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Foreword

ISO (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, governmental and non-governmental, in liaison with ISO and IEC, also take part in the
work. In the field of information technology, ISO and IEC have established a joint technical committee,
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ITES-BPO services encompass the delegation of one or more IT enabled business processes to a
service provider who uses appropriate technology to deliver 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 finance,
human resource management, administration, health care, banking and financial services, supply
chain management, travel and hospitality, media, market research, analytics, telecommunication,
manufacturing, etc. These services provide business solutions to customers across the globe and form
part of the core service delivery chain for customers.

ISO/IEC 30105 (all parts) specifies the lifecycle processes requirements involved in t]lle ITES-BPO

indug
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— It focuses on IT enabled business processes which.are outsourced.

— Ifis generic and can be applied to all IT enabled'business process outsourced services,

—

—

Figun

[ provides an overarching standard for all aspects of ITES-BPO industry ‘from the
ervice provider that performs the outsourced business processes. This isiapplicable f

[ covers the entire outsourcing lifecycle and defines the processes that are considere

[ is an improvement standard that enables risk determination and improvement

try.

PO service provider providing services to customers through contracts.and in indust
ractices.
roviders performing outsourced business processes. It also serves as a process refé

Dr service providers.

ype, size and the nature of the services delivered.

rocess improvement implemented using ISO/IEC 30105 (all parts) can lead to cle
hvestment for customers and service,providers.

h delivery of services.

e 1 illustrates the key éntities and relationships involved in an ITES-BPO service. It

view of the
or any ITES-
ry verticals.

d to be good

for service

rence model

regardless of

ir return on

lignment to ISO/IEC 30105 (all parts) can improve consistency, delivery quality and predictability

includes the

custgmer, the ITES-BPO service provider and various levels of suppliers. This is as per the supply chain
relationship depicted inISO/IEC 20000-1:2011, 7.2.
Supplier 1
Customer Service provider Supplier 2
\ Lead supplier 3 Sub-con.tracted
supplier 3a

Figure 1 — ITES-BPO key entities

This document details a measurement framework (MF) and an organization maturity model (OMM).
It provides the overview of how an organization can use the PRM and PAM to measure their capability
and maturity levels.
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This document is to be used in concurrence with the other parts of ISO/IEC 30105 and the assessment
approach provided by ISO/IEC 33002 for assessing processes.

In this document, the following clauses of ISO/IEC 33020 have been replicated:
— Clause 5: Measurement framework;
— Clause 6: Extract of selected parts of rating and aggregating process attributes;

— Clause 7: Capability level model.

vi © ISO/IEC 2016 - All rights reserved
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 3:
Measurement framework (MF) and organization maturity

model ( ﬂMM)
1 S§cope
ISO/IEC 30105 specifies the lifecycle process requirements performed bycthe IT enabled business
procgss outsourcing service provider for the outsourced business processes. It defines the|processes to
plan, jestablish, implement, operate, monitor, review, maintain and improVvejits services. Thijs document:
— dovers IT enabled business processes that are outsourced;
— is notintended to cover IT services but includes similar, relevant process for completefess;
— i$ applicable to the service provider, not to the customer;
— i$ applicable to all lifecycle processes of ITES-BPO;
— serves as a measurement framework for processes and provide an organization maturfty model for
drganizations providing ITES-BPO services.that:
-+ conforms to the requirements of ISO/EC 33003 and ISO/IEC 33004;
-+ supports the performance assessment by providing a framework to measurq and derive
capability and organization maturity levels.
2 Normative references
The following documentsiare referred to in the text in such a way that some or all of gheir content
constfitutes requirements of this document. For dated references, only the edition cited|applies. For
undafed references, the latest edition of the referenced document (including any amendments) applies.
ISO/IEC 33002,4dnformation technology — Process assessment — Requirements for perforining process
assesgment.

ISO/IEE€A33003, Information technology — Process assessment — Requirements for process

ilneasurement
[frameéworks

ISO/IEC 33004:2015, Information technology — Process assessment — Requirements for process reference,
process assessment and maturity models

ISO/IEC 33020:2015, Information technology — Process assessment — Process measurement framework
for assessment of process capability

ISO/IEC 30105-2:2016, Information technology — IT Enabled Services-Business Process Outsourcing
(ITES-BPO) lifecycle processes — Part 2: Process assessment model

© ISO/IEC 2016 - All rights reserved
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3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 30105-4 and
ISO/IEC 33001 apply.

ISO and IEC maintain terminological databases for use in standardization at the following addresses:

— IEC Electropedia: available at http://www.electropedia.org/

— ISO Online browsing platform: available at http://www.iso.org/obp

NOTE For the purposes of this document, the definition for organization is as per ISO 9000:2015, 3.2.1 “a
group of peoffle an .

Organization funit: identified part of an organization that deploys one or more processes that operate within a
coherent set df business goals, and which forms the basis for the scope of an assessment.

An organizatipn’s unitis typically partofalarger organization, although in a small organization,;the organizgtion’s
unit may be the whole organization.

4 Overview of measurement framework (MF) and organization maturity
model (OMM)

Figure 2 lists the processes from ISO/IEC 30105-1 that are included\in the process dimension ¢f the
process assg¢ssment model for ITES-BPO. It includes all aspects éf an ITES-BPO outsourced sefvice,
from developing an ITES-BPO solution through service delivery-and to transitioning out. It includg¢s the
leadership, jelationship management and enabling process€s which support the outsourced buginess
across its lif¢cycle.

Strategic enablement

Relationship
. e . Service .
Solution Transition in ) Transition out
delivery

Tactical enablement

Operational enablement

Figure 2 — ITES-BPO lifecycle process categories

The ITES-BPO process categories are as follows.

— Strategic enablement processes: include strategic direction and review of the business
performance against plan for the service provider organization and Innovation process to bring in
breakthrough changes.

2 © ISO/IEC 2016 - All rights reserved


http://www.electropedia.org/
http://www.iso.org/obp
https://iecnorm.com/api/?name=396a82a4ddbf443bfc6adc72940c23a9

ISO/IEC 30105-3:2016(E)

— Relationship processes: cover the relationship of the service provider with the customer and the
suppliers.

— Solution processes: include details on how the ITES-BPO solution is envisaged and the contract
developed and managed.

— Transition in processes: cover the movement of business process delivery from the customer to
the service provider, establishing the required management, people and infrastructure capability,
and concluding with piloting the transitioned service.

— Service delivery processes: include all the processes that are required for the day to day
management and delivery of ITES-BPO services.

— Transition out process: covers the movement of the business process delivery backto’the customer
dr to a different service provider.

— Tactical enablement processes: involve a set of processes that enables achievement of the objective
df the core service delivery processes. These are tactical in nature.

— Operational enablement processes: involve a set of processes that'ensures day to day operations
df service delivery are supported and are performed alongside thé.service delivery processes.

The diagram in Figure 3 provides the relationship between the(parts in ISO/IEC 30105 gnd with the
assegsment methods in ISO/IEC 33002, ISO/IEC 33004 and ISQAEC 33020.

g ————————————— — — — -~

-, N
I/ Terms and concepts ISO/IEC 30105-4 \\ Requirements for
[ () “performing process
I Guidelines ISO/IEC 30105-5 | assessment
| : ISO/IEC 33002
|
1| Prdcess reference Process assesment : Process
Ilmofel (PRM) »model (PAM) | . | capability level
: ISO//IEC 30105-1 ISO/IEC 301052 |
: i) ! Process
I Measurement : attribute rating
I framework (MF) and I
: organization maturity — | __,| Organization
\ model (OMM) | maturity level
\ ISO/IEC 30105-3 /

\ 3 ,

~ -

o i —— e ——— -

Process measurement
framework for assessment of procgss
capability

ISO/IEC 33020

Requirements for
performing process assessment
ISO/IEC 33002

Requirements for process
reference, process assessment and
maturity models

ISO/IEC 33004

Figure 3 — Overview of MF and OMM
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This document defines the principles for the ITES-BPO measurement framework which supports
the assessment of process capability, in accordance with the requirements of ISO/IEC 33003. The
measurement framework provides a schema that can be used to construct a process assessment
model conformant with ISO/IEC 33004 which can be used to assess process capability according to
the requirements of ISO/IEC 33002. Process capability is a process quality characteristic related to the
ability of a process to consistently meet current or projected business goals. The capability level rating
does not guarantee that an organization will perform its processes at any given process capability level,

simply that i

tis capable of performing its processes at that level.

This measurement framework forms a structure that:

a) facilitat
b) provide
c) isapplic
d) produce
e) derives

This docum
the assessm

5 ITES-B

Clause 5 des
in the ITES-
Clause 5. It

characterizdtion of the ability of a process to meet cuckent or projected business goals.

The process
set of proceq
which can be
are organise
its defined p
organization

Each process
to indicate t
process capa
outcomes) to

The set of pr
are as follow

S CD]F—Q ccnccmnnf'

a basis for use in process improvement and process quality determination;
pble across all business domains and sizes of organization;

5 a set of process (capability) attribute ratings (process profile); and

h process capability level.

ent defines the principles for the ITES-BPO organization maturity model which sup
ent of organization maturity, in accordance with the requirements of ISO/IEC 33004.

PO measurement framework (MF) for process capability

BPO domain. The measurement framework elements are defined in ISO/IEC 33020:
Hefines a six-point ordinal scale for the assessment of process capability, defined 3

capability measurement framework-described in this document is expressed in term
s attributes. Each process attributes defined in terms of a set of process attribute outq
evaluated to indicate the extent of achievement of the process attribute. The process attr
1 into process capability levels, ranging from Incomplete (in which the process does not aq
rocess outcomes) to Innovating (in which the process is continually improved to respo
s change).

attribute is defined-in terms of a set of process attribute outcomes which can be eval
he extent of achievement of the process attribute. The process attributes are organise
pility levels, ranging from Incomplete (in which the process does not achieve its defined pr
Innovating(in which the process is continually improved to respond to organization’s ch

ocess.capability levels and process attributes that comprise the Measurement Framg
S.

ports

‘ribes the measurement framework to be employedfor the assessment of process capability

2015,
s the

sofa
omes
butes
hieve
nd to

Lated
] into
ocess

inge).

work

Table 1 — Capability levels and process attributes

Process attribute ID Capability levels and process attributes

Level 0: Incomplete process
Level 1: Performed process

PA 1.1 Process performance
Level 2: Managed process

PA 2.1 Performance management

PA2.2 Work product management
Level 3: Established process

PA 3.1 Process definition

© ISO/IEC 2016 - All rights re
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Table 1 (continued)
Process attribute ID Capability levels and process attributes

PA 3.2 Process deployment

Level 4: Predictable process
PA4.1 Quantitative analysis
PA4.2 Quantitative control

Level 5: Innovating process
PA 5.1 Process innovation
PAS I2 Process innovation implpmpnfnﬁnn

Detailled definitions for all of the process capability levels and process attributes-are fontained in
ISO/IEC 33020:2015, 5.2 and are also set out in ISO/IEC 30105-2:—, Clause 6, together with|the relevant
procdss capability indicators.

The dxtent of process attribute achievement is characterized on a defined rating scale. The rating scale
and requirements for the conduct of ratings of attribute achievement aresebout in Clause 6.

ISO/IEC 30105-3 |
Measurement framework and |
organization maturity model |

ISO/IEC 30105-2
Process assessment model

Level 5: Innovating (2 attributes)
Level 4: Predictable (2 b e Generic practices for each process attribyte
= E evel 4: Predictable (2 attributes) ¢ (Gertericresources for each process attribute
E 2 | Level 3: Established (2 attributes) o\, Generic work products for each process dttribute
)
£ £ | Level 2: Managed (2 attributes) J
D © . - \
Level 1: Performed (1 attribute) _l.> « Base practices for each process
Level 0: Incomplete : ¢  Work products for each process
—— el —— e R — — o ——— — — e — — — A  — 7 —
D
Sgrategic %

engblement E‘—\

| Relationship I_lTI_|
| «Sotation | H—5

Transition in
®,

%,
RS Service delivery

S0, | Transition out | ———4

s
Tactical \_%

enablement

Operatlonal 31
enablement

Figure 4 — Relationship between PRM, PAM, MF, and OMM

The process performance and process capability indicators for ITES-BPO give examples of evidence that
an assessor might obtain, or observe, in the performance of an assessment. The evidence obtained in the

© ISO/IEC 2016 - All rights reserved 5
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assessment, through observation of the implemented process, can be mapped onto the set of indicators to
enable correlation between the implemented process and the processes defined in this assessment model.

These indicators provide guidance for assessors in accumulating the necessary objective artefacts to
support judgements of capability. They are not mandatory.

The assessment indicators, and their relationship to process performance and process capability, are
shown in Figure 4.

The existence of process capability indicators provides evidence of process capability.

The output from a process assessment is a set of process profiles, one for each process within the scope of the
assessment. kach process profile consists of a set of the process attribute ratings for an assessed process.

Process capgbility is the process quality characteristic related to the ability of a process to censistently
meet currenf or projected business goals.

The process capability level indicators and process attributes for the ITES-BPO®' measurgment
framework qre adopted from ISO/IEC 33020 and defined in ISO/IEC 30105-2.

6 Ratingland aggregating process attributes

6.1 Process attributes rating scale

Within this measurement framework, a process attribute is a me@sureable property of process capapility.
A process atfribute rating is a judgment of the degree of acHievement of the process attribute fqr the
assessed progess.

Each attribute rating represents a judgment by the assessor of the extent to which the attribute is achjeved.
To improve the reliability and repeatability of the assessnient, the judgements of the assessor are basedl on a
coherent set pf recorded objective artifacts.

Aggregation|may be performed using a defined-set of rules to summarise the ratings.
A process atfribute is measured using an erdinal scale as defined below.

N Not achievgd: There is little or no evidence of achievement of the defined process attribute in the asessed
process.

P- Partially @qichieved: There. is_some evidence of an approach to, and some achievement of, the de¢fined
process attribute in the assessed process. Many aspects of achievement of the process attribute may be
unpredictablp.

P+ Partially lachieved:~There is some evidence of an approach to, and some achievement of, the défined
process attribute in the assessed process. Some aspects of achievement of the process attribute may be
unpredictab

L- Largely achieved: There is evidence of a systematic approach to, and significant achievement of, the
defined process attribute in the assessed process. Many weaknesses related to this process attribute may
exist in the assessed process.

L+ Largely achieved: There is evidence of a systematic approach to, and significant achievement of, the
defined process attribute in the assessed process. Some weaknesses related to this process attribute may
exist in the assessed process.

F Fully achieved: There is evidence of a complete and systematic approach to, and full achievement of, the
defined process attribute in the assessed process. No significant weaknesses related to this process attribute
exist in the assessed process.

6 © ISO/IEC 2016 - All rights reserved
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The corresponding percentages shall be as follows:

— N Notachieved 0 % to <15 % achievement;

— P- Partially achieved ->15 % to <32,5 % achievement;

— P+ Partially achieved+>32,5 % to <50 % achievement;

— L- Largely achieved->50 % to < 67,5 % achievement;

— L+ Largely achieved+>67,5 % to <85 % achievement;

-3:2016(E)

6.2
A pro
A pro
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d) F
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7 [

The d
procg

This
1SO/1

Eullrachieved =85-%%-to-<100-Y%-achievement.

Process attribute ratings method

cess outcome is the observable result of successful achievement of the precess purpose.

ss outcomes and process attribute outcomes may be characterized(@s, an intermediate s
ress attribute rating.

fions.

rocess instances, based on validated data.

ach process attribute outcome of each process attribute for processes within the
ssessment shall be characterized for all process instances, based on validated data.
rocess performance attribute achievement rating.

rovide a process attribute achievement rating.

'rocess capability level model — Achievement of process capability ]

ss according-to the process capability level model defined in Table 2.

hpproachis based on ISO/IEC 33020:2015, 5.6 with two dimensional aggregation usi
£C.33020:2015, 5.5.2.2.

cess attribute outcome is the observable result of achievement of a specified process attrjbute.

tep providing

ating method employed for ISO/IEC 30105 process assessment is based on ISO/IEC 33020, rating
bd R1, which identifies that the approach to process att¥ibute rating shall satisfy the following

ach process outcome for processes within the scope.of the assessment shall be characterized for all

scope of the

rocess outcome characterizations forall assessed process instances shall be aggregated to provide a

rocess attribute outcome chakacterizations for all assessed process instances shall be aggregated to

levels

apability level achieved by a process shall be derived from the process attribute ratlings for that

hg heuristics

Table 2 — Capability level ratings

Scale Process attribute Rating
Level 0 Process performance Largely(-) or below
Level 1 Process performance Largely(+) or above
Level 2 Process performance Fully
Performance management Largely(+) or above
Work product management Largely(+) or above

© ISO/IEC 2016 - All rights reserved
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Table 2 (continued)

Scale Process attribute Rating

Level 3 Process performance Fully

Performance management Fully

Work product management Fully

Process definition Largely(+) or above

Process deployment Largely(+) or above
Level 4 Process performance Fully

Perfaormance management Fully

Work product management Fully

Process definition Fully

Process deployment Fully

Process measurement Largely(+) or above

Process control Largely(+) or above
Level 5 Process performance Fully

Performance management Fully

Work product management Fully

Process definition Fully

Process deployment Fully

Process measurement Fully

Process control Fully

Process innovation Largely(+) or above

Process innovation implémen-  |Largely(+) or above

tation

8 Organjzation maturity model (QMM)

8.1 General

Organization)’s maturity is measured on a six-point ordinal scale from Level 0 Organization — Immpture
Organizatioi to Level 5 Orgamization — the Transformational Organization. The scale represents the
extent to wHich the organization has explicitly and consistently performed, managed and establjished
its processep with predictable performance and demonstrated the ability to change and adapt the
performancg of the processes fundamental to achieving the organization’s business goals. In this
measuremeint framework, organization maturity is derived from the underlying process capapility
measures.

Within this framework, each level of organization's maturity is characterized by the demonstiation
of achievement of specified ratings of process attribute achievement in process sets drawn from the
ISO/IEC 30105-2 ITES-BPO process assessment model.

For each of the maturity levels 1-5, processes are categorized based on their contributions to the
business goals of the organization.

a) Basic process set: Set of processes that ensures the achievement of the basic maturity level.

NOTE 1 A basic process set will include a minimum set of processes, together with additional and optional
processes determined by the organization’s context for the assessment. "Additional and optional processes”
are identified as “Additional Optional” in the tables followed.

b) Extended process set: Set of processes specific to a maturity level higher than the basic maturity
level that ensures the achievement of the relevant process profile.

8 © ISO/IEC 2016 - All rights reserved
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NOTE 2  An extended process set will include a minimum set of processes, together with additional and
optional processes determined by the organization’s context for the assessment. “Additional and optional
processes” are identified as “Additional Optional” in the tables followed.

c¢) Additional and Optional processes: A basic or extended process set may include additional
processes that are

1) required for assessments with a particular scope of application;

2) optional depending on the particular circumstances of the organization.

The ITES-BPO organization maturity model specifies the particular circumstances for inclusion of any

additfonal and optional processes in the basic and extended process sets in Clause 10 and

8.2 |Structure of the ITES-BPO organization maturity model (OMM)

Progess

reference model
ISOJIEC 30105-1

¢ Dpmain and scope
0cess purpose
ocess outcome

o o
a=a”

[lause 11.

y A

Input
Identity of sponsor
Bysiness contact
Pyrpose
Adsessment scope
Agsessment
refjuirements

¢ Adsessment
copstraints

Identity of personnel

Process assessment
model

ISO/IEC 30105-2

¢ Scope

¢ Indicators

e Mapping

Measurement
framework
ISO/IEC 30105-3

+ Capability level

* Process attribute
» Rating scale

Organization mat
ISO/IEC 30105-3

urity model

» Mapping of prodess attribute
ratings to matufity levels
» Organization mgturity level

Assessment activities
ISO/IEC 33002

¢ Plan the assessment

e Collect the data

o Validate the data

¢ Report the assessment

Output
e Data and evidence
e Assessmentreport
= Process
attribute rating
e Assessment
record

2. Organizatid
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Figure 5 — Relationship between assessment of process capability and derivation of
organmizationm maturity

The scale for organization maturity retains the semantic intent of the process capability levels that
are defined in Clause 5. The scale for process capability characterizes the ability of a process to meet
current or projected business goals; the scale of organization’s maturity characterizes the extent to
which an organization consistently implements sets of processes within a defined scope that contribute
to the achievement of its business goals. Thus, the two scales, while consistent, characterize different
attributes of separate entities, the process and the organization. The measurement framework provides
a schema for use in characterizing the maturity of an organization with respect to specified Process
Assessment Model(s). The overview of interaction of the various parts to arrive at the rating is as given

in Figure 5.
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9 Definition of organization maturity levels

The maturity levels are derived as per the guidelines provided in ISO/IEC 33004:2015, 7.3.6 Rules for
deriving maturity level from process quality level based on the process profiles of process attribute
ratings. Description of the process attributes are provided in ISO/IEC 30105-2:—, Clause 6.

9.1 Level

0 organization — Immature

At this level, the organization does not demonstrate effective implementation of the processes that are
fundamental to support the organization’s primary activities. At least one process in the basic process
set fails to achieve a rating needed for process as provided in 10.2

9.2 Level

At this level,
are deliverin
thereisno a

As aresulto
a)
b) perform

implemg

All processe
10.2 or high¢

9.3 Level

At this level
specification]

As aresulto

a)

establis]

takes cofrrective action to address deviation from planned performance of the process;

1 organization — Basic

the organization is able to undertake the basic activities common to all organization
g services. Without carrying out these activities, delivery is not possible..Work is dor
ssurance of outcomes.

f achieving this level of maturity, the organization unit:
nts the processes required to support the organization’s primary activities;
s sets of activities and tasks that achieve the purposes of\thése processes.

5 in the basic process set achieve a rating higher than-needed for process as provid
br. Each process achieves at minimum a rating for#A 1.1 as shown in 10.2.

2 organization — Managed activities

the organization is able to function with an assurance of outcomes being in line
S.

f achieving this level of maturity, the organization unit:

nes plans for the performance of the processes that are fundamental to suppor
ition’s basic process set;

responsibility andeauthority regarding process performance and ensures effg
ication among involved parties;

5 adequate resources and information to ensure implementation of the plans;

5 performance of the processes against plans in the individual process instances;

t who

e but

ed in

with

t the

ctive

organiz:
b) assigns

commu|
c) allocate
d) monitor
e)
f) identifie
g)

s réquirements for the management of work prndnr‘rq dpvplnppd by the processes;

takes action to ensure that the requirements for work product management are satisfied.

All processes in the basic process set achieve a rating higher than needed for process as provided in
10.3. Each process achieves at minimum a rating for PA 1.1, PA 2.1 and PA 2.2 as shown in 10.3.

9.4 Level

3 organization — Managed organization

At this level, the organization is assumed to be uniformly managing its processes. The focus is on
improving the delivery process and eliminating problems.

As aresult of achieving this level of maturity, the organization unit:

a) aligns the process goals with organization goals;

10
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b)

ISO/IEC 30105

employed on a routine basis in the organization;

appropriately tailored standard processes;

S

)

All pr
Each

tores this data for use across the organization;

uses the collected data to ensure that the processes support the organization’s goals.

-3:2016(E)

establishes standard process descriptions covering all of the basic and extended sets of processes

ensures that individual implementations of the processes are performed as defined processes with

collects and analyses data and information from the performance of the defined processes and

uses the collected data and information to improve both the standard and defined processes;

ocesses in the basic process set achieve a rating higher than needed for process as proy
process achieves at minimum a rating for PA 1.1, PA 2.1, PA 2.2, PA 3.1 and PA 3.2.as sh

Level 4 organization — Strategic alignment

9.6

iflentifies causes of variation from the performance objectives of the selected processg

is level, the organization starts aligning strategically to the customer’s business.

stablishes quantitative objectives for process performance, based upon business
rvice provider and customer;

lects processes for process performance analyses, on the basis of their relevance and
the achievement of business goals of the service provider and customer covering a
e basic process set;

ploys modelling and measurement to‘€ollect, store and analyse data on the perfor
lected processes;

propriate corrective and preventive action to address them;

stablishes stable, capable*and predictable performance of the selected processes
erformance objectives.

rocesses in the basic process set achieve a rating higher than needed for process as
Each process,achieves at minimum a rating for PA 1.1, PA 2.1, PA 2.2, PA 3.1, PA 3.2, H
shown in 16:5.

Level 5 organization — Transformational

Fided in 10.4.
own in 10.4.

The focus is

rganization’s

goals of the

significance
a2 minimum

mance of the

es and takes

ased on the

provided in
A 4.1 and PA

Atth

s'evel, the organization is looking to innovate and transform the customer’s busines

5 in line with

the goals of the outsourcing and the outsourced organization.

As aresult of achieving this level of maturity, the organization’s unit:

a) e
b)

a
)
d)
e)

stablishes processes to support process transformation;

changing organization’s environment for the service provider and the customer;

implements identified process innovations while controlling associated risk;

© ISO/IEC 2016 - All rights reserved

identifies transformations to processes necessary to support changing organization’s objectives or

identifies opportunities for deploying process transformations with control of associated risk;

selects process transformation for organization’s deployment based on impact analysis;
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f) deploys the selected process transformations, monitors performance of the improved processes
and compares the results to expected outcomes.

All processes in the basic process set achieve a rating higher than needed for process as provided in
10.6. Each process achieves at minimum a rating for PA 1.1, PA 2.1, PA 2.2, PA 3.1, PA 3.2, PA 4.1, PA 4.2,
PA 5.1 and PA 5.2 as shown in 10.6.

10 Rules for deriving maturity levels from process attribute ratings

10.1 Overview

Maturity levgl of an organization is determined as a function of the process attribute rating as¢efthined
by the measprement framework defined earlier in this document. An organization’s matufity level is
derived fronj the set of processes (basic, extended and additional processes) prescribed for that level of
maturity.

Additional pfocesses included in the model should be added based on the rules previded Clause 11.

NOTE The requirements for a measurement framework are drawn from ISO/IEC 33003 and conform fto the
mandates thefrein.

In Tables 3 tp 7, PA stands for Process Attribute Rating.

10.2 Maturity level 1

Achievement of ratings listed below for listed process set at LLevel 1.

Table 3 — Maturity level1 PA ratings

Code Process-areas PA1.1
OEN2 |Information security management (Additional Optional) F
OEN3 |Compliance management (Additional Required) P+
OEN4 |Human resource management L+
SDL1 |Service deliveryexecution F
SDL4 |Business procéss management L+
SLN1 |Solutioiidevelopment (Additional Optional) P+
SLN2 |Confract lifecycle management (Additional Optional) F
TEN2 |Einancial management L+
TRN1~4People mobilization F
TRN2 |Infrastructure set up — Technology (Additional Optional) |P+
TRN3 |Infrastructure set up — Non-technology (Additional P+

Qptional)

10.3 Maturity level 2

Achievement of ratings listed below for listed process set at Level 2.

Table 4 — Maturity level 2 PA ratings

Code Process areas PA11 | PA21
and 2.2
OEN2 |Information security management (Additional Optional) F F
OEN3 |Compliance management (Additional Required) F F
OEN4 |[Human resource management F P+

12 © ISO/IEC 2016 - All rights reserved
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Table 4 (continued)
Code Process areas PA1.1 | PA21
and 2.2
SDL1 |Service delivery execution F F
SDL4 |Business process management F P+
SLN1 |[Solution development (Additional Optional) F L+
SLN2 |Contract lifecycle management (Additional Optional) F F
TEN2 |Financial management F P+
TRN1 |People mobilization F F
TRN2 |Infrastructure set up — Technology (Additional Optional) F F
TRN3 |Infrastructure set up — Non-technology (Additional Optional) F F
OENS5 |Infrastructure and technology management F L+
OEN1 |Transaction quality management F F
OEN6 |Work environment management F L+
RLS1 |Customer relations management F P+
RLS2 |Supplier management (Additional Optional) F F
SDL2 |Service delivery reporting F F
SDL3 |Service level management F
TEN3 |Change management F
TENS5 |Business continuity management F P+
TEN6 |Audit management F P+
TRN5 (Service delivery planning F L+
TRN6 |Pilot implementation (AdditionalOptional) F P+
TRO1 |Transition out (Additional Qptional) F L+
10.4(Maturity level 3
Achidgvement of ratings listed below for listed process set at Level 3.
Table 5 — Maturity level 3 PA ratings
Code Process areas PA1.1| PA2.1and ||PA3.1and
2.2 3.2
OEN Informatien security management (Additional Optional) F F H
OEN] Compliance management (Additional Required) F F H
OEN4 Huiman resource management F F I+
SDL1| Service delivery execution F F H
SDL4 Business process management F F F
SLN1 Solution development (Additional Optional) F F F
SLN2 Contract lifecycle management (Additional Optional) F F F
TEN2 |Financial management F F L+
TRN1 |People mobilization F F F
TRN2 |Infrastructure set up — Technology (Additional Optional) F F F
TRN3 |Infrastructure set up — Non-technology (Additional Optional) |F F F
OEN5 |Infrastructure and technology management F F F
OEN1 |Transaction quality management F F F
OEN6 |Work environment management F F F
RLS1 Customer relations management F F F
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Table 5 (continued)

Code Process areas PA11| PA2.1and | PA3.1and
2.2 3.2
RLS2 Supplier management (Additional Optional) F F F
SDL2 Service delivery reporting F F F
SDL3 Service level management F F F
TEN3 |Change management F F F
TEN5  |Business continuity management F F F
TEN6 |Audit management F F F
TRN5  |Serice delivery planning F F F
TRN6 |Pilgt implementation (Additional Optional) F F L+
TRO1 |Trapsition out (Additional Optional) F F F
TEN7 Risk management F F F
OEN7 |Issyie management F F P+
TEN1 Mapagement review F F F
TEN4 |Kngwledge management (Additional Optional) F E F
TRN4 |Kng¢wledge transfer F F P+
10.5 Maturity level 4
Achievement of ratings listed below for listed process set at Level 4.
Table 6 — Maturity level' 4 PA ratings
Code Process areas PA1.1|PA2.1and|PA3.1and | PA4.1and 4.2
2.2 3.2
OEN2 |Infgrmation security management (Additienal F F F F
Optlional)
OEN3 |Corppliance management (Additional'Required) F F F F
OEN4 |Human resource management F F F F
SDL1 Serice delivery execution F F F F
SDL4 Buginess process managentent F F F F
SLN1 Solfition development fAdditional Optional) F F F F
SLN2 Contract lifecycle management (Additional Option- |F F F F
al)
TEN2 |Finpncial management F F F
TRN1 |Pedgplemobilization F F F F
TRN2 Infastructure set up — Technology (Additional F F F —
Optional)
TRN3 |Infrastructure set up — Non-technology (Addition- |F F F —
al Optional)
OEN5 |Infrastructure and technology management F F F F
OEN1 Transaction quality management F F F -
OEN6 |Work environment management F F F F
RLS1 Customer relations management F F F F
RLS2 Supplier management (Additional Optional) F F F F
SDL2 Service delivery reporting F F F F
SDL3 Service level management F F F F
TEN3 |Change management F F F F
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Table 6 (continued)
Code Process areas PA1.1|PA2.1and|PA3.1and | PA4.1and4.2
2.2 3.2
TENS Business continuity management F F F F
TEN6 |Audit management F F F —
TRN5 |Service delivery planning F F F F
TRN6  |Pilotimplementation (Additional Optional) F F F F
TRO1 |Transition out (Additional Optional) F F F —
TEN7 |Risk management F F F F
OEN7 Issue management F F F E
TENT] Management review F F F F
TENA4 Knowledge management (Additional Optional) F F F F
TRN4 |Knowledge transfer F F F F
TEN{ Continual improvement F F F P+
SEN1 Strategic planning and direction setting F F F F
NOTE Some of the processes are not needed at level 4 as a part of theprofile for level 4.
10.6| Maturity level 5
Achigvement of ratings listed below for listed process setiat Level 5.
Table 7 — Maturity.level 5 PA ratings
Code Process areas PA11| PA21 PA3.1 | PA41and |[PA5.1and
and 2.2 | and 3.2 4.2 5.2
OEN Information security management (Addi- |F F F F F
tional Optional)
OEN] Compliance management (Additional F F F F —
Required)
OENA Human resource manageiment F F F F —
SDL1| Service delivery execution F F F F F
SDLA4 Business process:management F F F F F
SLN1l Solution develgpment (Additional Optional) |F F F F F
SLN2 Contractlifecycle management (Additional |F F F F F
Optional)
TEN?Z Financial management F F F —
TRN]] People mobilization F F F F
TRN1 Infrastructure set up — Technology (Addi- [E F F — —
tional Optional)
TRN3 |Infrastructure set up — Non-technology |F F F — —
(Additional Optional)
OEN5 |Infrastructure and technology management |F F F F F
OEN1 Transaction quality management F F F — —
OEN6 |Work environment management F F F F —
RLS1 Customer relations management F F F F —
RLS2 Supplier management (Additional Optional) |F F F F —
SDL2 Service delivery reporting F F F — —
SDL3 Service level management F F F — —
TEN3 Change management F F F — —
© ISO/IEC 2016 - All rights reserved 15
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Table 7 (continued)
Code Process areas PA11| PA2.1 PA3.1 | PA4.1and | PA5.1and
and 2.2 | and 3.2 4.2 5.2

TENS Business continuity management F F F — —
TEN6 |Audit management F F F — —
TRN5  |Service delivery planning F F F F —
TRN6  |Pilotimplementation (Additional Optional) |F F F F —
TRO1 |Transition out (Additional Optional) F F F — —
TEN7 |Risk management F F F F —
OEN7 |Isste management F F F F F

TEN1 Mahagement review F F F F -

TEN4 |Kn¢wledge management (Additional F F F F E

Optlional)

TRN4 |Kn¢wledge transfer F F F F —
TENS8 Corftinual improvement F F F F F

SEN1 Strategic planning and direction setting F F F E —

SEN2 Innpvation management F F F F F

Note Some of the processes are not needed at level 4 and 5 as a part ofithe profile for level 5.

11 Conditions for inclusion of process areas
A basic or ektended process set will include additional precesses that are required for assessments

with a partiqular scope of application, but can be optionakdepending on the particular circumstanfes of
the organizaftion.

Table 8 — Conditionsfor inclusion or exclusion

Additional processes

ML List of processes Minimum set D Conditions
(Optional)

OENZ Information security man- TRN1 Optional where business processes

agement . are performed within customerf|in-
SLN2 (ontract lifecyclé.manage- SDL1 OEN2 frastructure and/or technologyland
ment outsourcer does not have contrdct-
TRN1 People mebilization TEN2 ed requirements for information

SDL1 Servicesdelivery execution |OEN4 security.

Optional for internal ITES-BPO|ser-
OEN3 Comipliance management SDL4 SLN2 vice providers where there mayinot
be a formal contract.

Required where outsourcer has
legal, regulatory, statutory, con-

1 SLN1 Solution development OEN3 tractual or organization’s responsi-
bilities for compliance, beyond the
control of the customer.

Optional where the delivery is
TEN2 Financial management SLN1 directly transitioned without any
change to the processes or the tools.

Optional for internal ITES-BPO ser-
TRN2 vice providers where the setup can
be pre-existent.

OEN4 Human resource manage-
ment
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Table 8 (continued)
Additional processes
ML List of processes Minimum set D Conditions
(Optional)
SDL4 Business process manage- Optional for internal ITES-BPO ser-
p 8 TRN3 vice providers where the setup can
ment .
be pre-existent.
TRN2 Infrastructure set up —
Technology
TRN2 1€ £ £ £
TININO TITTITdotltruacttiurc ST ulJ
Non-technology
OENS Infrastructure and technol- OENS
ogy management
TEN3 Change management TEN3
TENS Business continuity man- TENS5 Optional where no suppliers are
agement RLS2 .
_ engaged directly.
OEN6 Work environment manage- OEN6
ment
OEN1 Transaction quality man- OEN1
agement
2 TENG Audit managerr.lent TENG Optional where procesges and
RLS1 Customer relations manage- | o, ¢; resources are transferr¢d from
ment JRNG6 customer to outsourcer pr where
RLS2 Supplier management SDL2 pg(ge_sseslhavle no changre(js (()ir no
SDL2 Service delivery reporting |SDL3 additional training is negded.
SDL3 Service level management |TRN5
TRNS5 Service delivery planning Optional where no tranisition out
—— - TRO1 activities occur in the sdope of the
TRNG6 Pilot implementation assessment.
TRO1 Transition out
TEN7 Risk management TEN7
OEN7 Issue management OEN7 Optional where businegs processes
3 TEN4 Knowledge management TEN1 TEN4 are performed on-site apd responsi-
ble resources are transfgrred from
TEN1 Managementreview TRN4 customer to outsourcer.
TRN4 Knowlédge transfer
TENS8 Conitintial improvement TENS8
4 SEN1Strategic planning and di-
. : SEN1
recfioh setting
5 SEN2 Innovation management SEN2

For the processes selected as additional-optional in a previous assessment, the applicability will be re-
evaluated in the subsequent cycle of assessment.

© ISO/IEC 2016 - All rights reserved

17


https://iecnorm.com/api/?name=396a82a4ddbf443bfc6adc72940c23a9

ISO/IEC 30105-3:2016(E)

Annex A
(informative)

Conformity of the measurement framework

A.1 Conformance requirements

A.1.1 Gen

The following requirements for a process measurement framework are drawn from ISO/AEC3300

A.1.2 Con
ISO/IEC 330

eral

ceptualization

D3:

W

|a) A process

measurement framework shall identify and address a single;

The measur
quality in IT

ement framework is defined for the single process capability characteristic of pr
ES-BPO.

oCcess

b) A process
tidimension

quality characteristic in a measurement framework shall be defined on the basis of a
al construct;

mul-

The process

matrix form.

measurement framework is a construet comprised of nine process attributeg

in

c) A proces;s
process att

quality characteristic in a process“measurement framework shall be defined as a s
ibutes;

et of

The process

measurement framework is a construct comprised of nine process attributes.

|d) Each pro

ress attribute shall define a property of the process quality characteristic;

The propert

y defined by each\process attribute is described in Clause 5.

|e) Each prog

ess attribufe;that is not directly measurable shall be considered as a construct;

Each proces
2:2016, 5.2.

5 attribute in this measurement framework is a construct and defined in ISO/IEC 3

D105-

|f) Process at

ributesin a process measurement iframework shall be detined as either retlective or formative. |

The process

attributes of this measurement framework are formative.

use and app

g) The process measurement framework shall document the policies and assumptions underlying its

lication;

The policies and assumptions underlying the use and application of this process measurement
framework are set out in this document.
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A.1.3 Construct definition

a) The construct definition shall define the meaning of the process quality characteristic and its process
attributes in a process measurement framework;

The meaning of the process quality characteristic and its process attributes are given in ISO/IEC 30105-
2:2016, 5.2.

b) The construct definition shall clarify the specification of the process quality characteristic and its
process attributes as dimensions;

The fppecifications of the process quatity characteristic and 1tS Process attributes are given in
ISO/IEC 30105-2:2016, 5.2.

c) The construct definition shall provide a guide for the operationalization of theqpiocess quality char-
acteristic and its process attributes;

Operationalization of the process quality characteristic and its process attributes|is given in
ISO/IEC 30105-2:2016, 5.2.

d) The construct definition shall state the scales of composite measures such as categoricalf(e.g. a series
of ordinal values such as capability level) or numeric;

The $cales of composite measures in this measurement-Aramework are given in ISO/IEC 30105-
2:2016, 5.2.

e) Atlleast one of the process attributes shall comprise the achievement of the defined prodess purpose
and process outcomes for the process; this is termed the process performance attribute.

The process performance attribute comprises.the achievement of the defined process purpose through
achievement of the process outcomes for that process.

A.1.4 Operationalization

|a) Al] process attributes shall bé defined according to their construct specification; |

The ﬁrocess attributes are’ defined in ISO/IEC 30105-2:2016, 5.2; the descriptions folloyv a common
appro¢ach, described inISQ/IEC 30105-2:2016, 5.2.

|b) Adhievement ofiprocess attributes shall be verifiable through objective artifacts; |

A coljerent set\0f recorded objective artifacts” is used in 6.1 for each attribute rating arld “validated
data’|is usediin 6.2 b) for each process attribute outcome.

A.1.5 “Construct specification examination

Construct specifications of the process quality characteristic and its associated process attributes shall
be examined through operationalization and with rationale.

Each process attribute is operationalized through a set of base or derived measures.

A.1.6 Scoring process attributes

|a) The process attributes shall be scored; |

The unit of measurement is specified in 6.2.

|b) A measurement scale, i.e, nominal, ordinal, interval, or ratio, shall be defined for the process attributes;

© ISO/IEC 2016 - All rights reserved 19
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