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Foreword

ISO (the International Organization for Standardization) is a worldwide federation of national standards
bodies (ISO member bodies). The work of preparing International Standards is normally carried out
through ISO technical committees. Each member body interested in a subject for which a technical
committee has been established has the right to be represented on that committee. International
organizations, governmental and non-governmental, in liaison with ISO, also take part in the work.
ISO collaborates closely with the International Electrotechnical Commission (IEC) on all matters of
electrotechnical standardization.

The preecedures—tsed—to—developth CHIERE—S ptended—for-tts—further-maintenance are
described in the ISO/IEC Directives, Part 1. In particular the different approval criterianepded for the
different types of ISO documents should be noted. This document was drafted in acéordapce with the
editdrial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this documént may be the subject of
patent rights. ISO shall not be held responsible for identifying any or all such-patent rights. Details of
any patent rights identified during the development of the document willbe in the Introdu¢tion and/or
on tHe ISO list of patent declarations received (see www.iso.org/patents);

Any trade name used in this document is information given for the'éonvenience of users gnd does not
consfitute an endorsement.

For an explanation on the voluntary nature of standards, the meaning of ISO specifi¢ terms and
exprgssions related to conformity assessment, as well ‘as’information about 1SO’s adhefence to the
World Trade Organization (WTO) principles in the Techniical Barriers to Trade (TBT) see the following
URL{www.iso.org/iso/foreword.html.

This|document was prepared by Project Committee ISO/PC 280, Management consultancy.
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ction

Management consultants use their know-how to support clients in any sector locally, regionally and
globally to deal with importantissues such as handling complexity, achieving sustainable organizational
growth, innovating, achieving change and enhancing productivity. The management consultancy
industry makes a substantial contribution to the world economy.

The aim of this document is to improve transparency and understanding between clients and
management consultancy service providers (hereinafter referred to as MCSPs), in order to achieve

better results from con

to provide
improving

this documg

accelerate t

This docum
recommend

sultancy projects. Appropriate a

uality, professionalism, ethical behaviour and interoperability of management consult
nt is intended to enhance the effectiveness of the management consulting industry
he development of the profession.

ent is based on good practice from the management consultancy industry. It inc

managemerft consultancy services, based on research and the experience of a wide range of MCSP

their clients|

This docun
perspective
including

N

jole proprietors,

ent takes the form of an easy-to-understand guidance _ doeument, written fron
of management consultancy. It applies to all MCSPs, whatever their size or specig
partnerships, associations, goverfuméntal and non-governm

organizatiofs, internal departments of corporations, etc.

Innovation,
This docum
free touset

differentiation and ethical behaviour are important parts of an MCSP’s value propos
ent focuses only on the deliverables and outcomes of management consulting. MCSP
heir own methods and approaches.

pplication of this document enables MCSPs

5. By
ancy,
and

udes

ptions to improve the specification, execution, acceptance of the outc¢ome and closufre of

5 and

the
lism,
ental

tion.
5 are

This documgnt:

a) iswritten as guidance;

b) is applig¢able to all MCSPs;

c) applies fo organizations, not theirinternal resources;

d) isbased on outcomes;

e) protecty innovation andcdifferentiation;

f) emphasjizes the importance of understanding clients’ needs;

g) iseasy o understand.
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Guidelines for management consultancy services

1 Scope
This document provides guidelines for the effective delivery of management consultancy services.

NOTE Refer to Annex A for supplementary information on ISO standards.

2 Normative references

Therk are no normative references in this document.

3 Terms and definitions
For the purposes of this document, the following terms and definitiofis apply.
ISO gnd [EC maintain terminological databases for use in standardization at the following dddresses:

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

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

31
agreement
formpl binding outcome (3.15) (preferably documented in writing) from the contracting (3J7) phase

3.2
assignment
service to be provided by the MCSP (812) to the client (3.4) and the recipient (3.21) as desdribed in the
agree¢ment (3.1)

Note |l to entry: An assignment is-typically performed as a project (3.18) by the MCSP (3.12). Othler formats of
assighment could be encountered, such as the provision of ongoing support.

3.3
capability
staff] contractors/knowledge, methodology, third parties, technology and other relevant resources
(3.23) or processes (3.17)

3.4

client
orgahizdtion ('2 ] 2) that agreesto the management rnncult‘nnry services (2 ] 1) anp]ind hy thelMCSP (312)

3.5

closure

set of activities between the MCSP (3.12), the client (3.4) and the recipient (3.21) aimed at ending the
assignment (3.2)

3.6
communication
maintenance between the MCSP (3.12) and the client (3.4) of clear and systematic flow of information

3.7
contracting
set of activities aimed at reaching an agreement (3.1) to provide MCS (3.11)

© IS0 2017 - All rights reserved 1
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tangible item produced by the MCSP (3.12) as part of an assignment (3.2)

EXAMPLE

Areport, a plan, a document.

Note 1 to entry: Output is considered synonymous with deliverable.

3.9
execution

performance of the management consultancy service (3.11)

3.10

intellectua
any identifig
be represen

[SOURCE: IS

3.11
manageme
MCS
service

set of multi
create value
actions or b

3.12
manageme
MCSP
organization

property

Led or communicated physically and protectable by copyright or similar laws

0/1EC 21000-19:2010, 3.1.28]

ht consultancy service

lisciplinary activities of intellectual work, within the field of management, which airy
or promote changes, by providing advice and proposing - solutions, by taking into acc
U producing deliverables (3.8)

ht consultancy service provider

(3.13) that offers and delivers management consultancy services (3.11)

Note 1 to enftry: An organization (3.13) acting as atbroker or as an introducer (facilitator) of MCS (3.1

providing ad}

3.13

organizatid
person or g
and resourcd

Note 1 to enf
firm, enterp
whether inco

[SOURCE: I§
3.14

ministrative support (e.g. invoicing,payment of salaries) to MCSPs is not considered an MCSP.

n
roup of people that hasits’own functions with responsibilities, authorities, relation
s (3.23) to achieve itsgbjectives

ry: The concept ef-organization includes, but is not limited to, sole-trader, company, corpor
ise, authority, {pattnership, association, charity or institution or part or combination th
rporated or not;-public or private.

0 9000:2015, 3.2.1]

ible product of the mind attributable to any person(s) or one or more legal entities'that can

ns to
ount

1) or

ships

htion,
breof,

organizatid

nal governance

system by which an organization (3.13) makes and implements decisions in pursuit of its objectives

[SOURCE: IS

3.15
outcome

026000:2010, 2.13]

impact or result of an action or process (3.17)

EXAMPLE

3.16
policy

An improvement in profitability or value.

intentions and direction of an organization (3.13) as formally expressed by its top management

[SOURCE: IS

2

09000:2015, 3.5.8]

© ISO 2017 - All rights reserved
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3.17
process
set of interrelated or interacting activities that use inputs to deliver an intended result

Note 1 to entry: Whether the “intended result” of a process is called output (3.8), product, or service (3.11)
depends on the context of the reference.

Note 2 to entry: Processes in an organization (3.13) are generally planned and carried out under controlled
conditions to add value.

[SOURCE: ISO 9000:2015, 3.4.1]

3.18
project
uniqpe process (3.17), consisting of a set of coordinated and controlled activities with’start and finish
date$, undertaken to achieve an objective conforming to specific requirements((3.22), ipcluding the
constraints of time, cost and resources (3.23)

[SOURCE: ISO 9000:2015, 3.4.2]

3.19
project governance
systém by which an organization (3.13) makes and implements dé€gisions in relation to projects

3.20
projgct management
direqtion of the project (3.18) under the authority of project governance (3.19)

Note|1 to entry: Project management is the applicationvof methods, tools, techniques and resgurces to the
mangdgement of a project and includes the integratign:of the various phases of the project life ¢ycle. Project
manggement is accomplished through processes.

3.21
recipient
organization (3.13) receiving the MCS (3.11) agreed by the client (3.4)

Note [l to entry: Often the recipientds\the client.

3.22
requirement
need| or expectation thatis stated, generally implied or obligatory

Note|l to entry: “Generally implied” means that it is custom or common practice for the organizatjon (3.13), its
custgmers and other interested parties, that the need or expectation under consideration is implied.

[SOURCE: 1§6:9000:2015, 3.6.4]

3.23
resourees
assets, people, skills, information, technology (including plant and equipment), premises, supplies and
information (whether electronic or not) that an organization (3.13) has available to use, when needed,
in order to operate and meet its objectives

[SOURCE: ISO 22301:2012, 3.47]
3.24

risk

effect of uncertainty on objectives

Note 1 to entry: An effect is a deviation from the expected — positive or negative.

© IS0 2017 - All rights reserved 3
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Note 2 to entry: Objectives can have different aspects (such as finance, health and safety, security and
environment) and can apply at different levels (such as strategic, organization-wide, project, product, and

process).

Note 3 to entry: Risk is often characterized by reference to potential events and consequences, or a combination

of these.

Note 4 to entry: Risk is often expressed in terms of a combination of the consequences of an event (including
changes in circumstances) and the associated likelihood of occurrence.

Note 5 to entry: Uncertainty is the state, even partial, of deficiency of information related to, understanding or
knowledge of an event, its consequence, or likelihood.

[SOURCE: IS

3.25
stakeholde

0 Guide 73:2009, 1.1]

s

person, group or organization (3.13) that has interests in, or can affect, be affected by, arperceive

to be affecte
Note 1 to ent

[SOURCE: IS

4 Princi
4.1 Gene

4.1.1 Sco

During a ty
described b

This docum

This consulf

d by, any aspect of the assignment (3.2)

y: Refer to Annex B for examples of typical stakeholders.

0 21500:2012, 2.14, modified]

ples

ral

pe

pical assignment, the MCSP, the client’and recipient jointly undertake three actiy

blow as the “typical consulting procgss”.
ent applies to those activities.

ing process has a beginningand an end as described below.

4.1.2 Typlical consulting process

The consult
described i1

Contra¢

The clig
provide

ng process inclddes three typical activities: contracting, execution and closure, whic
d), e) and f),ifrthe basic structure of consulting outlined in Annex C.

‘ting

nt afild-"MCSP reach a clear agreement on the scope and approach of the service f{
dand commit to working together.

itself

rities

h are

o be

This activity starts once the client and the MCSP have reached an understanding of the other party.

Clause 5 offers guidance for contracting.

Once ag

Execution

reement has been reached, the next part of the assignment is execution.

The MCSP provides the service in accordance with the agreed approach and plan. The MCSP and
the client need to collaborate with confidence, fairness and mutual respect to achieve a mutually
positive outcome.

Clause 6 offers guidance for execution.

© ISO 2017 - All rights reserved
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— Closure

The final stage of the assignment is closure.

After completion of the assignment, including the delivery of all deliverables and assessment of the
results, the assignment is “closed” by resolving any unfinished items and meeting all contractual
and legal obligations.

[t is critical that the MCSP gains acceptance from the client that the assignment is complete.

Clause 7 offers guidance for closure.

NOTH

4.1.3

The
outc

NOTH
deliv

4.2

To df
by of]
Somé

busipess continuity, quality management, safety, and‘sustainability.

4.3
The |

Reter to Annex C for basic structure of consulting activities.

Responsibilities

MCSP is responsible for its resources and work, however the ultimate accountability f
pmes, deliverables and the impacts on stakeholders lies with the client.

If specified in the agreement, the MCSP might also be responsible and held accountable
brables or impacts on stakeholders other than the client and the recipieht-ef the MCS.

Other standards

liver management consultancy services effectively, the MCSP should consider guidarn
her national and international norms and standards ¥elevant to the stakeholders in the
e standards of relevance include those on project management, ethical behaviour, risk nj

Ongoing evaluation and improvement

purpose of evaluation is for the MCSRto assess and determine the effectiveness of the

Eval

The

throyughout the assignment.

ation also allows the client and the MCSP to:
iagnose the effectiveness of-the assignment;
ake recommendations\for corrective action;
plement new procésses and methods;
rovide and receive feedback from each other;
valuate added value.

CSPrand client should agree on a suitable methodology for ongoing evaluation a

br decisions,

for outcomes,

ce provided
assignment.
lanagement,

hssignment.

hd feedback

The MCSP should establish a structured process for ongoing evaluation for the duration of the
relationship between the client and the MCSP. The effectiveness of the assignment should be assessed
based on the evaluation criteria, the policies and strategies included in the agreement.

Even if no evaluation is included in the agreement, the MCSP should have a process to learn from the
work it undertakes.

If evaluation is required for contractual reasons to determine the fees paid, the MCSP and the client

shou

© ISO

1d agree the most appropriate method of evaluation.

2017 - All rights reserved


https://standardsiso.com/api/?name=da143ece715da2eff656636d827457a8

ISO 20700

:2017(E)

4.4 Policies

Policies as written in 4.4.1 to 4.4.12 are to guide the MCSP in the delivery of the assignment and apply

during the a

4.4.1 Reg

ssignment.

ulatory framework

The MCSP should maintain an appropriate level of awareness of the relevant laws, policies, rules,

regulations

and standards that govern their services and those of the client.

The MCSP should:

engage

manage
relevan

If conflicts
identified in

NOTE In|
relevant to t
creates awar

n dialogue with the client to determine the relevantlaws and regulations for the assigny

any conflict between laws and regulations relevant to its general activities|and f{
[ to the specific assignment.

exist, to ensure clarity the relevant laws and regulations for the assighment shou
the agreement.

case of multiple jurisdictions, the aim of this subclause is to select and specify which law
he assignment depending where the MCSP operates and where the vecipient operates. Thij
bness of potential conflict between laws for cross border assignments.

4.4.2 Stakeholder engagement and commitment

The MCSP s
their involvg

The MCSP t
their involvg

The role of s
The agreem
— access
consult
commu

An effective

hould engage in dialogue with the client to identify’the relevant stakeholders and agr
bment.

pgether with the client should then engage<with those relevant stakeholders to agrg
bment.

takeholders and their relationship with the MCSP should be described in the agreeme;
ent should include:

p information;

htion;

hication;

roles and responsibilities.

strategy.and policy should exist for communicating with stakeholders for the durati

the assignmient.

nent;

hose

d be

s are
also

Ee on

L€ on

ht.

on of

4.4.3 Codeof ethical and professional conduct

A code of conduct should be observed in order to guide the ethical and professional conduct of the MCSP
during the assignment.

This code of conduct should include major topics such as:

conflict

professional behaviour;
sustainability;

social responsibility;

of interest;

integrity.

© ISO 2017 - All rights reserved
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The MCSP should engage in dialogue with the client on the standards of conduct that will apply during
the assignment. They should evaluate the available codes of conduct to ensure that their contents are
aligned or that any inconsistencies are resolved by agreeing on the applicable elements. The MCSP
should take care not to compromise its ethical and professional standards.

The resulting code may be specific to the assignment, or any existing code of conduct, such as those of
any stakeholder, MCSP or client, or a code from a relevant professional body or trade association.

The applicable code of conduct should be recorded in the agreement.

NOTE1 Refer to Annex D for examples of guidelines for MCSPs for a code of conduct.

NOTH 2  Refer to Annex E for examples of guidelines to manage conflicts of interest.

4.4.4 Projectgovernance
An appropriate system for project governance should be agreed.

Governance systems vary, depending on the size and type of assignment and the enyironmental,
econpmic, political, cultural and social context.

The project governance system should include:

— gcope of work and deliverables;

— 1nanagement structure (including client representatives);

— 7policies, processes and methodologies to be used;

— limits of authority for decision making;

— gtakeholder responsibilities and accountabilities;

— interactions such as reporting;

— process for escalation of issues;

— Jrocess for identification and management of risks;

— 1nechanisms and controls’to monitor, support and enforce ethical behaviour;

— 1nechanisms to facilitate the reporting of unethical behaviour without fear of reprisal.
The governance efithe project should be carried out jointly by the MCSP, the client and the 1jecipient.

If an|MCSP hds reason to believe that the agreed outcomes of the assignment will not be mgt within the
termfs of the:agreement, the MCSP should inform the client of its findings and renegotiate the¢ agreement.

4.4. (‘npnhilify

The MCSP is responsible for developing and maintaining appropriate capability throughout the
assignment.

The MSCP should only seek and accept those assignments that it is capable of fulfilling.
Capability includes:
— managed staff, including contractors (expertise, consulting and personal skills);

— other resources, including access to specialized knowledge, methodologies, tools and technology
and other relevant non-staff resources.

NOTE Refer to Annex F for examples of criteria to evaluate capability.

© IS0 2017 - All rights reserved 7
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4.4.6 Communication

Clear understanding between the client and the recipient and the MCSP is critical for the success of the

assignment.

Effective communication maximizes understanding, creates confidence and minimizes risks.

An effective strategy and policy should exist for communicating with relevant stakeholders for the
duration of the assignment.

4.4.7 Data protection and confidentiality

The commu
property rig

The MCSP should safeguard the rights of privacy of all stakeholders by limiting the types.efinform

gathered an|

The MSCP
particularly]

The MCSP s
for the confi

This policy may also apply after the closure of the assignment.

4.4.8 Pro

The MCSP |
business md

The MCSP n

For intellect
right to use

This policy may also apply after the closure of the assignment.

449 Soc

The MCSP §
stakeholder

demons
contribi

ethical

hication policy should encompass confidential data and information as well as intelle
hts, such as benchmarks, for all stakeholders.

d the ways in which such information is obtained, stored, used, reported and-secured.

chould not use stakeholders’ data or information without permjssioh for any re
to demonstrate the capacity of the MCSP to execute an assignment.

hould maintain their credibility and the confidence of the clients: The MCSP is resporn
dentiality of data and information received from clients.

Lection of intellectual property

as intellectual property rights for its know=how, methodologies, database, benchm|
dels, tools and other relevant concepts and\techniques.

brmally retains the ownership for intellectual property rights that they bring to a proj

ual property rights arising from'the outcome/deliverables of the assignment (owner
pr right to refer to), the ownership should be agreed upon during the contracting phas

al responsibility

hould endeavour’to achieve socially responsible outcomes that consider the interes
5. Considerations could include:

tration of the MCSP’s contribution to stakeholders;

ition t0 sustainable development;

ctual

htion

hson,

sible

Arks,

ect.

ship,
e.

ts of

1 £ 1 T ds +
—py UJ\'\'L BUV CIIIrgIlricye, lll\'luullls A%2 8 ('lllal.lul \.fll\,_y )

alignment with norms and standards that are documented by relevant organizations.

NOTE Relevant organizations could include CEN, OSCE, ILO, ISO, UN.

4.4.10 Health and safety

The MCSP should engage in dialogue with the client to continually assess and mitigate the assignment-
related risks to the health and safety of the consultants and other relevant stakeholders.

The agreement should provide information on the scope, the resources and the facilities relevant to
health and safety risk consideration within and with which the MCSP should identify, analyse, assess
and prioritize the nature of potential risks, coordinating and applying the required resources to
minimize, monitor and control the probability and impact of unforeseen events.

8 © IS0 2017 - All rights reserved
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The health and safety management methodology and the scope should be agreed upon in the contracting
phase. For large or complex projects, this can be a substantial project activity requiring dedicated
resources.

NOTE Health and safety management is a consulting service.

4.4.11 Risk and quality management

The MCSP should continually anticipate, evaluate, prioritize and manage risks and quality issues
associated with the assignment. Both the commercial and project-related risks should be considered.

Th J ¥alalnl 1 1l - de. pa | 1 4l - | de. H - - ade. 1 h
€ MCST sTourta cootramateatira appiy tie requiirea resour cesSto MMM Ze;, Nrotor—anr control the

probpbility and impact of unforeseen events.

The tisk and quality management methodology and the scope should be agreed uponin thecontracting
phasg. For large or complex projects, this can be a substantial project activity:requiring dedicated

resowllerces.
All decisions relating to the engagement risks as well as risk identification“and mitigation strategies
should be approved according to the MCSP’s own policies and procedures,

NOTHE 1 Management of client risk is a consulting service.

NOTE 2  Refer to Annex G for examples of guidelines for managing risks related to the management of an
assighment.

4.4.12 Guarantees

MCSPs should negotiate and agree on the conditioris of any guarantee of the services to be provided.

5 Contracting

5.1 | General
This|clause provides a structurefor the contents of an agreement.

Negqtiation of the agreement-starts from the existence of a mutual understanding of each party. This
phask is to be performed by the client and the MCSP together.

5.2 | Purpose

The purpose ©f,the contracting phase is to build and reach an agreement between the MCSP and the
clienf on the-services to be provided.

The MESP should only enter into an agreement that protects interests of the client and the MCSP.

Stakeholders whose interest will be considered need to be identified.

5.3 Input
There are many inputs to the contracting phase, including the perceived needs, the expectations

and desire of the client and the potential constraints and risks involved in the assignment, and any
significant changes that are beyond the scope of the change control process (see 6.5.4.6).
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5.4 Outcome

The outcome of the contracting phase is a binding agreement between the MCSP and the client. The
agreement determines the services and the deliverables to be provided and establishes rights and
obligations for each of the parties.

NOTE

specifications for services, deliverables and evaluation criteria, including the conditions for acceptance.

5.5 Contents

The agreement could be based upon a “request for a proposal”, describing a set of requirements and

5.5.1 Gen
The agreem
— context

service

approag

accepta
terms a

The items i
However, if

excluded. The description of a specific item can be made‘by the MCSP or by the client, if agreed wit

other party.

5.5.2 Conftext

5.5.2.1 Ba

The agreem|
current situ
impact, the
the need to

5.5.2.2 Cq

The agreem
that they ar

roles and responsibilities;

eral

ent should include:

and deliverables;

h and work plan;

hce criteria;

hd conditions.

h 5.5.2 to 5.5.7 are typical contents of an agréement between the MCSP and the c
it is obvious to both parties that some of thesé contents are inappropriate, they shou

ickground information, assumptions, scope and limits

ent should contain relevant facts, for example an accurate description of the organizat
ation, the client’s objectives, why the work needs to be done, the assumptions and
scope and the limits-of the assignment. It is important to ensure that the client underst
thare all relevantand significant information.

nstraints and risks

ent should specify the constraints and risks associated with the assignment, to the e
e kriown and identified, referring to policies (see 4.4).

lient.
Id be
h the

ion’s
their
ands

Ktent

5.5.2.3 Stakeholders

The agreement should specify any agreement negotiated with the stakeholders.

5.5.3 Services and deliverables

The agreement should contain a description of the services to be provided, the outcomes expected, the
deliverables of the assignment and the conditions and process for acceptance. The services should be
able to be evaluated with formal evaluation criteria.

10
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5.5.4 Approach and work plan

The agreement should include a work plan. The following elements can be used as a checklist:
a) objectives, scope and expected outcomes;

b) approach and methodology;

c) project governance (changes to the scope, escalation procedures, etc.);

d) contents;

e) gqoTumnTentation;

f) data, information and technological resources;

g) [roject organization;

h) MCSP’s human resources and their responsibilities;
i) ¢lient’s, recipient’s and other stakeholders’ human resources and theirroles and respomnsibilities;
j) timetable and milestones;
k) project budget;

1) I

m) ¢ommunications (channels, methods, etc.);

roject management methods;

n) ¢lient and/or recipient capacity building;

o) knowledge transfer;

p) Iuality and risk methodology;

eliverables.
5.5.3 Roles and responsibilities

5.5.5.1 General

This|agreement should specify the roles, responsibilities and all the resources (including client’s,
recigient’s and other’stakeholders’ people, data and documentation) involved in the assignient.

5.5.3.2 Assignment monitoring and control

The ggreement should specify the decision-making, direction and control processes for the fassignment,

i disesth | P 1o £ o oot (oo oo 3! 3o 3o o oo dar” £o5. +1 H SOIE
lnClh TS the ucalsuatluu OTrapt UJC\,t SPOTISUT OoT—pP1 UJC\,t TCAGCT tor—tne PT UJCLt 5OVLT nance role.

These should be consistent with the client’s organizational governance.

5.5.5.3 Evaluation of the assignment

The agreement should specify how the evaluation will be carried out, for example measurable
milestones, how objectives should be evaluated and to whom interim and final evaluation results
should be reported.

5.5.6 Acceptance criteria

The agreement should specify the acceptance criteria, such as key performance indicators (KPIs).
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5.5.7 Terms and conditions

5.5.7.1 Commercial terms

The agreement should specify terms and conditions relevant to billing, such as fees and charges,
payment schedule, expenses, etc.

5.5.7.2 Contracting standard terms and conditions

The agreement should specify any information pertinent to relevant legal and regulatory requirements

and statuto

v _obligations, such as ownership of material and deliverables, user rights, lice

sing,

intellectual
This may alj

The MCSP
communicaf

5.5.7.3 Pq

The agreem,
any other ag

MCSPs sho(
applicable.

6 Execut

6.1 Gene
Execution id

Beyond the
the executid

6.2 Purp

The purposg

6.3 Input

property rights, liability limits, etc.
o include reference to applicable professional standards.

chould have a process for dealing with claims and disputes. This process shoul
ed clearly to the client.

licies to be included in the agreement

ent should specify any requirements, responsibilities and activities relating to policie
reed item applicable to the assignment.

ld assess their responsibilities and activities for all policies and declare if they ar

ion
ral

the performance of the services agfeed upon in the contracting phase.

delivery of the agreed services and the performance of the assignment, the ultimate a
n phase is to fulfil the agreement.

pse

e of this phase is¢odeliver what has been agreed.

Execution should riot'start until there is an agreement.

Significant ¢

hanges in the context of the assignment that have an impact on the execution may re

d be

5 and

e not

im of

uire

that the agr

1 PCEPE
CCIICIIL DT I'TIICE0LIdLEU.

6.4 Outcome

The outcomes should be:

12

services and deliverables;
recommendations and approach for the future, if appropriate;

ongoing evaluation and improvement.
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Contents

6.5.1 General

The

6.5.1 Refining the agreed work plan

The

condjfitions at the start of the execution phase. The MCSP should involve thé)client and the
gain ppproval for the refined plan.

6.5.3 Implementing the work plan

The

Therg is no single method of implementation, however a typical assignment may consist
stepg that are performed by the MCSP with the recipient:

6.5.4 Assignmment management and monitoring

6.5.4.1 < General

l : ] o 1. 4os 1o ok 41 1: il s 4 1 41 QD
P an 1Ty dITU CUITLITTUUUS CUUTUITIAUUIT DTUWETIT UIT LTI, UHIT TTUIPITIIT dITU UIT VLoD d1'T

components of the execution phase should include:
refining the agreed work plan;
implementing the work plan;

assignment management and monitoring;

dpprovals and acceptance.

vork plan agreed upon in the contracting phase should be refined in detail to refleqg

assignment should be carried out in accordance with the réfined work plan.

Prepare: includes gathering the relevant data, analysing the data with reasonable
feviewing business models and listing the isstie(s);

Alnalyse options: includes analysis of different options to address the issues and shof
Ilost appropriate option(s);
an implementation roadmap and expected outcomes;

Dbtain decision: includes.presentation of recommendations to the client or to the {
decision and acceptance;

Implement: includes@xecution of recommendations, monitoring the progress made an
the outcomes (applicable only when implementation is specified in the agreement).

t the actual
recipient to

of following

hypotheses,

t-listing the

ecommend: includes recommending appropriate solutions from the existing situation along with

ecipient for

1 measuring

AW 4

the success of the assignment.

essential for

For the assignment to be delivered successfully, several areas of activity should be considered, including:

project governance;

project management approach;
resources management;
commitment of resources;

monitoring of progress and change control;

© IS0 2017 - All rights reserved
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— risk and quality management;

communication and reporting;

evaluation and feedback.

6.5.4.2 Project governance

Final decisions about the assignment should be made by the client. The MCSP should make reasonable
efforts to provide relevant information relating to the assignment to the client on an ongoing basis.

tween the client and the MCSP should be handled in accordance with the terms

f the

Disputes b
agreement.

6.54.3 Py

The MCSP 5
assignment,

oject management approach

The MCSP should ensure that the assignment is carried out effectively and effierently.

6.54.4 Rg

All resource
agreement i

The deployn]
suitability ¢

NOTE R{

6.54.5 (Cq

Psource management

s involved in the assignment should be made available and managed in accordance wit
etween the MCSP and the client.

hent by the MCSP of suitable human resources is.tlf€ responsibility of the MCSP. Criter
buld include relevant domain experience, consulting skills and people skills.

fer to Annex F for examples of criteria to evaluate capability.

mmitment of resources

The MCSP should foresee the needs and availability of the client’s and the recipient’s resources and

resources in
would actug

6546 M

The progresg
appropriate

There shoul
issues that I

accordance with them. Thistis made in order that all the people involved in the assign
lly be committed in time.

pnitoring of progress and change control

analysis and'menitoring methods.

d be a change control system or process, including management of the records, to deal
ave inipact on the assignment such as:

hould adhere to the agreed project management approach and structure\throughout the

h the

a for

plan
ment

s of the assignment against the work plan should be monitored and recorded formally yising

with

deviatid

nsfrom the work plan;

changed context of the assignment;
changes in the operating environment of the client or recipient;
changes in client expectations;

changes in the MCSP.

There may be significant changes that are beyond the scope of the change control process. These may be
considered as new inputs to the contracting and/or execution phase (see 5.3 and 6.3) and may require
that the agreement be renegotiated between the client, the recipient and the MCSP.

14
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6.5.4.7 Risk and quality management

The client and the MCSP should follow the agreed risk and quality management methodology to ensure
that the agreed service is provided and the outputs are delivered.

NOTE Refer to Annex G for examples of guidelines for MCSP for typical risk management, which are related
to the management of an assignment.

6.5.4.8 Communications and reporting

The principles of communication agreed in the contracting phase should be followed throughout the

3 4 A aola 113 | A | 1 iy £ A aial
assl ITINICTIU AU STITUUIU TTICIUUCT I Usulal I C}JUI Lllls Ul }ll Usl COoO dIIU TIONS.

6.5.4.9 Evaluation and feedback

=

The MCSP should follow the agreed ongoing evaluation methodology and feedbackapproac

6.5. Approvals and acceptance

There should be an agreed process to approve and accept all services delivered during the assignment.
The fommercial implications of acceptance or rejection should becdealt with in accordanjce with the
agreement.

7 Closure

7.1 | General

The gssignment is completed when the acceptance process, as defined in the agreement, is pompleted.

The MCSP should not consider the assignment closed until the final closure topics have beefn addressed.
Thesle include:

— legal and contractual matters;

— fiinal evaluation and imprevement;

— administrative matters, including payment of agreed fees where applicable;
— ¢ommunication;

— ]:ﬂellectual property rights;

utstanding minor issues.

7.2 | Burpose

The purpose of the closure phase is to achieve an orderly end to the assignment, after completion of the
delivery of the service in accordance with the agreement.

7.3 Input

The closure process starts when a decision is taken that the assignment is complete, normally when the
agreed service has been provided and accepted.

An assignment may be terminated before the originally agreed service has been provided. In this case,
the closure process may need to take place based on a revised agreement.
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7.4 Outcome

The closure

— release

process results in a number of outcomes, including:

of all parties from their obligations in the agreement;

— shared understanding of continuing obligations between all the stakeholders, particularly the MCSP
and the client (e.g. guarantees, confidentiality, data protection, intellectual rights, outstanding
issues, etc.);

— financial settlement of invoices, expenses, etc.

7.5 Conthnts

7.5.1 Leg
The MCSP 5

with in a timely and efficient manner, in accordance with the agreement. These processes include:

— invoicin
— reconci
— formal {
— release
— warran
— third p4
— owners

— obligati
rights, g

7.5.2 Fing

Even if no e
and learn f1y
created dur

Evaluation nay be requifed for contractual reasons to determine the fees paid. If this is the casg

MCSP and tH

Typical met

hl and contractual matters

hould have effective processes to ensure that all legal and contractual matters are

g and payment;

iation of expenses of the MCSP;

ign-off and acceptance;

of resources (including subcontractors);
fies and guarantees;

rty confidentiality;

nip of intellectual property rights;

bns that remain after closure (e.gvlegal, confidentiality, protection of intellectual proj
ata protection, non-competition,.dutstanding issues, etc.).

1] evaluation and improvement

paluation is included(in the agreement, the MCSP should have a process to gather feed
om the work it uridertakes so that the MCSP can record the information and know
ng the project apd apply it for improvement.

le client should agree the most appropriate method of evaluation.

Ficsamay include:

dealt

perty

back
edge

, the

— innovat

— process
— process
— newsys

— method

effectiveness;
improvements;
tems and behaviour;

ologies;

— team performance;

— utilizati

on of resources;

— sales leads/references;

16

© ISO 2017 - All rights reserved


https://standardsiso.com/api/?name=da143ece715da2eff656636d827457a8

IS0 20700:2017(E)

— client satisfaction.

The MCSP should preferably maintain expertise in evaluation and should have a systematic process for
ensuring that strengths and opportunities for improvement are recorded and shared among the staff.
The MCSP should have processes to manage improvements such as:

a) knowledge management;

b) knowledge database;

c) technology and methodology improvements;

d) {

e) 1

f) internal communication.

7.5.3

The
time

—

7.5.4

The]
(e.g.

The |
7.5.5

The
issus

— Idexing, filing, archiving;

ase studies;

raining, briefing;

Administrative matters

MCSP should have effective processes to ensure that all administrative matters are de
y and efficient manner. These processes can include:

acking-up data and records;
eturn of client property, equipment and facilities (€:g. files, records, data, security pas
elease/recruitment of subcontractors and internal resources;

ompletion of internal quality assurance procedures.

Communication

VICSP should ensure that any obligations regarding communication about the assignment
confidentiality agreements, preparation of case studies, articles, requests for references

MCSP should ensure thatthe client is debriefed at the end of the assignment.

Outstandingminor issues

MCSP shouldhave a process, agreed upon with the client, for dealing with any outsta
s after the eompletion of the assignment, so that closure can be achieved.

alt with in a

ses);

are fulfilled
etc.).

nding minor

© ISO

2017 - All rights reserved
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Annex A
(informative)

Supplementary information on ISO standards

To understand the proper use of ISO standards that are written for guidance, it is highly recommended
that users refer to http://www.iso.org/iso/foreword.html, where relevant ISO directives, resolutions

and their im

plications are presented.

18
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Examples of typical stakeholders

Examples of stakeholders include

IS0 20700:2017(E)

Hents,

recipients,

public,

MCSP organizations,
management consultants,
dcademia,

not-for profit bodies,
¢nvironment,

guppliers,

governments,

nions,
Ilanagement consulting bodies and associations,
ghareholders,
investors,
gtaff within the client;
third parties,

fluture generations.
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Annex C
(informative)

Basic structure of consulting activities

Typical activities take place before, during and after a consultancy assignment. Examples may include:

a) Unders

The MCSP

dNnding tne pusiness context

nvests time and resources to gain an understanding of the business and cGmme

rcial

environment of the client and the client’s industry. Often, the MCSP will devote considerableresources

to this activ
Unless such
b) Unders

The MCSP, s
the client’s (

for an assigmment and may result in the submission of a proposal to deliver MCS.

NOTE R{

Unless such

c) Selection of MCSP

The client g
issues and
including th

activities, aipd references from other clients.

This activity
scope of thij

d) Contrag

The client a
and commit

This activity
a), b) and ev|

ty in order to be able to identify potential clients and assignments.
an activity is part of a specific assignment, it is out of the scope of this document.
tanding the client’s context

pbmetimes working with the client, invests time and resources€o'gain an understandi
ontext, including situation and expectations. Often, this aetivity is part of the prepar

fer to Annex H for examples of typical understanding activities pre-assignment.

an activity is part of a specific assignment, it is 9(it of the scope of this document.

hins a relationship and a knowledge of.the MCSP’s capabilities as they relate to the cl
belects the MCSP to carry out the agsignment, taking into account many factors us
e proposals submitted, intermediate results from understanding, as shown in a) aj

' of buying and selling may-take place anytime amongst consulting activities. It is out ¢
document.

'ting

hd MCSP reacha-elear agreement on the scope and approach of the service to be proy
to working togéther.

r starts ange the client and the MCSP have reached an understanding of the other party
entually c) above.]

ing of

htion

ent’s
ually
nd b)

fthe

rided

[See

e) Executi

on

Once agreement has been reached, the next part of the assignment is execution.

The MCSP provides the service in accordance with the agreed approach and plan. The MCSP and the
client need to collaborate with confidence, fairness and mutual respect to achieve a mutually positive

outcome.

f) Closure

The final stage of the assignment is closure.

20
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After completion of the assignment, including the delivery of all outputs and assessment of the results,
the assignment is “closed” by resolving any unfinished items and meeting all contractual and legal
obligations. It is critical that the MCSP gains acceptance from the client that the assignment is complete.

g) Follow up
The MCSP maintains relations with the client.

Unless such an activity is part of a specific assignment, it is out of the scope of this document.
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Annex D
(informative)

Examples of guidelines for MCSPs for a code of conduct

The purpose of a Code of Conduct (the “Code”) is to help the MCSPs serve the public in general, the
client in particular, the reputation of the profession of management consultancy and comply with the
applicable 1qws. See Table D.1.

Table D.1 — Ethical principles

Ethic¢al principle Manifestation of principle

Responsibility to the public

Efficiency Optimizing personal, client and other resources to complete an assignment.

Recommending solutions that are compatible withthe principles of susthin-

Sustainabilify able development.

Responsibility Eiet[;resentmg the interests of the consultancy industry to the wider commu-
Being aware of and complying with applicable laws and regulations releyant
to the assignment.

Legal

Not causing any person or persons to contravene any applicable laws and
regulations during the assignment.

Conducting their activities‘at all times in a manner that fosters confidenge in

Public confidence .
the profession.

Responsibility to the profession

Exhibiting condtict that reflects honourably upon and enhances the standing

Respect for fhe profession and public regatd of the profession.

Maintaining integrity and professionalism at all times.

Respecting the rights of other professionals in the consultancy industry|by

Integrity and! professionalism net using proprietary information or methodologies without permissior].

Maintaining disciplinary mechanisms to uphold the code of conduct.
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