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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.
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list of patentldeclarations received (see https://patents.iec.ch).

Any trade name used in this document is information given for theiconvenience of users and doés not

constitute ap endorsement.

For an explhnation of the voluntary nature of standardsyjthe meaning of ISO specific term$ and

expressions|related to conformity assessment, as wellras information about ISO's adherenke to

the World Trade Organization (WTO) principles in ¢the Technical Barriers to Trade (TBT) see

www.iso.org/iso/foreword.html. In the IEC, see www.iéc.ch/understanding-standards.

This documgnt was prepared by Joint Technicali\Committee ISO/IEC JTC 1, Information technplogy,

Subcommittge SC 40, IT Service Management IT\Governance.

This second| edition cancels and replaces<the first edition (ISO/IEC 30105-4:2016), which has|been

technically revised.

The main chhnges are as follows:

— This edifion addresses editorial issues in the 1st edition of ISO/IEC 30105-4:2016.

— This edifion modifiestterms to use the same definition as the source, except for the ones agreed for
modification.

This edi

Fion isaevised to contain only those terms that are relevant to ISO/IEC 30105-4.

The title

ha§/been modified from “Terms and concepts” to “Key concepts.”

ISO/IEC/IEEE 24774:2021.

Alist of all parts in the ISO/IEC 30105 series can be found on the ISO website.

“Work product” has been changed to “Information item” by reflecting the term used in

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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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 services. 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.
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[ provides an overarching standard for all aspects of ITES-BPO industry from the
ervice provider that performs the outsourced business processes. This isiapplicable f
PO service provider providing services to customers through contracts.and in indust

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

[ is an improvement standard that enables risk determination and improvement
roviders performing outsourced business processes.

f also serves as a PRM for service providers.
f focuses on IT enabled business processes which/are outsourced.

[ is generic and can be applied to all IT enabléd’business process outsourced services,
pe, size and the nature of the services delivered.

rocess improvements implemented.using the ISO/IEC 30105 series can lead to a cle
hvestment for customers and service providers.

lignment to the ISO/IEC 30105 series can improve consistency, quality and pred
elivery of services.

e 1 illustrates the key entities and relationships involved in an ITES-BPO service. It
mer, the ITES-BPOssearvice provider and various levels of suppliers. This is aligned wif
relationship depicted in ISO/IEC 20000-1:2018, 8.3.1.

RLS1 Customer relations management
SDL3 Service level management

SO/IEC 30105 series specifies the lifecycle process requirements involved in t}Le ITES-BPO
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Figure 1 — ITES-BPO key entities
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NOTE The ITES-BPO process IDs RLS1, RLS2, SDL3 are shown in Figure 3 — ITES-BPO lifecycle process
categories and processes.
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 4:
Key concepts

1 Scope

The ISO/IEC 30105 series specifies the lifecycle process requirements performed.by the IT enabled
business process outsourcing service provider for the outsourced business grdcesses. If defines the
procdsses to plan, establish, implement, operate, monitor, review, maintain and’improve it$ services.

This flocument:
— dovers IT enabled business processes that are outsourced;
— is notintended to cover IT services but includes similar, releyant process for completefess;

5 applicable to the service provider, not to the customet;

—n

5 applicable to all lifecycle processes of ITES-BPO;

[

— details the lifecycle of ITES-BPO and the relationship between ISO/IEC 30105-1, ISO/JEC 30105-2,
50/IEC 30105-3, ISO/IEC 30105-5 and othey, relevant International Standards.

et

2 ormative references

Ther¢ are no normative references:in.this document.

3 Terms, definitions and abbreviated terms
For the purposes of this.\document, the following terms and definitions apply.
[SO apd IEC maintain-terminology databases for use in standardization at the following adfiresses:

— IBO Onlinebrowsing platform: available at https://www.iso.org/obp

— IEC Efectropedia: available at https://www.electropedia.org/

3.1 Terms and definitions

3.1.1
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]

© ISO/IEC 2022 - All rights reserved 1
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business continuity
capability of an organization to continue the delivery of products and services within acceptable time
frames at predefined capacity to pre-defined performance levels during a period of disruption

[SOURCE: ISO 22301: 2019, 3.3, modified - "at predefined capacity during a disruption” has been
changed to "at predefined capacity to pre-defined performance levels during a period of disruption”.]

3.1.3

business process
collection of related, structured activities that produce a specific service or product for a particular

customer

3.1.4

capability d
set of eleme
process cap3

3.1.5

defined pr
implement
according to

Note 1 to en
improvement
planning, per

[SOURCE: IS
3.1.6

infrastructx

hardware, s

3.1.7
innovation
new or chan

Note 1 to ent
interested pa

Note 2 to ent
Note 3 to ent
resulting in,

some form of

Note 4 to entr

of

imension
hts in a process assessment model explicitly related to the measurement framewo
bility

ess
process that is managed and tailored from the organization’s/set of standard prog
the organization’s tailoring guidelines

'ry: A defined process has a process description, inputs/outputs, measures, and other p1
information to the organization’s process assets. A project’s*defined process provides a ba
forming, and improving the project’s tasks and activitiesof the project.

D/IEC 33001:2015, 3.1.2]

re
ftware, working environment and controls to support business process outsourcing

bed entity, realizing or redistiributing value

y: Value is relative to, and determined by, the perception of the organization (3.1.10) and re
Fties.

y: An innovation.can/be a product, service, process (3.1.13), model, method, etc.
ry: Innovatien\is' an outcome. The word “innovation” sometimes refers to activities or pro
r aiming for-innovation. When “innovation” is used in this sense, it should always be used

qualifierje.g. “innovation activities”.

y:Forthe purpose of statistical measurement, refer to the Oslo Manual 2018, 4th edition, by

'k for

esses

ocess
bis for

evant

resses
with

ECD/

Eurostat. See

Annex B.2 for a comparison between the definitions of innovation by ISO and the OECD/Euro

stat.

[SOURCE: ISO 56000:2020, 3.1.1]

3.1.8

maturity model
model derived from one or more specified process assessment model(s) that identifies the process sets
associated with the levels in a specified scale of organizational process maturity

[SOURCE: ISO/IEC 33001:2015, 3.3.7]

3.19

objective evidence
data supporting the existence or veracity of something

Note 1 to entry: Objective evidence can be obtained through observation, measurement, test or other means.

2
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Note 2 to entry: Objective evidence for the purpose of audit generally consists of records, statements of fact or
other information which are relevant to the audit criteria and verifiable.

[SOURCE: ISO 9000:2015, 3.8.3]

3.1.10

organization

person or group of people that has its own functions with responsibilities, authorities and relationships
to achieve its objectives

[SOURCE: IS0 9000:2015, 3.2.1, modified — Notes 1 and 2 to entry have not been included.]

3.1.1
outsgurcing
busirless model for the delivery of a product or services to a customer by a provider,

Note 1 to entry: Outsourcing is an alternative to the provision of those products or sepvicés within|the customer
orgarfization, where:

— the outsourcing process is based on a sourcing decision (make or buy);

— rpsources can be transferred to the provider;

—t

he provider is responsible for the product or service for an agreed period of time;

—t

he accountability for delivery outcomes is owned by the ¢ustomer and the provider is r¢sponsible for
performing the services.

[SOURCE: ISO 37500:2014, 3.10, modified - client hag’been changed to customer, and Note¢ 1 entry has
beenjadded.]

3.1.1p
preventive action
action to eliminate the cause of a potential'ion-compliance or other potential undesirable $ituation

Note ] to entry: There can be more than one cause for a potential nonconformity.

Note P to entry: Preventive action js\taken to prevent occurrence whereas corrective action is taen to prevent
recurfence.

[SOURCE: ISO 9000:2015,:3.12.1]

3.1.1B
process
set of interrelatedOr interacting activities that use inputs to deliver an intended result

Note [ to entry”Whether the “intended result” of a process is called output, product or service d¢pends on the
contekt ofthe reference.

D+ 4 1 o i 11 +1 4+ 4 £ o+l | £ £ £
Note 26 ety ThpttsSto—aprocessaregencrany tneotitptitsorotner-processesanaotutpttsSoOra process are

generally the inputs to other processes.
Note 3 to entry: Two or more interrelated and interacting processes in series can also be referred to as a process.

Note 4 to entry: Processes in an organization are generally planned and carried out under controlled conditions
to add value.

Note 5 to entry: A process where the conformity of the resulting output cannot be readily or economically
validated is frequently referred to as a “special process”.

Note 6 to entry: This constitutes one of the common terms and core definitions for ISO management system
standards given in Annex SL of the Consolidated ISO Supplement to the ISO/IEC Directives, Part 1. The original
definition has been modified to prevent circularity between process and output, and Notes 1 to 5 to entry have
been added.
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[SOURCE: ISO 9000:2015, 3.4.1]

3.1.14

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

[SOURCE: ISO/IEC 33001:2015, 3.2.15]

3.1.15

process assessment model
model suitable for the purpose of assessing a specified process quality characteristic, based on one or
more process reference models (3.1.24)

Note 1 to enf
the identifica
capability car

[SOURCE: IS

3.1.16
process atti
PA

measurable

[SOURCE: IS

3.1.17
process cap

ry: Process assessment models addressing a specific process quality characteristic can illclude

Fion of the characteristic in the title; for example, a process assessment model addressing pi
be termed a "process capability assessment model".

D/IEC 33001:2015, 3.3.9]

'ibute

property of a process quality characteristic

D/IEC 33001:2015, 3.4.3]

ability

characterizdtion of the ability of a process to meet currenter projected business goals

[SOURCE: IS
3.1.18

D/IEC 33020:2019, 3.4]

process cag?bility level

characteris
[SOURCE: IS
3.1.19

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

D/IEC 33020:2019, 3.5]

process dimension

set of proceg
relevant pro

Note 1 to entr
purpose statd

[SOURCE: IS

s elements in a process assessment model explicitly related to the processes defined
cess reference model(s)

y: For exaniple, in ISO/IEC 33061, the elements of the process dimension include processes, p1
ments, progess outcomes, and process performance indicators.

D/JECTS 33001:2015, 3.3.10]

3.1.20

process outcome

observable r

esult of the successful achievement of the process purpose

ocess

n the

ocess

Note 1 to entry: An outcome statement describes one of the following: production of an artefact; a significant
change in state; meeting of specified constraints, e.g. requirements, goals, etc.

[SOURCE: ISO/IEC 33001:2015, 3.3.11]

3.1.21

process performance

extent to wh

ich the execution of a process achieves its purpose

[SOURCE: ISO/IEC 33001:2015, 3.4.7]
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process quality
ability of a process to satisfy stated and implied stakeholder needs when used in a specified context

[SOURCE: ISO/IEC 33001:2015, 3.4.8]

3.1.2

3

process quality characteristics
measurable aspect of process quality; category of process attributes (3.1.16) that are significant to
process quality

[SOU

RCE: ISO/IEC 33001:2015, 3.4.9]

-4:2022(E)

3.1.2
proc
modsd

purp
proce
[SOu

3.1.2
trang
activ
thec

[SOU

3.1.2
trans
activ
one s
servi

3.1.2
workK
set of

Note
tempg

[SOU

3.2

BP

4
pss reference model
| comprising definitions of processes in a domain of application describedyin term

sses
RCE: ISO/IEC 33001:2015, 3.3.16]
5
ition in

ties for migrating agreed upon knowledge, assets, liabilities, systems, processes and
istomer to the provider or back in-house, in order to create desired delivery capabilit

RCE: 1SO 37500:2014, 3.24, modified- "client" hasdbeen changed to "customer".]

6

ition out

ties for migrating agreed upon knowledgg; assets, liabilities, systems, processes and

ervice provider to another, or back in-house, enabling the customer to change service
Ce solution

7
environment
conditions under which wo¥k is performed

1 to entry: Conditions ‘can include physical, social, psychological and environmental fad
rature, lighting, recognition schemes, occupational stress, ergonomics and atmospheric com

RCE: IS0 9000:2015, 3.5.5]

Abbreyiated terms

base practice

s of process

bse and outcomes, together with an architecture describing the relationships hetween the

people from
y

people from
e provider or

tors (such as
bosition).

GP

GR

generic practice

generic resource

ITES-BPO  IT Enabled Services-Business Process Outsourcing

MF
OMM
PA
PAM

measurement framework
organization maturity model
process attributes

process assessment model

© ISO/IEC 2022 - All rights reserved
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PCI process capability indicator
PPI process performance indicator
PRM process reference model

SLA service level agreement

4 Concepts

4.1 Geneyal

The ISO/IEG
BPO service
quality char
The princip3
process cap3

The framew
the followin

to undet
to deter

to deter
contract

The framew
facilitat
provide
takes in
enables
address
is appro

provide

4.2 ITES-

Figure 2 sho

30105 series establishes a framework for performing process assessment for)dan

This framework can be extended and adapted to address the assessment ofiother pr
hcteristics with additional guidance to support its application and ongoing improve
1 focus of ISO/IEC 30105 series is on assessment of the process quality)characteris
bility.

P purposes:

stand the state of its own processes for process improvement;

mine the suitability of another organization's processes for a particular contract or
S.

brk for process assessment:

s self-assessment;

a basis for use in process improvement and risk determination;

o account the context in which the assessed process is implemented;
production of a process(profile;

s the ability of thesprocess to achieve its purpose;

priate across all business process domains and sizes of organization;

an objective benchmark among organizations.

BPO lifecycle process categories

ITES-
ncess
ment.
tic of

brk provides a structured approach for the assessment of processes by an organizatign for

mine the suitability of its own processes for a particularrequirement or set of requirengents;

set of

nsion

of the PAM for ITES-BPO. It includes all aspects of an ITES-BPO service, from developing an ITES-
BPO solution through service delivery to transitioning out. It includes the leadership, relationship
management and enabling processes that support the outsourced business across its lifecycle.
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Strategic enablement

Relationship
) Transition Service Transition
Solution ) )
in delivery out

The I

— Strategic enablement processes:

Lead
direc

Strat
again

— R

Estah
relati

Relat
suppl

— Solution processes:

Deve
mobi
and |

Tactical enablement

Operational enablement

Figure 2 — ITES-BPO lifecycle process-categories

TES-BPO process categories are as follows.

ng the organization towards achievement of\business objectives by providing re
tion, and achieving customer satisfaction.

boic enablement processes include strategic direction and review of the business
st plan for the service provider organization, and innovation to drive breakthrough c

lelationship processes:

onships are managed.

iers.

oping féasible solutions, including the transition approach (e.g. proposals to transfe
ize péople and create the infrastructure), service delivery risk management, informa
usiness continuity. A suitable solution can lead development, negotiation and agre

contr

sources and

berformance
hanges.

lishing processes for managing customers and suppliers to ensure objectives are aligied and their

jonship processes.cover the relationship of the service provider with the customer and the

- knowledge,
tion security
bment of the

act.

Solution processes include details on how the ITES-BPO solution is envisaged and the contract

devel

oped and managed.

— Transition in processes:

Migrating a business process from customer and other incumbent suppliers, delivery to service
provider delivery via seamless transfer of knowledge, service set-up and effective project management,
to ensure that services are available and service levels are achieved, in line with contracted service

requi

rements.
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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:

Managing and executing the customer’s business processes on a day-to-day basis as an extension of the
customer’s business, in line with the defined processes to meet the agreed service levels, with required

service repo

rting.

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

Transit

Migrating a
provider cu|
continued sqg

Transition o
a different s¢

Tactica

Managing, 4
seamless an
review and i

Tactical ena
the core sery

Operational
service deliv

Table 1 lists|
subdivided i

jon out process:

process from service provider delivery to that of the customer or an altennative se
stomer, including human resources, processes, technology and knowledge, ens
rvice to the customer, during the transition period.

1t process covers the movement of the business process delivery backito the customer
brvice provider.

enablement processes:

| effective delivery, including financial, risk, knowledge, change, business continuity,
mprovement, and maintaining alignment to business.needs.

blement processes involve a set of processesthat enables achievement of the object
rice delivery processes. These are tactical irkkhature.

Operational enablement processes:

enablement processes involve a séb of processes that ensures day-to-day operatid
ery are supported and are performed alongside the service delivery processes.

the ITES-BPO lifecycle process categories and their description. Each element is fu
hto sub-elements identifying their key responsibilities.

Table:1— ITES-BPO lifecycle process categories

rvice
uring

or to

ssuring and improving service delivery through a set ‘of key processes that underpin

hudit,

ve of

ns of

rther

Process cat

pgories Process Description

Strategic en
ment

hble-  |Strategic planning and

difection setting

Determines the strategic objectives based on analysi
external environment and internal capability.

Develops business plans and reviews performance
against these plans.

s of

Innovationmanagcement Drives deliversy r\Fm:\jnr change to deliver cigniFiPanf
o o

benefits to sta%eholders.

Relationship Customer relations Establishes and implements management of customer
management relationships.
Supplier management Establishes and implements management of suppliers to
meet identified requirements.
Solution Solution development Identifies any supplier requirements.
Identifies constraints.
Designs the complete solution, develops the key
deliverables and achieves sign-off by the customer.
8 © ISO/IEC 2022 - All rights reserved
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Table 1 (continued)
Process categories Process Description
Contract lifecycle Develops, agrees and manages the contract in
management consultation with customer.

Undertakes due diligence:

assessment of customer's baseline perfo

rmance;

assessment of customer's legal, business, statutory

and regulatory requirements, translating them into

deliverables from the service provider.

Understands the contract financials, obligati
tations.

Ensures adherence to contractual requireme

bns, and limi-

nts.

Tranfsition in People mobilization

Identifies the resources required with the re
sets for employee recruitment te enable serv|

Creates training plans, milestones and reviey
nisms.

Plans and implementstequired training for g

Aligns the stakeholders within the customer
and obtainsformal agreement for the people
tion.

evant skill
ice delivery.

v mecha-

ilot team.

organization
mobiliza-

Infrastructure setup — tech-
nology

Evaludtes and finalizes detailed technology 1
and‘ulfilment plan, including:

design of the technology setup.

Implements technology with formal agreems
from all internal and external stakeholders.

design to meet technology requirementsg;

equirements

nt obtained

Infrastructure setup'—
non-technology

Includes the physical infrastructure, such as
facilities, premises, security, housekeeping a

Management, maintenance and monitoring o
non-technology infrastructure within the ag

employee
nd transport.

f
reed

requirements with the customer or set intermally.

Implements non-technology infrastructure
agreement obtained from all internal and ext
holders.

yith formal
ernal stake-

Knowledge transfer

Maps and attains knowledge of the customer

Creates training material which details the c
process; training plan key contacts and, proc
points.

process.

istomer
ess check-

Service delivery planning

Creates mechanisms for operational service
measurement, management and governance.

Identifies potential risks in the process and prepares

mitigating plans.
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Table 1 (continued)

Process categories

Process

Description

Pilot implementation

Creates the project plan in the pilot stage with customer
agreement.

Defines success criteria to support sign-off of pilot com-
pletion.

Executes the pilot plan.
Validates SLAs and baseline process service levels.

Assesses service delivery readiness to implement.

Achieves sign-off of pilot based on agreed success chteria
and formal agreement to proceed into service delivery.

Service deliyery

Service delivery execution

Undertakes service delivery in accordance with the
service delivery plan to meet customer reguirementg.

Service delivery reporting

Reports the status of performance and\deliverables gt a
defined frequency.

Service level management

Monitors and manages deliveryto Service level targets as
agreed with the customer.

Business process manage-
ment

Manages and optimizes the business process in an
effective way through appropriate controls.

Transition dut

Transition out

Establishes and implements plans for the transfer of the

service to the customer/service provider to meet deflined
requirements@nd contractual commitments. This may
include:

— assets;
— TeSource;

= knowledge.

Tactical enaple-
ment

Management review

Performs a comprehensive review of its managemen
system periodically and takes actions to address deficien-
cies and gaps identified in this review.

Financial managemert

Ensures effective management of finances and fundipg.

Change management

Ensures all changes are recorded, assessed, authorized
and controlled.

Knowledge/-management

Establishes and implements knowledge sharing amohg
stakeholders.

Identifies, controls and provides the required knowl¢dge
to enable resources to perform their work and deliver
improvements.

Establishes and maintains a set of knowledge assets for

neaacracctha Arganigating

10
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Risk management

Identifies, monitors and manages risks.

Evaluates and mitigates risks to understand and mini-
mize impact to service delivery.

Business continuity
management

Identifies requirements and monitors and manages
business continuity.

Provides assurance to customers with an appropriate
business continuity plan to ensure continuity of business
services to agreed service levels during and after service
disruptions.

Audit management

Monitors delivery conformance through an audit process,
initiating the necessary actions for identified non-con-
formances.
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Table 1 (continued)
Process categories Process Description
Continual improvement Identifies continual improvements opportunities.
Initiates improvements to continually improve the pro-
cesses.
Operational ena- |Transaction quality Monitors transaction quality on the basis of agreed
blement management verification strategy.
Provides feedback to employees on the quality of service
and initiates any appropriate corrective/preventive
action
Information security Protects the confidentiality, integrity andayfilability of
management the data and information.
Compliance management Monitors and manages adherence tp legislatiye,
regulatory and statutory requirényents.
Human resource management|Monitors and manages recruitiment and attrifion.
Defines and manages non-standard working prrange-
ments.
Defines performance.thanagement, reward ahd
recognition, professional development and efnployee
satisfaction mechanisms.
Infrastructure and Ensures thé infrastructure and technology afe
technology management monitored, supported and managed to meet pusiness
andseryice delivery requirements.
Establishes and maintains measurement of
ihfrastructure and technology performance,|capacity
and availability, aligned to business needs.
Work environment Establishes and maintains a work environment that
management enables employees to work efficiently and efflectively.
Issue management Identifies and tracks issues to closure.
Initiates necessary corrective/preventive action based on
analysis of the root cause.
4.3 |The assessment framework
4.3.1] ISO/IEC 30105-1 — Process reference model (PRM)
The FRM definesthe ITES-BPO process model which aligns process outcomes to the business benefits
derived by the-customer and the service provider.
Figune 8-shows the broad process categories and processes in the ITES-BPO lifecycle. Ea¢h process is
furthlerdescribed in terms of process purpose 3 ith-an-archi wte describing

© ISO/IEC 2022 - All rights reserved
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Each proces

a)

b)

‘)
d)

Process Categories & Processes

Strategic enablement processes:

SEN1: Strategic planning and direction setting SENZ: Innovation management
Relationship processes:
RLS1: Customer relations management RLS2: Supplier management

Solution processes

SLN1: Solution
devel pmnnf

Transition in processes:
TRN1: People

mobilization
TRNZ2: Infrastructureset

Service delivery
processes:

SDL1: Service delivery
4

Transition out
process:

TROL: Transition-out

SLN2} Contractlifecycle
manggement

up - technology

TRN3: Infrastructure set
up - non-technology
TRN4: Knowledge transfer
TRNS5: Service delivery
planning

TRNG6: Pilot

execution

SDL2: Service delivery
reporting

SDL3: Service level
management

SDL4: Business process
management

implementation

Tactjcal enablement processes:

OEN4: Human resource management

TENJ: Management review TENS: Business continuity management

TENZ: Financial management TEN6: Audit management

TEN3: Change management TEN7: Risk management

TEN4: Knowledge management TENS8: Continual improvement

Operptional enablement processes:

OEN1: Transaction quality management OENS: Infrastructureé and technology management
OENZ: Information security management OEN6: Work'environment management

OENJ: Compliance management OEN7: Issuehanagement

in the PRM has the following descriptive elements.

Figure 3 — ITES-BPO lifecycle process categories and processes

Name: the name of a process.is-a short noun phrase that summarizes the scope of the process,
identify|ng the principal cencern of the process, and distinguishes it from other processes within

the scope of the PRM.

Context: for each process, a brief overview describes the intended context of the application

process.

Purpose: the purpose of the process is a high level and overall goal for performing the proces

Outcomles:van outcome is an observable result of the successful achievement of the pr

bf the

[72)

ocess

purpose. Outcomes are measurable, tangible technical or business results that are achieved by a
process. They are observable and assessable.

A typical process in a PRM appears as shown in Table 2:

Table 2 — Example of a typical process in a PRM

12

Name Solution development
Context This process covers the development of a solution meeting customer requirements.
The purpose of the SLN1 process is to develop solutions that meet the identified
Purpose . 1 :
customer requirements within known constraints.
As aresult of the successful implementation of this process:
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Table 2 (continued)
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.

4.3.2] ISO/IEC 30105-2 — Process assessment model (PAM)

4.3.211 PAM overview

In ISQ/IEC 33001, the PAM is described as a model suitable for the purpese of assessing a specified
procgss quality characteristic, based on one or more PRM.

The FRM defined in ISO/IEC 30105-1, associated with the PAs defided-in ISO/IEC 30105-3, establishes
a PAM that provides a common basis for performing assessments on ITES-BPO lifecycle processes,
enabling the results to be reported using a common rating scalé:

Figuije 4 shows the interrelationship of the PRM with the PAM and establishes the link with the MF that
enables process capability assessment and organizatiop-thaturity determination.

Requirements for
performing processes
assessment

ISO/IEC 33002

Key concepts ISO/IEC 30105-4
Guidelines ISO/IEC 30105-5

Process reference Process assessment
model (PRM) » model (PAM)
ISO/IEC 30105-1 ISO/AEC30105-2

| Process
capability Jevel

Measurement

framework (MF) and o
organization maturity - Organ?zatl n
model (OMM) "| maturity lepel
ISO/IEC 30105-3 /

l T } > PA rating

Figure 4 — Interrelationship across the Parts of the ISO/IEC 30105 series

Th RAM dafimac o tazn Aol o ] A€ s A axnalilit. s
€ rAarvraerhe S atwo—aHmerSsioharoaerot ProcessCapaoTirty-

— Process dimension: processes are defined and classified into process categories.

— Capability dimension: a set of PAs grouped into capability levels is defined.

The PAs provide the measurable characteristics of process capability.

There are two types of assessment indicators: PCIs, which apply to capability levels 1 to 5 and PPIs.

PCIs enable 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.
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Types of PCI are:

— GP;

— GR;

— Generic 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 for the process assessed.

Types of PPlare:
— BP;
— information item.

Figure 5 explains the relationship between PRM, PAM, MF and OMM.

ISO/IEC 30105-3
Measurement framework (MF) and
organization maturity model (OMM)

ISO/IEC 30105-2
Process assessment model-(PAM)

Level 5: Innovating (1 attribute)
. . ¢ GPsfor each PA
55 Level 4: Predictable (2 attributes) e GRs for each PA
%‘ g Level 3: Established (3 attributes) e Generic informatign items for each PA
§ E Level 2: Managed (2 attributes)
“ = | Level 1: Performed (1 attribute) — | « BPs for ea¢h process
Level 0: Incomplete ¢ Information items for each process
—
Strategic
enablement
Relationship )
| | -
‘ Solution — R P

N
b Transition in [ E—
2, [ E—
% —a
«s;ro Service delivery —

%’o,.. | Transition out |
Ie&
Tactical
enablement

Operational
enablement

Figure 5 — Relationship between PRM, PAM, MF, and OMM

The ITES-BPO PRM and the capability dimension defined in ISO/IEC 30105 series cannot be used alone
as the basis for conducting reliable and consistent assessments of process capability since the level of
detail available is not sufficient. The descriptions of process purpose and outcomes in the PRM and the
PA definitions in ISO/IEC 30105 series need to be supported by a comprehensive set of PPIs and PCIs to
undertake performance assessment.

4.3.2.2 Process dimension
All processes in Figure 3 are included within the process dimension of the PAM.

Each process in the PAM is described by a purpose statement which contains objectives of the process
and a set of specific expected outcomes. The outcomes are associated with the process purpose
statements, and indicate the expected positive result of the process performance.
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Satisfying the purpose statements of a process represents the only step in achieving a level 1 process
capability where the expected outcomes are observable.

4.3.2.3 Capability dimension

Process capability levels are defined in ISO/IEC 30105-3 and detailed definitions of the process
capability levels and PAs are set out in ISO/IEC 30105-2 together with the relevant PCIs.

Evolving process capability is expressed in the PAM in terms of PAs grouped into capability levels. PAs
are process features which can be evaluated on a scale of achievement to provide a process capability
measure. They are applicable to all processes. Each PA describes a feature of the overall capability of

man

orgainization’s business goals.

A cap
given
ared

4.3.2

4.3.2

The H
achie

aSSey

4.1

4 Assessment indicators

buting to the

ability level is a set of PA(s) that together describe an ability to operate and perferm 4 process at a
capability level. The levels constitute a rational path for improving capability for any| process and
pfined in ISO/IEC 30105-3.

Assessment indicators overview

AM is based on the principle that the capability of a process’can be assessed by demonstrating the
vement of PAs on the basis of evidence related to ass€ssment indicators. There are fwo types of
sment indicators: PCIs, which apply to capability lev€ls 1 to 5, and PPIs, which are deffned only for
ility level 1. The process performance and PCls)defined in the PAM represent typeq of objective

evidgnce that might be found in an implementation of a process and therefore can be ulsed to judge

Figule 6 shows how the assessment indicators are related to process performance pnd process

PA Process assessment indicators
Level 5 PA 5.1 Process innovation GPs, GRs, generic information items
" GPs, GRs, generic information items
= PA 4.1 Quantitativeahalysis
.% Level4 |m PA 4.2 Quantitative eontrol GPs, GRs, generic information items
5 GPs, GRs, generic information items
] PA 3.1 Process definition
5 Level3 Jm pp 32.protess deployment GPs, GRs, generic information items
2 PA’3.3\Process assurance GPs, GRs, generic information items
= -
ﬁ Level 2 PAyT Performance management GPs, GRs, generic information items
o PA 2.2 Documented information management GPs. GR: L Lo
5 S s, GRs, generic information items
O Leyelt PA 1.1 Process performance
L GPs, GRs, generic information items == BPs, information iten|s
s Level 0
""ce PCls PPIs
8
'S
[ —/
i —
Strategic —
enablement [ : ] )
[ Relationship |
—
-
Solution
—
%o,
G&&

Cap ‘ Service delivery‘

)
—
é’o,,'b Transition out
23

Tactical
enablement

Operational
enablement

Figure 6 — Relationship of process assessment indicators with PCI and PPI
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4.3.2.4.2 PCI

The three types of PCls related to levels 1 to 5 are identified in Figure 7. They are intended
applicable to all processes.

Capability | apability
dimension | jevel1-5

to be

R PA )
PA achievement
-al...
-a2...
-an...
y v
BCI GRs | | GPs | Generic
information items
y v
BPI | BPs | Specific
information items

Figure 7 — Process assessment indicators

All the PCIs felate to the PAs defined in the capability dimension of the PAM. They represent the
of evidence fhat would support judgements of the extent to which the attributes are achieved. Evi
of their effedtive performance or existence supports the judgement of the degree of achievement
attribute. THe GPs are the principal indicatdrs of process capability.

The GP indicators are activities of a-generic type and provide guidance on the implementati
the attribut¢'s characteristics. They_support the achievement of the PAs and many of them co
management practices, i.e. practices that are established to support the process performance a
characterizegd at level 1.

During the ¢valuation ofyprocess capability, the primary focus is on the performance of the G
general, performance of all GPs is expected for full achievement of the PAs.

The generic [information item indicators are sets of characteristics that are expected to be evid
information |items)of generic types as a result of achievement of a PA. The generic information
form the bagis.for the classification of the information items defined as PPIs. They represent basic

type
lence
bf the

on of
hcern
5 it is

Ps. In

ent in
tems
types

of information items from all types of process.

These three types of indicators help to establish objective evidence of the extent of achievement of the

specified PA.

Due to the fact that level 1 capability of a process is only characterized by the measure of the extent
to which the process purpose is achieved, the process performance attribute (PA 1.1) has a single GP
indicator (GP 1.1.1). In order to support the assessment of PA 1.1 and to amplify the process performance

achievement analysis, additional PPIs are defined in the PAM.
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