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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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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 finance, human resource management, administration,
healthcare, 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 30105-1 defines more than 30 business processes for the ITES-BPO industry,)i
TEN{ continual improvement process. The continual improvement process has been furthg
in th|s document for ITES-BPO service providers who want to effectively achieve -bus
perfi

The
BPO
methpdology results in an assessment score for the ITES-BPO sergice delivery that s
priorftization of business service performance improvement oppdrtunities. Through th
implgmentation of the CPI methodology, with additional base)\\practices and work
chardcteristics of work products from service delivery executien, service delivery report
develﬁpment, change management, audit management and eontinual improvement, ITES
prov

a)
b)
c)
d)
e)
f)
g)

mance goals by implementing the continual performance improvement (CPIJmetho

[Pl methodology consists of a CPI repository (see 5.4) and an asséssment meth
Kervice delivery (see 5.3), based on identified service performance-criteria (see 3

ers will be able to enjoy the following benefits:
identification and actioned analyses of improvenient opportunities;

glanning and implementation of continual improvement programmes;

monitoring and review of programmés against objectives;
dommunication of progress to rélevant stakeholders;
involvement of the customer-érganization as appropriate;

dnalysis and reporting on the impact of changes, issues, threats and improvements
ilnprovement policy~and measures.

ncluding the
r elaborated

i(ﬁqess service

ology.

bd for ITES-
.2). The CPI
upports the
e successful
products or
ing, solution
BPO service

selection of specific objectives and goals{for the programme based on priority and valye added;

on continual
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INTERNATIONAL STANDARD ISO/IEC 30105-8:2022(E)

Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 8:
Continual performance improvement (CPI) of ITES-BPO

1 Scope

This |document specifies a continual performance improvement (CPI) methodology amd its major
eleménts, which extend the already-defined continual improvement process (TEN8] in ISO/IEC 30105-1.
This document helps ITES-BPO service providers to improve their performarnce by assegsing service
delivery.

This flocument does not define technologies and tools for implementing-the CPI methodology.

2 ormative references

Ther¢ are no normative references in this document.

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

— IBO Online browsing platform: ayailable at https://www.iso.org/obp

— IEC Electropedia: available athttps://www.electropedia.org/

31
ITES{BPO service adaptability
degrge to which a service can be configured or be modified to meet new needs

Note [ to entry: Adaptability includes the scalability of internal capacity (e.g. screen fields, tablef, transaction
volunjes, report formats, etc.).

Note P to entry: Adaptations include those carried out by specialized support staff, and those darried out by
businpss,or operational staff, or end users.

b o L 1€ 41 : FONEPE N Aot o d Lo, o1 1 5 PRSUTN NEL 17 do o ; 3
Note 3—to ehtry 1T tire—Service1s—to Dt ataptet Dy tne ehause,aaaptanirity corresponas—to u1tab111ty for

individualization as defined in ISO 9241-110.

[SOURCE: ISO/IEC TS 25011:2017, 3.2.7, modified — "IT" has been replaced by "ITES-BPO" in the
preferred term. "IT service" has been replaced by "service" in the definition and "can configure itself"
has been replaced by "can be configured" in the definition. Notes 1 - 3 to entry have been added.]

3.2
transparency
property of a system or process to imply openness and accountability

[SOURCE: ISO/IEC 27036-3:2013, 3.3]

© ISO/IEC 2022 - All rights reserved 1
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degree to which a service performs to agreed levels, regardless of its context

Note 1 to entry: The resilience is the capability of a service to perform to agreed level in a disruption context.

Note 2 to entry: The accessibility is the capability of a service to perform to agreed level in a usability context.

3.4

ITES-BPO service reliability
degree to which an ITES-BPO service provides consistent outcomes and performance

[SOURCE: IS
preferred te
and stable I
definition.]

3.5
business se
activity that

Note 1 to enty

3.6
continual p
CPI
methodology

3.7
service per
set of pre-de

4 CPlint

O/IEC TS 25011:2017, 5.2.4, modified — "I'l™ has been replaced by "I'TES-BEPO-1
'm. "IT service" has been replaced by "ITES-BPO service" in the definition and "cons

Fvice performance
helps an organization to achieve business goals based on key performance indicators

y: The activity is closely connected with the management of businesssérvice competencies.

erformance improvement

y providing means to align business service performance and ITES-BPO service delive

formance criteria
termined conditions used to assess the selvice delivery for improvement

errelationship with the ISOAEC 30105-1 process reference model

(PRM) angdl the ISO/IEC 30105-2 process assessment model (PAM)

4.1 Genel

ISO/IEC 301
Alignment tq
services. For
operation an
errors relate
these issues
and facilitat
lifecycle.

ral

05-1 specifies the.lifecycle process requirements involved in the ITES-BPO ind
ISO/IEC 30105-1 canh improve consistency, delivery quality and predictability in deliv
the ITES-BPO brganization, continual performance improvement is essential to succs
d provides great value to the customer. Using CPI, performance-based economic risk
d to perfermance issues can be identified, then an action plan can be implemented to
This miethodology can elevate an ITES-BPO service provider’s performance improver
e thé completion of work products (WPs) that affect processes across the entire ITES

h the
stent

[ service outcomes" has been replaced by "consistent outcomes and performance” in the

ry

stry.
b1y of
pssful
s and
solve
nents
-BPO

Implementation of this document is not mandatory when a maturity assessment is conducted for an
ITES-BPO service organization. However, implementing this document is recommended when seeking
to improve business service performance, from the ITES-BPO service delivery perspective.

4.2 CPI, PRM and PAM

The ISO/IEC 30105-1 PRM defines the process categories that are included in the process dimension
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.

The continual improvement process (TENS8), as shown in Figure 1, is an important part of tactical

enablement,

which drives improvement of the ITES-BPO service delivery processes.

© ISO/IEC 2022 - All rights reserved
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Process Categories and processes
Strategic enablement processes:
SEN1: Strategic planning and direction setting SENZ2: Innovation management
Relationship processes:
RLS1: Customer relations management RLS2: Supplier management
Solution processes: Transition in processes: Service delivery Transition out
TRN1: People processes: process:
JENTTSolution TMobilzation
evelopment TRN2: Infrastructure set SDL1: Service delivery TRO1: Fransition out
LN2: Contract lifecycle up - technology execution
anagement TRN3: Infrastructure set SDL2: Service delivery
up - non-technology reporting
TRN4: Knowledge transfer || SDL3: Service level
TRNS5: Service delivery management
planning SDL4: Business process
TRNG6: Pilot management
implementation
Tactical enablement processes:
TEN1: Management review TENS5: Business continuity management
TEN2: Financial management TEN6:/Audit management
TEN3: Change management TEN7: Risk management
TEN4: Knowledge management TEN8: Continual improvement
(Qperational enablement processes:
EN1: Transaction quality management OENS5: Infrastructure and technology management
EN2: Information security management OEN6: Work environment management
EN3: Compliance management OEN7: Issue management
EN4: Human resource management

The 1

Figure 1T — ITES-BPO lifecycle processes and categories

SO/IEC 30105-2 PAM provides indicators to measure the ITES-BPO processes achi

capability.

Type
— b

b of progess performance indicators are:

ase practice (BP);

bvement and

LIAL

— V

1 pa | 4 D
Ul pgrouaucuo v j.

BP performance indicates the extent of achievement of the process purpose and process outcomes.
WPs are either used or produced (or both) when performing the process. BP and WP are the basis for
improving the process maturity of ITES-BPO organization that forms the organization maturity level.

The CPI methodology focuses on ITES-BPO service performance improvement.

CPI is based on three elements:

— performance criteria that are related to BP and WP as defined in ISO/IEC 30105-2;

— aCPIrepository;

— aCPI assessment method that evaluates ITES-BPO service delivery through their lifecycle.

© ISO/IEC 2022 - All rights reserved
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The CPI methodology can be used to determine critical success criteria, linked to business service
performance. By aligning to ISO/IEC 30105-1, and in particular SEN1 (see Figure 1), strategic planning
and direction setting, an organization can identify business objectives and strategies. These provide the
focus for determining an organization’s service performance criteria, and for understanding how these
criteria can be used to improve effectiveness and efficiency of services. Where an organization is not
yet aligned to ISO/IEC 30105-1, past issues can potentially provide insights that facilitate discussions to
determine service performance criteria. The conclusions provide data that:

— evolves into success stories;

— clarifies the benefits of achieving maturity model improvement by identifying WPs and BPs whose

implempnfnfinn imp:\r‘fc onthe pnrfnrmnhrn of services

5 CPI components

5.1 General

To improve the business service performance of ITES-BPO services, service providers should analyse
root causes ¢f past and current issues and threats across all ITES-BPO servicé delivery.

To achieve this objective, 5.2 introduces new WPs that are required by the,CPI methodology:

— root caufses review report;

— service performance criteria review report;

— lifecycle| continual performance improvement.

These WPs ihvolve:

— inputs tp ITES-BPO processes such as the continual improvement process (TEN8);

— outputs|from ITES-BPO processes such_as’the issue management process (OEN7) or thg¢ risk
management process (TEN7).

5.2 Performance criteria for ITES-BPO services

5.2.1 Crit|cality of root cause of issues and threats

To identify ifsues and threats, ITES-BPO service providers should review customer requirements and
expectationg, service delivery plans, issues, etc.

The types of issues'and threats that can occur are varied, and include occurrences such as sgrvice
disruptions,fas wéllas more far-reaching occurrences that can have financial, commercial or contrdctual
impacts.

A service provider should identify the root cause of these issues and threats for ITES-BPO service
delivery.

For instance, an ITES-BPO service help desk can encounter productivity issues caused by a lack of
procedures, or an ITES-BPO manufacturing service can encounter quality issues caused by obsolete
procedures.

These examples highlight two different issues that have two causes with two different characteristics
of the same WP: standard operating procedures (WP ID 5.16 as documented in ISO/IEC 30105-2).

4 © ISO/IEC 2022 - All rights reserved
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The CPI methodology introduces the "STAR" (stability, transparency, adaptability and reliability)
categories as a template to help service providers to classify their root causes. The STAR categories can
be tailored.

NOTE

ITES-BPO service adaptability and ITES-BPO service reliability categories will be respectively quoted
as adaptability and reliability to remain consistent with the other categories (stability and transparency).

Table 1 describes the STAR categories.

Table 1 — STAR categories

STAR categories Description

Root cause should be classified in the stab

ility

Stability category category if events or changes in the {TES-BPO service
environment impact the ITES-BPO service delivery.
Root cause should be classified inrthe transparency

Trangparency category category if it is related to performance mqgnitoring and

reporting in the ITES-BRO service delivery

.

Adap

category if new seryice performance obje
customer needsand expectations are not
through servicCe execution and environme
performance;as planned, and if service
reconfigukation is required.

tability category

Root cause should be.classified in the adaptability

tives or new
hchieved
ht

Relia

Root«ause should be classified in the reli3
category if it is related to the ITES-BPO se
performing as planned under specified co
specified period of time.

bility category

bility
rvice not
hditions for a

Servi
class
relial

The ¢

ce providers can use subcategories tocssimplify the interpretation and use of the
fication. These subcategories can be related to the context of the organization (
ility root cause per business-units,pger business segment or per service line).

thredts.

Itisp
adde

The ¢
root
root
these

The 4

| to its categories.

criticalities in the root cause review report.

riticality of a root cause depends on the impact on the service and frequency of th

ossible for a root cause tobe identified in more than one category. In this case, its criti

deguiacy and suitability of root cause criticalities should be continually reviewed. Th

b root cause
for example,

e issues and

cality can be

riticality of the-STAR categories and subcategories are the aggregated result of the associated
rauses criticalities. Service providers should use category and subcategory criticalitic
ause patterns and prioritize the resolution of issues and threats. Service providers sh

s to identify
ould include

e root cause

revie

w.report is a new WP for the continual improvement process (TENS).

5.2.2

Defining service performance criteria

Service providers should use the root causes review report to select the associated WPs defined in the
ISO/IEC 30105-2.

The criticality of root causes helps the service providers to identify the WPs whose improvement can
resolve their main issues and threats.

To identify improvement opportunities, service providers should perform a gap analysis between
critical root causes and selected WP characteristics.

The efficiency of the issues and threats resolutions should be evaluated to validate the gap analysis
output.

© ISO/IEC 2022 - All rights reserved
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Service providers should use the gap analysis output to define a set of requirements to assess their
ITES-BPO service delivery. These requirements are the service performance criteria.

Service performance criteria can be qualitative (e.g. acceptance criteria) or quantitative (e.g.

thresholds).

The adequacy and suitability of service performance criteria should be continually reviewed. The
service performance criteria review reportis a new WP for the continual improvement process (TENS).

Figure 2 illustrates the steps for defining service performance criteria.

Reviews

(customer

cequirements and
T

expectations, §

X - 1SOAEC30105-2work products
ervice delivery plans,

isques, etc.)
Root cause
review report
. (new work Select the associated work . L
Classifly root causes product) roducts Service.performance cifiteria
of issug¢s and threats whosfim rovement — review report
(STAR Flassification) p (new work product)

can resolve issues and threats

5.2.3

5.2.3.1 General

This subclau
5.2.2), its str

context;
root cayl
root cayl
service |

Root cause ¢
provider dat

5.2.3.2 Context

To define its

Informative case study: service performance criteria‘determination

Figure 2 — Steps to define service performanee.criteria

ucture is:

ses’ criticality;
ses and WPs mapping;
performance criteriaxdetermination.

nd weight of impertance of issues and threats are indicative and depend on the se
Q and situation.

setvice performance criteria, a service provider classifies the root causes of its issue

threats usin

se provides an informative case study of Service performance criteria determination (see

rvice

s and

o the STAR categaries Figure 3 illustrates the fishhone dingmm of these root cause)

s and

provides the

weight of importance of issues and threats per root cause.
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Stability Transparency

Performance
Unplanned @ measurement and
activities reporting

Unrequired @ __ Inappropriate
business demands communication

@ Strategic plan 1no Human resources

-8:2022(E)

> Issues and

threats

Key

The s

In thg
comp
servi

The 9
indic

—_~ deployment N\___“capacity and capability
Roles' a.n'd. Infrastructuré 15
189 ) Business objectives responsibilities maintenance
achievement
@ Procedures

Adaptability Reliability

volume

Figure 3 — Fishbone diagram of the volume ¢f root causes of issues and thre

ervice provider is then able to:

eviews;
elect the associated WP's characteristics, which are defined in ISO/IEC 30105-2.

informative case study, the impacts of these root causes are decision making, brand,
etition, customer satisfactiotrand quality, which are critical to an ITES-BPO provid
Ce performance.

ervice provider can\then prioritize the impacts. For this informative case study, Tz
htive impact and priority which depend on the service provider data and situation.

Table 2 — Example of impact prioritization

D,

ats

se the impact of these root causes to caleulate criticality, which is identified during the issues’

broductivity,
br’s business

\ble 2 shows

Impact Priority
Decision making High (3)
Brand High (3)
Productivity High (3)
Competition High (3)
Customer satisfaction Medium (2)
Quality Medium (2)

5.2.3

.3 Root causes’ criticality

The criticality of root causes can then be determined based on their impact and their weight of
importance. The results illustrated in Table 3 are based on the indicative weights of importance shown
in Figure 3 and indicative impact described in Table 2.

© ISO/IEC 2022 - All rights reserved
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Table 3 — Example of determination of root causes criticality

Weight of Criticality
Root causes importance Impact (weight of
(based on (based on Table 2) importance
Figure 3) x impact)
Customer satisfaction (2):
Stability - defect impacting customers 35
unplanned 7% Productivity (3):
activities lack of ITES-BPO service’s efficiency and [7x(3+2)]
effectiveness
Stability|-
unrequirgd Productivity (3): 15
R | 5% : .
businesp duplicate service demands (5%3)
demandjs
Transparerfcy - ‘e ; . 18
measurement and 6 % - Decision maklr}g (3)2 .
. missing, unusable, unreliable indicators (6x3)
reporting
Brand (3):
Transparercy - information flooding/lack of information 12
inappropriate 2% o
communicdtion Productivity (3): [(2x(3+3)]
lack of change management comnthication
. Productivity (3);
Adaptability - meaningless actiyities 36
strategic glan 6 % . ’
deploymgnt Decision making (3): [(6x(3+3)]
business and strategicobjectives inconsistent
Adaptability - Decision'making (3): 18
roles anfd 6 % misunderstanding, duplicate work, implicit
responsibilfities activities (6x3)
Adaptabilify - Competitjon (3), customer satisfaction (2),
businesp quality (2): 126
S 18 % . . : -y .
objectives Service delivery failed to achieve business [18x(3+2+2)]
achievement performance targets
Reliability -
human resofirces 10 % Productivity (3), quality (2): lack of resources, 50
capacity gnd 0 excessive turnover, skills loss [10x(3+2)]
capabilities
Reliability - Productivity (3): 45
infrastructure 15-% lack of infrastructure maintenance impacting the
maintenance service delivery productivity and efficiency (15x3)
Productivity (3), brand (3), customer
Reliabilit} - . o satisfaction (2), quality (2): 250
d 25% missing procedures, unknown or obsolete
proceduries procedures proceduresnotalionedwith those of [25x(3+3+2+P)]
the customers

5.2.3.4 Root causes and WPs mapping

The service provider should then identify the associated WPs, which are documented in ISO/IEC 30105-2
(see Table 4).

8 © ISO/IEC 2022 - All rights reserved
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Table 4 — Mapping of root causes to WPs and related ITES-BPO processes

Root causes

Associated WPs
documented in
ISO/IEC 30105-2

ITES-BPO processes for
which WPs are inputs

ITES-BPO processes for
which WPs are outputs

Stability - unplanned
activities

Process maps and
procedures
(WP ID 5.10)

TENS5 [Outcome a), j)]

TRN4 [Outcome c)]
SDL4 [Outcome a), b), ¢)]

RLS1 [Outcome b), f)]
SLN2 [Outcome b), ), f)]

TRAN

Stability - unrequired
business demands

Contract
(WPID 1.02)

Ot Al ANEAN|
I T [OatCOTCTC 55 1]

TRN2 [Outcome a), b), )]
TRN3 [Outcome a), b), d)]
TRN4 [Outcome a)]
TRN5 [Outcome f), g), h)]
TRN6 [Outcome a), i)]
SDL2 [Outcome’a)}
SDL3 [Outcome'a), b)]
SDL4 [Outeome e)]

REUS1 [Outcpme b), )]
SLN2 [Outcomne f), g), h)]

Transparency -
measurement and
reporting

Service performance
report
(WPID 6.27)

TENTI [Outcome a), b)]
TRN2 [Outcome )]
SDL1 [Outcome c), d), €)]
SDL3 [Outcome c), d), €)]
SDL4 [Outcome c), €)]

RLS2 [Outcom
TRN2 [Ou
SDL2 [Outc
SDL3 [Outc

SDL4 [Outcomne b), e), f)]
TRO1 [Oufcome g)]

OENS5 [Outco

e e), f), g), h]

come c)]
bme b), e)]

bme c), e)]

me e) g), h)]

Communication plan
(WP ID 3.14)

TENG6 [Outcome e)]
SDL3 [Outcome €)]
SDL4 [Outcome f)]
TEN3 [Outcome e)]
TENS [Outcome f), i)]
TEN8 [Outcome €)]
OEN2 [Outcome f), g)]
OENS [Outcome e), h)]
RLS1 [Outcome c), )]

RLS1 [Outcome b)]
TRN5 [Outcome g)]
SDL1 [Outicome €)]
TRO1 [Outdome i), j)]
TENS [Outcofme b), ), 1)]

SDL1 [Outcome €)]
SDL2 [Outcome c), d)]
SEN2 [Outcome e), f)]
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Table 4 (continued)

Root causes

Associated WPs
documented in
ISO/IEC 30105-2

ITES-BPO processes for
which WPs are inputs

ITES-BPO processes for
which WPs are outputs

Transparency -
inappropriate
communication

SEN2 [Outcome e)]
RLS1 [Outcome c), e)]
TRN1 [Outcome h), j)]

SDL1 [Outcome €)]
SDL2 [Outcome c), d)]

Communication record

SDL3 [Outcome-¢), 4)]
SDL4 [Outcomie f)
TRO1 [Outcome i)
TEND[Outcome dJ]

SDL4 [Outcome a), b), c)]

(WP ID 9.05)
TEN2 [Outcome a), £)]
TEN3 [Outcome e
TENG6 [Outcome e
TEN7 [Outcome c)
TENS8 [Outcome e
OEN1 [Outcome f)]
OEN2 [Outcome f), g)]
OEN3 [Outcome a), f1)]
Department/unit
Adaptability - strategic implementation TEN1 [Outcome a), b)] SEN1 [Outcome ¢), 4)]
plan deployment plans ’ ’
(WP ID 3.18)
Adaptability - roles and Supplier roles.and
responkibilities responsibilities RLS2 [Outcome b), c), d)] RLS2 [Outcome c), )]
P (WP ID.8235)
SDL1 [Outcome b), ¢), f)] TRNS [Outcome a), b), ),
d), e)]
Adaptability - business Seérvice delivery plan SDL2 [Outcome a)] TRN6 [Outcome b) d), {1}, ¢)
objectives pchievement (WPID 3.38) SDL3 [Outcome a), b), J)] 0, 2.0, 0] ,4l), ),

SDL1 [Outcome f)

Reliability #human
resources tapacity and

Deployable resources
list (WP ID 1.04)

TRO1 [Outcome f). g)]

TRN1 [Outcome b), c}, d),

e), g)]
SDL1 [Outcome a)|

capabilities

Resource forecast
(WP D 3.34)

TN O AT AN A Y
NN Juuttvullic aj, vj, uj,

£)]
TRN4 [Outcome a)]

TRN1 [Outcome a]

Reliability - infrastructure
maintenance

Non-technology
requirements and
fulfilment plan
(WPID 3.30)

TRN3 [Outcome a), c)]

TRN3 [Outcome a), b)]

Technology
requirements and
fulfilment plan
(WPID 3.40)

TRN2 [Outcome a), b)]
OENS [Outcome a), b), ¢, i)]

TRN2 [Outcome a)]
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Table 4 (continued)

Root causes

Associated WPs
documented in
ISO/IEC 30105-2

ITES-BPO processes for
which WPs are inputs

ITES-BPO processes for
which WPs are outputs

Reliability - procedures

Standard operating
procedures
(WP ID 5.16)

SDL4 [Outcome a), b), ¢)]

By resolving the root causes of issues and threats in the ITES-BPO service delivery, the service provider
can improve the relevant ITES-BPO service outcomes.

5.2.3|5 Performance criteria determination

Once|the service provider has identified the criticality of the root causes of its issuées af
imprgve the ITES-BPO service delivery and related business service performancejthe sery

can fopcus on the highest criticalities as shown in Table 3:

—

eliability - procedures;

— adaptability - business objectives achievement;

— reliability - human resources capacity and capabilities;

— reliability - infrastructure maintenance.

The gervice provider performs the gap analysis between critical root causes and charz

selected WPs.

The gap analysis output is shown in Table 5.

Table 5 — Example of service performance criteria determination

d threats to
rice provider

cteristics of

Critical .
rgot causes Associated WPs Chare:;t:;;s;:cczﬁl:eted to Service performance criteria
(criticality)
Reliability - Standard Describes review No critical procedures should pe obsolete.
i operatin
pfocedures prI())cedurgs procedure for All processes of critical ITES-BPO process
(250) (WPID 5.16) operational performance should exist.
o Service delivery | Identifies service delivery | Business performance should e monitored
Adpptability - plan targets as agreed with to identify deviation to seryice level
%‘?S”;_ess (WPID 3.38) customer agreement (SLA).
qbjectives - :
achiel\;e6ment Intrl (;Zitel:n Pr;:édoestscgar;%ss I;;?%}I;ESS Innovation strategy should bg planned to
(326) (WPID 9.20) innovations identified anticipate the customerg need.
Tdentifies the training
Deployable needs for skill set
Reliability - I‘eSOrl)lI'Z,eS list enhancement to meet Atleast 20 % of resources should be
human resources | (wp D 1.04) service delivery certified.
capacl;‘Flyta_lnd requirements
capabilities — —
(50) Rfesources Identifies any deviation Resources workload should not exceed
orecast between the forecast and 80 %
(WP ID 3.34) the actuals 0

© ISO/IEC 2022 - All rights reserved

11


https://iecnorm.com/api/?name=17a1691b9b95998fc65315f3ac490b6c

ISO/IEC 30105-8:2022(E)

Table 5 (continued)
Critical . Characteristic related to . -
root causes Associated WPs Service performance criteria
L the root cause
(criticality)
Nr%n_ltl?::;llzlnoéy Provides a baseline for Preventive infrastructure maintenance of
q : monitoring for deviations critical ITES-BPO service should be
and fulfilment P .
Reliability plan in timelines enabling performed nll(l);‘lgél)];%qgarterly for non-
- corrective actions critica - services).
infrastructure (WPID 3.30) )
maintenance
(45) rffﬁ?i?kﬁ}:c Provides a baseline for Preventive infrastructure maintenance of
. monitoring for deviations critical ITES-BPO service should-b¢
and fulfilment P .
in timelines enabling performed monthly (quarterly for nqn-
plan corrective actions critical ITES-BPO serviegés)
(WP ID 3.40) '
5.3 CPI agsessment: lifecycle continual performance improvement (LCPI);method
Service proyiders use their service performance criteria to undertake CPI assessmrents to assess [TES-
BPO servicedelivery.
The objectivie of the LCPI method is to assess the ITES-BPO service delivery by using quantitative or

qualitative s
The output d
— 0: the pq
1: the psg
2: the pd
— 3:the pqg
Service pro
causes’ imp4
of historical

providers caln define thresholds:

below th
low;

— beyond
threat i

Service proy
and, therefo

ervice performance criteria.

fa service performance criterion assessment is a quarititative severity level, for insta
rformance criterion is fulfilled;

rformance criterion is not fulfilled and the seVverity is low;

rformance criterion is not fulfilled and the’severity is medium;

rformance criterion is not fulfilled ahd the severity is high.

yiders should use these seryice performance criteria severities, and associated

issues and potential threats occurring. To ease the interpretation of this score, s¢
e first threshold, the'probability of the occurrence of a historical issue or potential thy
the second threshold, the probability of the occurrence of a historical issue or pot

high.

idenS ¢an use this score to benchmark the performance of their ITES-BPO service de
re,support the prioritization of improvement opportunities, which is a characteristic

e W Wa b Y

nce:

root

cts and weights of importance; to calculate a score. This score is, by design, a probapility

rvice

eatis

bntial

ivery
bf the

improvemer

n a | LIATDD L
tpramr (Wt 1D 5257

Also, based on the service performance criteria severities and related root cause impacts, service
providers can calculate a score reflecting the maintenance workload of the ITES-BPO service delivery.

Service providers should evaluate the business service performance impact of the unfulfilled service
performance criteria and scores. For instance, understanding the cost and the probability of ITES-BPO
service disruption enables a simple translation of the scores into business service performance.

Therefore, the LCPI method can benefit ITES-BPO service providers and customers by identifying key
improvement opportunities which should be captured in the CPI repository, based on business risk.

Scores and thresholds should be continually reviewed to improve their accuracy and support
predictability in delivery of services.
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The service provider should enrich its knowledge repository (WP ID 9.23) with CPI results (such as
service performance criteria, root causes criticalities, assessment results, resolution effectiveness and

cost)

to support the continual performance improvement of its ITES-BPO services.

The adequacy and suitability of the CPI results included in the knowledge repository should be
continually reviewed.

6 CPI methodology for ITES-BPO service providers

6.1

The (
anIT

The (

General

ES-BPO service provider through focusing on ITES-BPO service delivery.

PI methodology is comprised of the following components, as shown in‘Figure 4:

— an assessment method, which assesses ITES-BPO service delivery against service

(e

h o o

|
(%]

fown

riteria (see 5.2);

CPI repository, which contains improvement opportunities:records, such as service
riteria, the LCPI results, subject matter expert (SME) reconrmendations or proven res
.4);

teps and activities, which align with and expandthe/continual improvement process r
see Clause 7).

< LCPI method AN

PI methodology supports the successful implementation of the continual improvemenmt process by

berformance

performance
plutions (see

pquirements

-

Unfulfilled service performance criteria sy

dd-on from
bject matter
experts

Service

performance

ons

Servi

|

Ny l I
Assessing : Recommendat]

|

KLES-BPO service [ Selecting ]

results against service

performance criteria Selected performance
issues and threats

criteria

ce performance criteria | Improvement

|opp0rtunities

Scoring
Ongeing

ITH

| records
Processing

Root causes

metrics

S-BPO service delivery Prioritized

Reporting

improvement

Resolutions

opportunities records

|
|
|
;—/ [ Improving ] :
/

—— e o —— e e ————

\ Resolution y

6.2

6.2.1

Figure 4 — CPI methodology overview

Steps and activities

Steps

The CPI steps and activities should take into account the time-to-market and cost constraints associated
with business needs.

To optimize the efficiency and effectiveness of the CPI methodology, these steps can be automated,
depending on the ITES-BPO organization environment, context and practices.
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Table 6 illustrates the steps of implementing the CPI methodology.

Table 6 — CPI methodology steps

Steps Description
1 Assessing ITES-BPO service delivery
2 Selecting issues and threats
3 Processing improvement opportunities
4 Improving ITES-BPO service delivery

Whilst impwmﬁmfﬁmmm
to appropriafte stakeholders.

6.2.2 Step

6.2.21 In
Inputs are:

— service ]

1: assessing ITES-BPO service delivery

buts

berformance criteria;

— related ¢ngoing metrics of the ITES-BPO service delivery.

6.2.2.2 Oy
Outputs are;

— auditre

tputs

assessmient of ongoing metrics of ITES-BPO service delivery;

— setofun

— Scores.

6.2.2.3 Adg

The CPI assg
ITES-BPO se

Service prov

fulfilled service performance criteria‘and related severity;

tivities

Ivice delivery.

of the ITES-BPO service!

Service provjiders.should progress to step 2 if it is identified that some service performance criter

unfulfilled. The LCEPI scores can support this decision.

port (WP ID 6.01), the purpose and scope-of'which form the service performance cr

bssment can be triggered in the event of issues, change evaluation or maintenance

gress

iteria

of an

iders can decide to stop the investigations if the disruption is not related to the perfornance

aare

6.2.3 Step 2: selecting issues and threats

6.2.3.1

Inputs

The inputs are unfulfilled service performance criteria.

6.2.3.2 Outputs

Outputs are

one or several historical issues and potential threats.

6.2.3.3 Activities

Unfulfilled service performance criteria are translated into historical issues and potential threats.

14
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Translating performance criteria into historical issues and potential threats can be complicated. For
instance, service performance criteria can be unfulfilled because they are non-applicable. The selection
of service performance criteria can depend on the environment, the execution context, or the ITES-BPO
service itself.

The organization can decide to stop the investigations:
— if unfulfilled service performance criteria are non-applicable;
— if no historical issue or potential threat is identified.

Service providers should decide to move to step 3 if historical issues and potential threats are selected.
In this case, the selected issues and threats will enrich improvement goals (WP ID 8.11),

6.2.4| Step 3: processing issues and threats

6.2.4{1 Inputs

The ihputs are one or several performance issues and threats.

6.2.412 Outputs

The dutputs are prioritized improvement opportunities records:

6.2.443 Activities

Servige providers should identify root causes.

|
=2

ew root cause(s) require analysis by subjectmatter experts. The result of this analyfis is a set of
recommendations (service performance criteria or resolutions).

— (Qther root causes and the assocjated resolutions are already documented in th¢ knowledge
repository.

Recomnmendations and resolutions with proven efficiency provide a set of improvement opportunities
for which criticality and cost-effectiveness should be evaluated.

The (riticality of improvement opportunities is based on the efficiency and potential implementation
difficjulties of previous.implementation.

When resolving issues and threats, the implementation of all of the improvement opportynity records
is nof always reduired. The LCPI scores can be used to extrapolate “what-if scenarios”, i.e.|[simulate the
impaft of imprevement opportunities in order to select the minimum set of improvement opportunities
required, fronrthose recorded in the knowledge repository.

The dostjustification should be evaluated by comparing the impact of issues and threats| on business
and/m custonrer dlld/Ul Ot gauibdﬁuual UbjCLtiVCb, omr—the ‘uudgct ardt—om—the—cost of selected
recommendations or resolutions.

Improvement opportunities should be prioritized based on the criticality, cost-justification criteria and
on the risk mitigation plan (WP ID 3.36).

The service providers can decide to suspend the delivery of improvement opportunities if the root
cause(s) of the performance issues cannot be resolved (e.g. environment constraints).

The organization should progress to step 4 if at least one improvement opportunity record is prioritized
and scheduled, and if resources and timescales are defined.
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6.2.5 Step 4: improving ITES-BPO service delivery

6.2.5.1

Inputs

Prioritized improvement opportunity records.

6.2.5.2 Outputs

Improvement opportunities records are implemented through resolution activities.

6.2.5.3 Ouytcomes
Improved IT[ES-BPO services.
6.2.5.4 Adtivities

Prioritized i
Service prov

The CPI asse
as acceptand

New unfulfi
where there
inefficie|
related t

side effe

Service proy
opportunity

Service proy
repository. T

Service proy
during the s

7 Implic
improvemn

7.1 Genel

mprovement opportunities can be translated into a solution proposal (WP'ID 8.31).
iders can accept the solution proposal and decide to implement the identified resoluti

ssment should be done to control the resolution efficiency, and'tie LCPI scores can be
e criteria.

led service performance criteria can be detected, orthe LCPI score cannot be acc
are:

ht resolutions in this case, a subject matter expert should analyse whether the root ca
o the environment, the execution context, or the ITES-BPO service itself;

cts of other enhancements.

riders can decide to stop the ITES:BPO process improvement if the new improvg
record is not cost-justifiable.

riders should add the new score, the resolution efficiency and cost into the know
he resolution efficiency can also be validated by the service provider’s customer.

iders should sustain the improved service by continuously conducting CPI assesst|
brvice delivery exeeution.

ations of implementing CPI methodology in an ITES-BPO continual
ent process (TEN8)

ral

on.

used

bpted

lise is

ment

ledge

nents

This clause:

lists WP

s that are essential for the CPI methodology implementation;

identifies additional inputs and outputs for existing ITES-BPO processes which are required in

order to optimize the lifecycle of new or existing WPs that are essential for the CPI methodology;

continual integration of CPI methodology within ITES-BPO service provider processes.

7.2 New WPs provided by the CPI methodology

identifies additional BPs for the continual improvement process, which drive the successful and

The new WPs that support the outcomes of the continual improvement process and other ITES-BPO
processes are listed in Table 7.

16
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New WP IDs (“WP ID” column of Table 7) are compliant with the generic WPs classification which is
documented in the ISO/IEC 30105-2 (5.00 record, 6.00 report).

Table 7 — New WPs provided by CPI methodology

WP ID WPs Characteristics Process ID [Outcome]
5.18 Lifecycle continual — Assesses the ITES-BPO |SLN1 [Outcome a)]
performance service delivery with TEN3 [Outcome f)]
improvement service performance
criteria. SDL1 [Outcome c)]
— Supports the TENS8 [Outcome a)]

1denF1f1cat10n ofITES-BPO TENG [Outédrhe o]
service constraints.

— Reviews the success TEN7 f{)sicorpe b)]
of approved change of an
ITES-BPO service through

its lifecycle.

— Identifies and analyses
improvement
opportunities.

6.33 Root causes review report |— Defines the root TENS8 [Outcome a), g)]

causes of issues and
threats of ITES-BPO TEN7 [Outcome a)]

service delivery. OEN7 [Outcome b)]

—) ‘Gategorizes the root
causes with the STAR
categories.

— Defines the business
impacts and frequency of
the root causes.

— Provides trending

information.
6.44 Service pérformance — Describes service TENS8 [Outcome g)]
criteria review report performance criteria.

— Identifies potential
improvements to service
performance criteria.

7.3

The (
listed

ExistingWPs essential for the CPI methodology

PI méthodology also relies on existing WPs. CPI adds and supports process outcomes of the WPs
in Table 8.

Table 8 — Existing WPs essential for the CPI methodology

WP ID WPs Characteristics Process ID [Outcome]
3.23 Improvement |— Defines prioritization of TEN8 [Outcome b), g)]
plan improvements aligned with the

business goals.

— Describes improvement scope and
expected outcomes.

— Captures costs and benefits.

— Defines schedule, resources and
timescales for improvement.
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Table 8 (continued)
WP ID WPs Characteristics Process ID [Outcome]
3.36 Risk — Describes risk identification, risk ~ [TEN7 [Outcome e), f)]
mitigation impact assessment and risk
plan prioritization analysis. TENS [Outcome a)]

— Describes risk mitigation planning.

— Tracks implementation and
monitors progress against plan.

6.01 Audit reports |— Defines the purpose and scope of |TEN6 [Outcome c), d), €)]

and action the audit includinatimao nariad of dato
plans audited. © F TENS [Outcome a),b)} g)]

— Specifies the standards/methodolo-
gy for conducting the audit.

— Identifies the distribution list

for this report. Contents can include:
executive summary; audit findings and
results; observations captured with
risk categorization; specific samples

to support the observations; identified
threats and vulnerabilities; analysed
risks, with measured impact;
recommended actions.

— Filed and stored in a.Centrolled
manner, with version,eontrol.

811 Improvement |— Defines the imptevement TENS8 [Outcome a), c)}d)]
goals opportunities.

— Defines thie'goals and objective for
the improyenrent identified.

— Definés the target for the
improvement opportunities.

81 Solution +— “Details: Background to the SLN1 [Outcome c), d),|€)]
proposal problem; Problem statement; Proposed

solution(s) for the problem; Method for TENS [Outcome a), d)]
each solution; Tasks and tools used in
each solution; Plan for problem
solution; Root cause being addressed;
Concluding remarks.

9.3 Knowledge — Holds knowledge assets in a TRO1 [Outcome e), g)

repository structured approach. SDL2 [Outcome d)]
— Supports the availability of

information in a controlled TEN8 [Outcome a), b)) g]]

environment with effective search TEN7 [Outcome c), €){f)]
mechanisms.

— Provides information and
awareness to support transition in
activities.

— Supports data retrieval for
transition out.

— Supports remediation action plans
(decision making and implementation).
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7.4 Updated BPs and WPs for the CPI methodology
Table 9 shows the ITES-BPO continual improvement process (TEN8), including:
— BPs;

— WPs (inputs and outputs) that are essential for the CPI methodology (see 7.2 and 7.3).

Table 9 — ITES-BPO process - Continual improvement (TENS8)

Process ID TENS
Procpssaame——Continual-improvement

The purpose of the TENS8 process is to manage the identification, analysisyprioritization

Procpss purpose ; . . .
purp and implementation of continual improvements.

As aresult 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 and goals for the programme‘are selected based or] priority and
value added;

d) programmes are executed, monitored and-neviewed against objectives

e) progressis communicated to stakeholders;
Procpss outcomes

f)  the customer organization is invelved as appropriate;

g) the impact of changes, issu€s and improvements on the continual |mprovement
policy and measures is analysed and reported.

As aresult of the successful implementation of the CPI methodology:

h) the business service performance is improved by meeting service [performance
criteria;

i) the requiréments and plans to improve business service performance are identified
and mopitered.

The BPs listed in Table 10 are-applied when implementing the CPI methodology based on thjs document.

Table'10 — New TENS8 BPs essential for the CPI methodology

Procpss ID TENS

BP8: Identify root causes of issues and threats for ITES-BPO service dlelivery and
their business impact: Improve the business service performance of ITES-BPO services,
analyse root causes of past and current issues and threats for the overall ITE§-BPO service
delivery. [Outcome a)]

BPO: Identify service performance criteria: Perform a gap analysis between critical root
causes and WP characteristics. [Outcome a), g)]

BP10: Assess ITES-BPO service delivery Assess the ITES-BPO service delivery with
quantitative or qualitative service performance criteria to calculate a score. Use the score
to avoid the occurrence of issues and threats. [Outcome a), b),g)]

BPs

BP11: Update the knowledge repository: Add CPI results (such as service performance
criteria, root causes criticalities, assessment results, resolution effectiveness and costs) to
support the continual performance improvement of the ITES-BPO services. [Outcome a), b) ,g)]

The inputs and outputs listed in Table 11 are applied when implementing the CPI methodology based on
this document.
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