviews,
including for each review purpose,
attendees and frequency.

Identifies approach to management
of actions and escalations for any
deviations.

SLN1 [Outcome a)]
TRNS5 [Outcome g)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.23

Improvement plan

Defines prioritization of improvements
aligned with the business goals.

Describes improvement scope and
expected outcomes.

Captures costs and benefits.

Defines schedule, resources and
timescales for improvement.

TENS8 [Outcome b), €)]

3.24

Induction programme

Identifies induction training schedule.
Identifies scope of induction training.
Identifies skill sets to be addressed.

Identifies the target delivery
organization.

Identifies the induction materiak

Identifies assigned trainefs.

TRN1 [Ogtcome d)]

3.2]

Induction programme
outline

Identifies induction trainihg timelines.
Identifies scope ef.induction training.

Identifies knowlédge and skill sets that
the induction training needs to cover.

Identifies the delivery organization
reseurces required to attend.

Identifies resources responsible for the
execution of programme elements.

TRN1 [OQitcome d),
e){h)]

3.2¢

Infermation security
awareness plan

Defines the importance of information
security in an organization.

Details the individuals responsible for
the Information security awareness
programme.

Details the sensitivity of information and
the criticality of applications, systems
and processes.

Defines a training plan for employee
awareness.

OEN2 [Oyitcome c)]

Describes the methods used to monitor
compliance to the security policy.

3.27

Innovation roadmap

Identifies the long-term plan to achieve
the innovation goals.

Identifies key milestones and targets.

SEN2 [Outcome a), c)]
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Table B.4 (continued)

Information item

ID

Information items

Characteristics

Process outcomes

3.28

Knowledge manage-
ment plan

Ensures knowledge for a defined service
element, e.g. process or function, is
retained and maintained.

Requires regular review and update,
incorporating any process change or
improvements.

Conducts regular audits on adherence to
the process to identify any knowledge

TEN4 [Outcome a), b),
9]

gaps, training required or improved/
changed working practices.

3.2¢

Knowledge transfer
plan

Identifies knowledge transfer goals/
requirements.

Identifies the specific plan for training
technical personnel and end users.

Defines a strategy for providing tgaining
through the transition projectto ensure
the training goals are achjeved.

Identifies tasks, deliverables, resources,
tools and training effort required.

Defines measufemient for knowledge
transfer effectiveness.

Describes'the deliverables to support
initial@nd ongoing training including
usefmanuals, system manuals, online
help and training materials for technical/
Aon-technical personnel.

Defines knowledge transfer for: business
and process knowledge; operational/
procedural knowledge of business
process; operation, modification of
systems/tools.

TRN4 [0
TRO1 [0
TEN4 [Out

tcome b)]
tcome e)]
come c), d)]

3.3(f

Non-technology re-
quirements and fulfil-
ment plan

Identifies non-technology requirements
in accordance with service delivery and
transition plan.

Identifies the timeframe for
implementing non-technology
infrastructure.

TRN3 [0
b)

itcome a),

]

Tdemntiftesa ptamof activities to be carried
out.

Provides a baseline for monitoring
for deviations in timelines enabling
corrective actions.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.31

Pilot plan

Defines a pilot project scope, activities
and timeframe.

Describes required resources.
Describes the impact of failure.

Identifies the acceptance criteria for a
successful pilot.

TRN6 [Outcome a), b),
c), d), e), f), g), h), 1)]

AnY ) L | - 1ot i
DULOoLIIUTS dlly TIORK UI'IoouUuto 1 Cla\,llls U

pilot plan execution.

Describes performance measures for the
pilot.

3.3}

Process documentation
plan

Defines the activities/tasks and
timescales to establish the required
process documentation.

Provides task descriptions.

Defines the processes and level of
documentation requiredbased on the
intended audience.

Describes any requirements to meet local
standards orfortranslation into other
languages:

Describes the resources required to
deliver the plan.

Identifies the key milestones and the
deliverables planned for each milestone.

Describes the approval process and
identifies who will be responsible for
approving the plan and deliverables.

TRN4 [Ofitcome b)]
SDL4 [Oytcome a)]
TEN10 [Ojutcome a),
)]

3.3

Ramp dewn plan

Describes a resource reduction plan in
phase manner.

TRO1 [Oufcome e), f),
g){h)]

3.34

Resource forecast

Identifies the demand for the resources
and required skills over defined
timelines.

Identifies any deviation between the
forecast and the actuals.

TRN1 [Ouficome a), b),
d), ), k)]

tdentiftes thenmumberof resourcesand
sKills to be recruited.

Monitors whether supply has met the
demand.

TRN4 [Omtcome a)]

3.35

Retention plan

Identifies the tangible and intangible
measures to retain resources.

Focuses on key employees to ensure they
are retained.

Documents the primary reasons for
attrition and required actions to retain
existing employees.

OEN4 [Outcome d), e),
g), h)]
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Table B.4 (continued)
Informe}gon item Information items Characteristics Process outcomes
Describes risk identification, risk impact
assessment and risk prioritization
analysis.
3.36 Risk treatment plan Define risks. TEN7 [Outcome f)]
Describes risk treatment planning.
Tracks implementation and monitors
progress against a plan.
Describes the approach to achieving the | SEN1 [Outfome d), e)]
organization’s objectives and goals. TEN#
3.3] Roadmap [Outcome a), b]]
Defines activities to be performed based | ~OEN4 [Oytcome l_))]
on a clear timeline. OENS [Optcome i)]
TRN5 [Oufcome a), b),
Defines delivery objectives. ), d), e)]
TRN6 [Oufcome b), c),
Identifies lowest and highest d), e), )] g), h),1)]
performance boundaries. SDL1 [Outcome b), ¢),
3.3% Service delivery plan Describes service delivéry performance SDL2 10
metrics. [Ogtcome a)]
SDL3 [Outfome a), b)]
Identifies servieedelivery targets as SDL4 [Outcome a), b),
agreed uponwith customer. d)]
TENO9 [Outicome a), c)]
Defines priorities, focus and resources
for amorganization.
Gommunicates direction within an SEN1 [Outcome a), f)]
organization. SEN2 [Outcome a), b),
3.3 Strategic plan d)]
Ensures employees and stakeholders TEN1 [Outcome a), b)]
have common goals and understanding. OEN4 [Ojtcome b)]
Is regularly reviewed and maintained to
align to changing environments.
Identifies technology requirements in
accordance with service delivery and
transition plan.
Identifies the timeframe for TRN2 [Ofitcome a),
Technology require- implementing technology infrastructure. b)] e)]
3'4(r ments and fulfilment Identifies planned activities to deliver SDL2 [Oytcome b)]
plan OENS{Hitcome a)
T The TEqUITEments. T ’
b), 0]

Provides a baseline for monitoring
for deviations in timelines or against
requirements enabling corrective
actions.

341

Transaction monitoring
plan

Defines a monitoring plan and frequency
to ensure transaction quality.

Identifies process complexity and
criticality.

OEN1 [Outcome d)]
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Defines the schedule of transition
activities relating to transition out of
processes from the service provider to a
different service provider or back to the
customer.
342 Transition out plan P_rov1_des a baseline to measure transition| TRO1 [Outcome_ a), b),
timelines. e), f), g), h), )]
Identifies the sequence and dependencies
for transition activities.
Documents the roles and responsibilities
of key stakeholders in transition.
Defines the schedule of transition
L . o SLN1 [Outcome b), ¢),
activities relating to transition of 4
processes from the customer or a
different service provider to the citvent | TRN1 [Outcome a), d),
service provider. hjti)]
TRN2 [Ofitcome a),
Defines the schedule of transition b)| e)]
activities. TRN3 [Oufcome a), b
3.41 Transition plan [ 9ld] ). b)
Provides a baseline to'measure transition TRN4 [0 ! b
timelines. [Outcome a), b)]
TRN5 [Oufcome a), b),
Identifies thé$equence and dependencies ), d), e)]
for transitien activities. TRN6 [Ouffcome b), c),
I d), e), f)1g), h), i)]
Documents the roles and responsibilities TEN9 [Outicome a), d)]
of Key stakeholders in transition. ’
Pescribes the verification activities
needed to ensure the conformity of the
3.44 Verification strategy Services. OEN1 [Outfcome a), b)]
Defines verification mechanisms for base
and derived measures.
Schedules operational workloads.
Allocates operational activities and
responsibilities.
3.41 Work schedule Identifies operational resource SDL1 [Oytcome b)]
requirements and availability for
capacity planning.
Defines working and break times.
Dravidac mrincinlac for Avaciiting
Providesprineciplesforexeeuting
contracts.
Identifies contract management activities
_ to be practiced by an organization. SLN2 [Outcome c), d),
4.01 Contract policy &), h]
Provides a minimum list of clauses to be ’

covered in a contract.

Provides guidance for creating mutually
tenable contracts.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

4.02

Information security
policy

Describes the system which keeps the
confidential information secured.

Describes the system which protects
from unauthorized modification.

OEN2 [Outcome b)]

Identifies the resource with skill sets
required to deliver the innovation.

Identifies any training requirements and

SEN2 [Outcome b), c),

4.03

Innovation deployment
strategy

plans
Identifies the deployment approach.

Identifies the deployment plan for each
area.

Identifies deployment governance.

d)]e)l
OENG6|[Ofitcome a),
b){ f)]

4.04

Knowledge policy

Describes the classification of knowledge
assets.

Describes the proceduresformaintaining
and controlling the knowledge assets.

TEN4 [Oyitcome a)]

4.0¢

Digital vision and
strategy

Identifies a roadmap-¢overing both
business aspiratioen and technology
adoption.

Aligns witltbusiness vision and
objectives.

Shifts'value towards a platform/service
business model.

Focuses on using technology to improve
business/organizational performance to
achieve business goals.

SEN1 [Oytcome f)]

4.07

Technolegy strategy

Defines an aligned architecture blueprint
and reference framework which drives
all technology investments.

Ensures consistency across all
technology decisions.

Defines policies, roles and
responsibilities.

OENS5 [Ofitcome i)]

Defines the business goals and the
desired outcomes and objectives for the

5.01

As-is process documen-
tation

Process.

Describes the structure of the process
framework identifying the process
portfolio.

Defines the workflow of activities.
Identifies roles within the process.

Identifies metrics and baselines to enable
assessment of process performance.

TRN4 [Outcome a), b),
c),d)]
TEN10 [Outcome a),
b)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

5.02

Calibration process

Describes the tolerances for all
calibrations.

All calibrations should be performed in
a way that is traceable to a recognized
standard.

OEN1 [Outcome c)]

Describes the objectives and scope of
each process.

5.03

Current process maps

Provides the logical flow of the process
with key inputs and outputs.

Provides clarity of the process at a micro
level.

Identifies the key roles and functions
involved in the process.

Identifies any exceptions in the process.
Identifies critical areas and also
bottleneck areas in the process.

Identifies performancéumeasurement and
targets for the process.

SLN1 [Oytcome )]

5.04

Employee care process
document

Defines an employee grievance process.

Identifies a,plan for providing
opportunities for employees' career
growth,

Identifies employee engagement
initiatives.

Identifies a process for employee safety
within the organization.

Provides medical benefits for the
employees.

Identifies the frequency of 1-1 sessions
with the employee.

OEN4 [Oufcome c), e),

£), ), h), 1), j)]
OENG6 [Outcome a), b),
c), d)1f), h)]

Identifies performance requirements
in order to meet each contractual
obligation.

Identifies accountable and responsible
personnel for each of the identified

5.05

Governance framework

performance requirements.

Provides clarity of roles and
responsibilities for each individual.

Provides a standard for measuring
performance of each individual.

Ensures effective governance meetings
are conducted and communication
records circulated and actions closed in
line with defined timelines.

TRN5 [Outcome g)]
SDL1 [Outcome d)]
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Table B.4 (continued)

Information item

ID

Information items

Characteristics

Process outcomes

5.06

Innovation framework

Identifies the target to be reached for
each relevant function.

Identifies the key players to promote and
motivate the delivery resources.

Identifies the timeframe and plan of
action.

Identifies the launch campaigns.

SEN2 [Outcome a)]

Identifies the governance mechanism to
drive innovation.

Identifies measurement framework
and reporting for stakeholder
communication.

5.07

IT service continuity
and support procedure

Identifies the incident, change and
service request management priocesses.

Provides the capability to recerd, classify
and prioritize incidents,chanhges and
requests.

Tracks the prioritized incidents, changes
and requests tg resolution and closure.

Provides interfaces to align availability,
capacityand performance of technology
to meetbusiness/service requirements.

Détails regular measures, reports and
reviews of technology to IT SLA.

Includes identification and interface to
any of the processes from the wider ITSM
process management system, as required
for the scope of service.

OENS5 [Out
£,

come d), e),

g)]

5.08

Measurément systems

Measures performance against the goals
and objectives.

Provides trending information.

Collates measurement data at defined
measurement points and times.

TRNS5 [Ofitcome f)]

SDL1 [0}
SDL2 [Out
SDL3 [Out

SDL4 [0}

tcome c)]
tome b), €]
come a), b)]
Itcome c)]

Defines control mechanisms and records
for physical access.

5.09

Physical security con-
trols procedure

Documents regular physical checks.

Defines approach for return or
destruction of all information assets
when the asset is no longer required.

TRN3 [Out

come c), d)]
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Table B.4 (continued)

Information item

ID

Information items

Characteristics

Process outcomes

5.10

Process maps and pro-
cedures

Defines the as-is workflow of activities.

Provides a clear and simple record of
existing processes, enabling examination
to: eliminate unnecessary tasks; clarify
roles within the process; reduce delays
and duplication; optimize the number of
staff.

Provides base information for

TRN4 [Outcome )]
SDL4 [Outcome a), b),
]

TENS5 [Outcome a)]

development of new working procedures,
particularly to achieve improved
efficiency.

5.11

Programme govern-
ance framework

Provides clarity of roles and
responsibilities of each individual.

Defines governance meetings to be
conducted, including purpose, atténdees
and frequency.

Defines documents and repexts required
for governance.

SEN2 [Out

come c), d)]

TEN8 [Oyitcome b),

d)

e)]

5.13

Recovery process and
procedures

Documents critical functions and
processes, with telerable lengths of
unavailability.

Identifies and ranks subsets of critical/
essentialbusiness function activities
and priocesses, based on how long the
orgahization can survive without them.

Defines an approach to recover business
following service interruption or
disaster.

TENS [Out
g

come c), d),

]

5.13

Reward and recogni-
tion progess'document

Identifies mechanisms and budgets
available for reward and recognition.

Identifies the eligibility criteria for
reward or recognition awards.

Documents the authorization levels
required for awards.

SEN2 [Out
OEN4 [Out

come d), )]
come e), g)]

Identifies countermeasures to avoid
or minimize security risks relating to
organizational or customer property.

5.14

Security controts pro=
cedure

Describesthe preventiveand corrective
controls.

Defines physical, procedural, technical
and legal and regulatory or compliance
controls.

OEN2 [Out

come c), d)]
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Table B.4 (continued)

Information item

D Information items Characteristics

Process outcomes

— Provides specific steps for managing
security risks in a consistent manner.

— Provides details of risk management
within the overall information security

policy.

5.15 Security risk manage- — Describes risk identification, impact

ment approach cpe .
pp assessment and classification for security
risks.

TEN7 [Outcome f)]

— Identifies risk mitigation plans.

— Tracks implementation and monitors
progress against a plan.

— Describes the regularly occurring
operations.

— Describes tasks to carry out opetations
in accordance with customer
requirements.

— Supports process and service delivery
Standard operating objectives.

5.1¢
procedures

— Describes perfgrmance monitoring
procedures.

— Describésareview procedure for
operational performance.

— Identifies the control procedures for any
operational failures.

SDL4 [Out
[¢

come a), b),

]

— Provides the standard framework for
transition projects.

— Provides a structured approach to the
Transition methedolo- activities required in a logical sequence

>1 gy doctiment for a transition project.

— Supports the creation of a transition
plan, estimating cost and resources, and
enables identification of deviations.

SLN1 [Out
d

come b), c),

]

TEN10 [Ojutcome a),

s

]
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