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Foreword

ISO (the International Organization for Standardization) and IEC (the International Electrotechnical

Commis

sion) 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. |

the field of information technology, ISO and [EC have established a joint technical committe
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JTC 1.

cedures used to develop this document and those intended for its further maintenangé are
d in the ISO/IEC Directives, Part 1. In particular the different approval criteria needed fqr
rent types of document should be noted. This document was drafted in accordange with thie
rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

t rights. ISO and IEC shall not be held responsible for identifying d@ny“or all such patent
Details of any patent rights identified during the development of the ‘decument will be in thie
tion and/or on the ISO list of patent declarations received (see wwwriso.org/patents).

e name used in this document is information given for the convenience of users and does nqt
e an endorsement.

pxplanation on the meaning of ISO specific terms and expressions related to conformit]
ent, as well as information about ISO’s adherence.t¢-'the WTO principles in the Technicg
to Trade (TBT) see the following URL: Foreword --Supplementary information

—_—

mittee responsible for this document is ISO/IECJTC 1, Information technology, SC 40, IT Servig
ment and IT Governance.

Q

b1l parts in the ISO/IEC 30105 series canbe found on the ISO website.
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Introduction

ITES-BPO services encompass the delegation of one or more IT enabled business processes to a service
provider who uses an appropriate technology to deliver a service. Such a service provider manages,
delivers, improves and administers the outsourced business processes in accordance with predefined
and measurable performance metrics. This covers diverse business process areas such as finance,
human resource management, administration, health care, banking and financial services, supply
chain management, travel and hospitality, media, market research, analytics, telecommunications,
nanufacturing, etc. These services provide business solutions to customers across the globe and form
the part of the core service delivery chain for customers.

Y

50/IEC 30105 (all parts) specifies the lifecycle processes requirements involved inthe ITES-BPO
hdustry.

—

+ It provides an overarching standard for all aspects of ITES-BPO industry from the view of the
service provider that performs the outsourced business processes. This js\applicable for apy ITES-
BPO service provider providing services to customers through contracts and in industry verticals.

-+ It covers the entire outsourcing lifecycle and defines the processes that are considered to|be good
practices.

+ It is an improvement standard that enables risk determihation and improvement for| service
providers performing outsourced business processes. Italso serves as a process referende model
for service providers.

+ Itfocuses on IT enabled business processes which are outsourced.

—+ Itis generic and can be applied to all IT enabled‘business process outsourced services, regafdless of
type, size and the nature of the services delivered.

-+ Process improvement implemented using ISO/IEC 30105 (all parts) can lead to a clear r¢turn on
investment for customers and service\providers.

—+ Alignment to ISO/IEC 30105 (all parts) can improve consistency, delivery quality and predifctability
in delivery of services.

igure 1 illustrates the key entities and relationships involved in an ITES-BPO service. It inclfides the
ustomer, the ITES-BPO service provider and various levels of suppliers. This is in line with thle supply
hain relationship depicted in ISO/IEC 20000-1:2011, 7.2.

Q. o

Supplier 1

Customer Service provider Supplier 2

Sub-tomtracted
supplier 3a

&

Lead supplier 3

Figure 1 — ITES-BPO key entities

This document details the process assessment model (PAM). This PAM contains process definitions of
ITES-BPO lifecycle defined in ISO/IEC 30105-1 and a model suitable for assessing a specified process
quality characteristic. The outcomes in the PAM are clearly defined observable results, aligned to the
business benefits derived by the customer and service provider.

© ISO/IEC 2016 - All rights reserved v
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This document defines a process assessment model that is an improvement standard that enables
risk determination and improvement for ITES-BPO service providers. ISO/IEC 20000-1 is a service
management system standard which defines the criteria for a conformity assessment. Whilst there
is potential for overlaps between this document and ISO/IEC 20000-1, in fact, they complement each
other. Annex C describes the potential overlaps and differences, and their complementary nature.
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Information technology — IT Enabled Services-Business

Process Outsourcing (ITES-BPO) lifecycle processes —

Part 2:

Process assessmentmodel (PAM)

1 Scope

IBO/IEC 30105 specifies the lifecycle process requirements performed by the(F[”enabled
drocess outsourcing service provider for the outsourced business processes. Itcdefines the proq
glan, establish, implement, operate, monitor, review, maintain and improve its’services. This dg

—+ covers IT enabled business processes that are outsourced;

—+ isnotintended to cover IT services but includes similar, relevantprocess for completeness
-+ is applicable to the service provider, not to the customer;

—+ s applicable to all lifecycle processes of ITES-BPO;

- serves as a process assessment model for organizations providing ITES-BPO services that:

— conforms to the requirements of ISO/IEG.33004;

business
esses to
cument:

process purposes and outcomes, as*defined in ISO/IEC 24774, and the process attri
defined in ISO/IEC 33020.

A process assessment model consists of a set of indicators for process performance and
Apability. The indicators are used as a basis for collecting the objective evidence that en
ssessor to determine ratings. The set of indicators included in this document is not intend
an all-inclusive set nor is it\intended to be applicable in its entirety. Supersets and subsets
appropriate to the context and scope of the assessment should be selected.

Q

o8]

— supports the performance assessment by providing indicators for the interpretati(;Ln of the

utes, as

process
hbles an
ed to be
that are

[he process assessment model in this document is directed at assessment sponsors and competent

he ITES-

content

undated references the latest edition of the referenced document (including any amendments)

lies. For
applies.

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

process assessment and maturity models

ISO/IEC 30105-3, Information Technology — IT enabled services-business process outsourcing (ITES-BPO)
lifecycle processes — Part 3: Measurement framework (MF) and organization maturity model (OMM)

3 Terms and definitions

For the purpose of this document, the terms and definitions given in ISO/IEC 30105-4, ISO/IE
and ISO/IEC TR 20000-10 apply.

© ISO/IEC 2016 - All rights reserved
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For the purposes of this document, the following terms and definitions apply.

ISO and
— [EC
— ISO

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

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

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

3.1 General

In ISO/IEC 33001, the process assessment model is described as a model suitable for the purpose (

assessi

The pro
in this d
assessm|
rating s

The pro

— Prless dimension: Processes are defined and classified into process categories.

— Ca
The pro

The ITE
in ISO/1
of proce]
defined
3, adapt

3.2 Structure of the ITES-BPO process assessment model

3.2.1

The ITES-BPO process assessment, model extends the process reference model provided ip
t

ISO/IEC
indicato
support
The ITE

— apr
— the

— pro
the

3.2.2

"

g a specified process quality characteristic, based on one or more process reference models,

o

fess reference model defined in ISO/IEC 30105-1, associated with the process attributes define
pbcument, establishes a process assessment model that provides a common basis for,pefformin
ents on ITES-BPO lifecycle processes, enabling the results to be reported using a commo
ale. A.2 in Annex A provides the requirements for process assessment models.

= 0Q

Cess assessment model defines a two-dimensional model of process capability.

bility dimension: A set of process attributes grouped into capability levels is defined.
cess attributes provide the measurable characteristics of process capability.

b-BPO process reference model defined in ISO/IEC 30105-Tand the capability dimension define
EC 33020 cannot be used alone as the basis for conducting reliable and consistent assessment
s capability, since the level of detail available is not sufficient. The process assessment mod¢
n this document has been derived from the measturement framework defined in ISO/IEC 30103
ed to be suitable for ITES-BPO service providers.

v

1 —

Relationship to process reference-model

30105-1 with the definition of the ITES-BPO assessment indicators and their use. Assessmer
I's are indicators of process performance and process capability. They are defined to objectively
an assessor’s objective)judgment of the performance and capability of an implemented process.
5-BPO process descriptions meet the following requirements:

pcess is described in terms of its purpose and process outcomes;
Ket of pracess outcomes will be necessary and sufficient to achieve the purpose of the process

ress.descriptions shall not contain or imply aspects of the process quality characteristic beyond
aowest level of its intended measurement scale.

Process categories and processes

Figure 2 lists the processes from ISO/IEC 30105-1 that are included in the process dimension of the

process

assessment model for ITES-BPO. It includes all aspects of an ITES-BPO outsourced service,

from developing an ITES-BPO solution through service delivery and to transitioning out. It includes the
leadership, relationship management and enabling processes which support the outsourced business
across its lifecycle.

© ISO/IEC 2016 - All rights reserved
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Strategic enablement

Relationship

Cayyricon

—

JOUIL VIUGO

delivery

Solution Transition in Transition oult

Tactical enablement

Operational enablement

he ITES-BPO process categories are:

Figure 2 — ITES-BPO lifecycle process categories

Strategic enablement processes: include strategic direction and review of the
performance against plan for the service prewvider organization and innovation process to
breakthrough changes;

Relationship processes: cover the relationship of the service provider with the custome
suppliers;

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

Transition in processes: cover the movement of business process delivery from the cust
the service provider{ establishing the required management, people and infrastructure cg
and concluding with piloting the transitioned service;

Service delivery processes: include all the processes that are required for the day
managementiand delivery of ITES-BPO services;

Transition out process: covers the movement of the business process delivery back to the c
or te-a'different service provider;

Tactical enablement processes: involve a set of processes that enables achievement of the ¢

business
bring in

and the

contract

omer to
pability,

to day

ustomer

bjective

ofthe core service delivery processes; these are tacticalinnature;

Operational enablement processes: involve a set of processes that ensures day-to-day op

erations

of service delivery are supported and are performed alongside the service delivery processes.

The process categories and processes in the ITES-BPO process reference model which underpin the
process dimension of the ITES-BPO process assessment model are shown in Figure 3.

© ISO/IEC 2016 - All rights reserved
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Process Categories and Processes

Strategic enablement processes:
SEN1: Strategic planning and direction setting

SEN2: Innovation management

Relationship processes:
RLS1: Customer relations management

RLS2: Supplier management

Solution processes:

Transition in processes:

Transition out
process:

Service delivery
processes:

I'RN 1 Feople

$LN1: Solution mobilization

evelopment )
$LN2: Contract lifecycle TRN2: Infrastucture set
up - technology
Inanagement

TRN3: Infrastructure set

up - non-technology
TRN4: Knowledge
transfer

TRN5: Service delivery
planning

TRNG6: Pilot
implementation

SDL1: Service delivery TRO1: Transition out

execution

SDL2: Service delivery
reporting

SDL3: Service level
management

SDL4: Business process
management

Tactical enablement processes:
EN1: Management review

EN2: Financial management

EN3: Change management

FEN4: Knowledge management

TENS5: Business contifinity management
TENG6: Audit management

TEN7: Risk management

TENS: Contintfal improvement

(Qperational enablement processes:
DEN1: Transaction quality management
DEN2: Information security management
DEN3: Compliance management

DEN4: Human resource management

OENS: Infrastructure and technology management
QEN6: Work environment management
OEN7: Issue management

3.2.3

All proc

Each pr
and a s
stateme

Satisfying the-purpose statements of a process represents the only step in achieving a level 1 proces

capabilify.where the expected outcomes are observable.

3.24

Process dimension

Figure 3 — ITES-BPO(lifecycle process categories and processes

bsses in Figure 3 arejncluded within the process dimension of the process assessment model.

cess in the PAM is described by a purpose statement which contains objectives of the proceg
et of specificexpected outcomes. The outcomes are associated with the process purpos
hts, and indicCate the expected positive result of the process performance.

(2

[72)

Capability dimension

Process capability levels are defined in ISO/IEC 30105-3 and detailed definitions of the process
capability levels and process attributes are set out in Clause 6 together with the relevant process
capability indicators. Process capability is expressed in the PAM by grouping process assessment
indicators into capability levels.

Process attributes are process features which can be evaluated on a scale of achievement to provide
a process capability measure. Each process attribute describes a feature of the overall capability in
managing and improving process effectiveness in achieving its process purpose and contributing to the
organization’s business goals.

© ISO/IEC 2016 - All rights reserved
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A capability level is a set of process assessment indicators that together describe an ability to operate
and perform a process at a given capability level. The existence or not of evidence to meet these process
assessment indicators helps determine the capability levels. The levels constitute a rational path for
improving capability for any process and are defined in ISO/IEC 30105-3.

There are six capability levels incorporating nine process attributes.
Level 0: Incomplete process

The process is not implemented or fails to achieve the process purpose.

At this level, there is little or no evidence of any systematic achievement of the process purposg.
Ijevel 1: Performed process

The implemented process achieves its process purpose.
Level 2: Managed process

The previously described “Performed” process is implemented in a/,managed fashion (planned,
monitored and adjusted) and its work products are appropriately.‘éstablished, controlled and
maintained.

Ilevel 3: Established process

The previously described “Managed” process is implementédyusing a defined process that is cgpable of
dchieving the process outcomes.

Ilevel 4: Predictable process

The previously described “Established” process\now operates within defined limits to achlieve the
fdrocess outcomes. Quantitative management needs are identified, measurement data are collerted and
nalysed to identify causes of variation.

evel 5: Innovating process

he previously described “Predictable” process is continually improved to respond to organjzational
ange.

ithin the process assesSment model, the measure of capability is based upon the nine|process
tributes (PA) defined in ISO/IEC 30105-3. Process attributes are used to determine whether a process
Has reached a given capability. Each attribute measures a particular aspect of the process capapility.

Y

t each level thefe)is no ordering between the process attributes; each attribute addresses a| specific
spect of the eapability level. The list of process attributes is shown in Table 1.

o8]

Table 1 — Capability levels and process attributes

Process attribute ID Capability levels and process attributes

Level Q: lnrnmplpfp process

Level 1: Performed process

PA1.1 Process performance

Level 2: Managed process

PA2.1 Performance management

PA 2.2 Work product management
Level 3: Established process

PA 3.1 Process definition

PA 3.2 Process deployment

Level 4: Predictable process

© ISO/IEC 2016 - All rights reserved 5
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Table 1 (continued)

Process attribute ID Capability levels and process attributes
PA4.1 Quantitative analysis
PA 4.2 Quantitative control

Level 5: Innovating process

PA5.1 Process innovation
PA 5.2 Process innovation implementation
The prdcess attributes are evaluated on a six-point ordinal scale of achievement, as defined~ip
ISO/IEC|30105-3. They provide insights into the specific aspects of process capability required tp
support|process improvement and risk determination.
Within the process assessment model, the measure of capability is based upon the-fiine proceds
attributes (PA) defined in ISO/IEC 30105-3 and listed in 6.2.
3.3 Agsessment indicators
3.3.1 Pverview
The progess assessment model is based on the principle that the capability of a process can be assessefd
by demdnstrating the achievement of process attributes on the basiséf evidences related to assessmerjt
indicatofs.
There afe two types of assessment indicators: process capability indicators (PCI), which apply tp
capability levels 1 to 5 and process performance indicators,(PPI), which apply exclusively to capability
level 1. These indicators are defined in 4.3.2.
Process|capability indicators enable assessment of the extent of achievement of a process attribute
in the implemented process. These indicators €oncern significant activities, resources or resulfs
associated with the achievement of the attributé.purpose by a process.
Types of process capability indicators are:
— geng¢ric practice (GP);
— geng¢ric resource (GR);
— gengric work product (GWP).
As additfional indicators-for supporting the assessment of a process at level 1, each process has a sgt
of process performangce/ndicators in the process dimension. These are used to measure the degree ¢f
achieveiment of the\process performance attribute for the process assessed.
Types of processperformance indicators are:
— basg¢ practice (BP);

— work product (WP).

The per
process

formance of base practices indicates the extent of achievement of the process purpose and
outcomes. Work products are either used or produced (or both) when performing the process.

The process performance and process capability indicators defined in the ITES-BPO process assessment
model represent types of objective evidence that can be found in an implementation of an ITES-BPO
process. Therefore, these can be used to judge achievement of capability.

Figure 4 shows how the assessment indicators are related to process performance and process
capability.

© ISO/IEC 2016 - All rights reserved
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Process assessment
Level 5: Innovating (2 attributes) (Additional process attributes for level 1 to 5 based )
on process capability indicators (PCI)
Y- Level 4: Predictable (2 attributes) GP - Generic practice
= 2 . . GR - Generic resource
‘S & |Level 3: Established (2 attributes) GWP - Generic work product
< O * For each attribute PA1.1 to 5.2
& E |Level 2: Managed (2 attributes) N\
&)
© 1 14. Daxf A1 orril e ) (]nvn] 1 process attribute based on process
LUVOI L. 1T CIITUTLIIICu L.L “LLllUuLb) e N .
VY performance indicators (PPI)
’,
0(,6 Level 0: Incomplete BP - Base practice
8, -
‘906, QNP Work product * Only for attribute PA1.4
—/

Strategic %
enablement El—l
Relationship ‘—¢|_|

| Solution | |_Iil_l

%,
oy | Service delivery|
Q
(£) —
é’o,} . Transition out

Cs

Tactical
enablement

Operational
enablement

Figure 4 — Process attributes and process assessment indicators

3.3.2 Process capability indicators (PCI)

—

he three types of process €apability indicators related to levels 1 to 5 are identified in Figure 5. They are
htended to be applicablélto all processes and are defined for ITES-BPO lifecycle processes in Clalise 6.

—e
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Cc.lp abll_lty Capability
dimension| jevell-5

| Process
attribute
Process attribute
achievement
-al...
-a2..
-an...
A 4 \ 4
Process capability Generic Generic Generic
indi¢ators resources practices work products
i :
Procgss performance Base Specific
indidators practiees work products
Figure 5 — Process assessient indicators

All the process capability indicators relate to the process attributes defined in the capability dimension
of the process assessment model. They represent the type of evidence that supports judgments of
the extent to which the attributes are achieved. Evidence of their effective performance or existende
supportf the judgment of the degree of-achievement of the attribute. The generic practices are thee
principdl indicators of process capability:

The generic practice (GP) indicators are activities of a generic type and provide guidance on the
implemgntation of the attributeis characteristics. They support the achievement of the process attribute
and many of them concern management practices, i.e. practices that are established to support thie
process |performance as itGs, characterized at level 1. Table A.1 lists the mappings of the GPs to thie
achievements associatedwith each process attribute.

During the evaluatiofnof process capability, the primary focus is on the performance of the generic
practicep. In general, performances of all generic practices are expected for full achievement of t
process pttribute.

The genjeric resource (GR) indicators are associated resources that can be used when performing thie
process irorderto-achieve-the-attribute—These reseurecesecaninclude hmanresoureesteelssmethods
and infrastructure. The availability of a resource indicates the potential to fulfill the purpose of a
specific attribute.

The assessor should interpret the generic resources according to the process assessed. For example, for
PA 2.1: human resources with identified objectives, responsibilities and authorities, an assessor looks
for roles with identified objectives, responsibilities and authorities in service delivery management
processes, but for organizational processes looks for governance structures (e.g. mandated committees,
positions) with identified objectives, responsibilities and authorities.

The generic work product (GWP) indicators are sets of characteristics that are expected to be evident
in work products of generic types as a result of achievement of a process attribute. The generic work
products form the basis for the classification of the work products defined as process performance

8 © ISO/IEC 2016 - All rights reserved
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indicators. They represent basic types of work products that can be inputs to or outputs from all types
of process.

These three types of indicators help to establish objective evidence of the extent of achievement of
specified process attribute.

Due to the fact that level 1 capability of a process is only characterized by the measure of the extent to
which the process purpose is achieved, the process performance attribute (PA.1.1) has a single generic
practice indicator (GP.1.1.1). In order to support the assessment of PA.1.1, and to amplify the process
performance achievement analysis, additional process performance indicators are defined in the
fdrocess assessment model.

3.3.3 Process performance indicators (PPI)

here are two types of process performance indicators: base practice (BP) and work produjct (WP)
hdicators as identified in Figure 5. Process performance indicators relate té.individual processes
efined in the process dimension of the process assessment model and are chosen to explicitly|address
he achievement of the defined process outcomes.

o o =

wul

vidence of performance of the base practices and the presence of werk products with their gxpected
haracteristics provide objective evidence of the achievement of the:process outcomes.

Q

base practice is an activity that addresses the purpose ©f a particular process. Congistently
erforming the base practices associated with a process helps to consistently achieve the|process
urpose. A coherent set of base practices is associated with“each process in the process dimengion. The
ase practices are described at an abstract level, identifying “what” should be done without specifying
how.” Implementing the base practices of a process should achieve the basic outcomes that reflect the
rocess purpose. Base practices represent only thefirst step in building process capability, put they
epresent the unique, functional activities of theprocess, even if that performance is not systerpatic.

Nl o ulso o il

==

he performance of a process requires work products that are identifiable and usable in afhieving
he purpose of the process. In this ITES-BPO assessment model, each work product has a defined set
f example characteristics that can be tsed when reviewing the work product to assess the effective
erformance of a process. Work preduct characteristics can also be used to identify the corregponding
ork product that is used or produg¢ed by the organization being assessed.

<40 O o

lause 5 contains a complete description of the processes, including the base practices [and the
ssociated work productsiAnnex B described work product characteristics, with B.2 containing a list
f generic work products-and their characteristics and B.3 containing a list of process-specific work
roducts, with the generic work products for completeness, and their characteristics.

solileo NIl

Similar to the concept of modularity in object orientation, the shared characteristics of a group of work
droducts have’been extracted into a generic work product. An assessor should refer to both the specific
work produ€tand the generic work product in the PAM in the context of the actual specific work|product
when performing an assessment.

3.4, Measuring process capability

The process performance and process capability indicators in this ITES-BPO model give examples of
evidence that an assessor might obtain, or observe, in the performance of an assessment. The evidence
obtained in the assessment can be mapped onto the set of indicators to enable correlation between the
implemented process and the processes defined in this assessment model.

These indicators provide guidance for assessors in accumulating the necessary objective evidence to
support judgments of capability. They are not intended to be regarded as a mandatory set of checklists
to be followed.

An indicator is defined as an objective characteristic of a base practice or work product that supports
the judgment of the performance or capability of an implemented process. The assessment indicators
and their relationship to process performance and process capability are shown in Figure 6.

© ISO/IEC 2016 - All rights reserved 9
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Process attributes Process assessment indicators
Level 5 |, PA5.1Processinnovation ggs' ggs‘ gwgs
PA 5.2 Process Innovation implementation S, RS, S
g Level 4 PA 4.1 Process measurement ggs’ ggs’ ga}}js
g eve ™ PA 4.2 Process control $, ks, S
)
E Level 3 L PA 3.1 Process definition ggs' ggs‘ gwgs
': PA 3.2 Process deployment Sy RS, S
= PA Z.T Performance management GPsGRs-CWPs
= b :
g Levpl2 1= PA 2.2 Work product management GPs, GRs, GWPs
<
© Levpll [ PA1.1Process performance GPs, GRs, GWPs + BPs, WPs
Process capability Process performance
Level 0 fm Indicators Indicators
S
0,
000
o, ———1
&
Stijategic

enahjlement

| Relationship |

| Solution | I_Iil

| Transition in |%I

o
C
Sy |Serv1ce dehvery|
G

| Transition out |

Tactical
enablement

Operational
enablement

Figure 6 — Relationship of process assessment indicators with process capability indicators
and process performance indicators

observaple evidence «ollected during an assessment. All such evidence comes either from t
examindtion of work{product and/or from statements made by the performers and managers of t
processgs.

Assessment indicators are used to confirm that certain practices were performed, as shown EE

=)

The exigtencé of base practices, work products and work product characteristics provide evidence d
the perfprmance of the processes associated with them. Similarly, the existence of process capabilitly

indicators-prevides-evidence-ef processeapability:

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

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

10 © ISO/IEC 2016 - All rights reserved
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4 Processes and process performance indicators (level 1)

4.1 General

016(E)

This clause defines the processes and the associated process performance indicators within the process
assessment model. The processes in this model can be directly mapped to those defined in the process
reference model in ISO/IEC 30105-1.

The processes are classified (for the purpose of this process assessment model) into process categories

I
T

job)

T
a

N
ix

oS o O

FID EEINE ToYaWA & alalis Vot Wa¥ =it |
SLCUTITTOU/TLEG OU1UO= L.

s defined in ISO/IEC 30105-1.
or each process, the process assessment model further provides:

a set of base practices (BPs) defining the tasks and activities needed te‘\accomplish the
purpose and fulfill the process outcomes; each base practice is expligitly’associated to a
outcome;

) a number of work products (WPs) associated with each process.and related to one or mq
outcomes;

characteristics associated with each work products, as indicated in Annex B.

he base practices and work products constitute the set ofdndicators to assess process perform
particular process.

OTE The work products have a unique WP ID, a.detailed characteristic of these work products is
1 Annex B with the same WP ID.

documented assessment process and assessor judgment is needed to ensure that process
hpplication domain, business purpose,cdevelopment methodology, size of the organization
xplicitly considered when using this information. However, this list of work products shoul
onsidered as a checklist of what ea¢h organization should have but rather as an example and
oint for considering whether, given the context, the work products are necessary and contril
he intended purpose of the process.

.2 Base practices (BPs) and work products (WPs) for ITES-BPO lifecycle process

.2.1 Strategicenablement processes
here are twg processes under this category:
SEN1:Strategic planning and direction setting;

) SENZ2:Innovation management.

he individual processes are stated in terms of process name, process purpose and process outcomes

process
process

re of its

ance for

ndicated

context
etc) is
d not be
starting
uting to

es
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SEN1: Strategic planning and direction setting

ID

SEN1

Name

Strategic planning and direction setting

Purpose

The purpose of the SEN1 process is to define and share business objectives, strategies
and the organizational road map to achieve these business objectives.

As aresult of the successful implementation of this process:

a) business objectives, direction and strategies are defined and shared to the organ-

Outdomes

ization and relevant stakeholders;

s}

b) business objectives, direction and strategies are defined for service offerifigs o
the service provider;

c) implementation plans are defined to achieve business objectives, diréction and
strategies;

d) strategic roadmaps are developed within the constraints of the service provider
resources.

ID

SEN1

Base Practices

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

BP2. Cascade objectives across organization: Determine specific objectives at a busit
ness unit and department level in line withithe organization objectives. [Outcome b)]

BP3. Determine a road map and targets: Identify a specific road map, targets for
business lines, both for long term and near term. [Outcome c), d)]

Work products
Inputs Outputs
WP ID Name Qutcome WP ID Name Outcome

6.24 Market analysis report a) 3.39 Strategic plan a)

8.0¢ Customer objectives a) 8.19 Organizational objectives a)

2.0 Business case a), ¢ 3.09 Business plan a)

1.07 Stakeholder list b) 6.05 Business review report b), )
s1s Demrimeniunitinser 4
3.37 Roadmap d)

12 © ISO/IEC 2016 - All rights reserved
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SEN2: Innovation management

ID

SEN2

Name

Innovation management

Purpose

The purpose of the SEN2 process is to plan and implement programmes to make major
changes to business processes leading to significant benefits by deploying innovation.

As aresult of the successful implementation of this process:

a) aninnovation framework is created at an organization level;

Outcomes

b) a measurement framework is established;
c) adeployment strategy is defined at an organization and process level;

d) the major change (innovation) is executed and progress is monitored and r¢
against expected outcomes;

e) the customer organization is involved as appropriate;
f) progressis communicated to stakeholders;

g) theimpact of changes, issues and improvements on\innovation managemen
and measures is analysed and reported.

viewed

tpolicy

SEN2

Base Practices

BP1. Create innovation framework: Createan organization-level innovation framework
which provides guidance for deploymentand management of innovation. [Outcome a), g)]

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

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

BP4. Monitor innovation progress: Measure innovation using established measure-
ment framework at'periodic intervals. Monitor progress against expected ouftcomes.

[Outcome d)]

BP5. Commuhnicate progress and involve stakeholders: Communicate pjrogress
and involvé&stakeholders for bringing major change in the value chain. [Outcore e), f)]

rement

Work products
Inputs Outputs

WP ID Name Outcome WP ID Name Oufcome
3.39 Strategic plan a),b), g) 5.06 Innovation framework 4, g)
3.04 Budget ) 3.27 Innovation roadmap 3), g)
9.20 Innovation tracker c),d) 4.03 Innovation deployment b), d), d), e)

strategy
PI OgTI'dIIIIIE SOVETTIAIICE IIIIIUVdLiUIl IMEdSUITITICTIU
511 framework c), d) 6.22 dashboard b), d), €]
5.13 Ssgzggca:lngerﬁiogmtlon pro- d), e) 6.21 Innovation benefits report d), e)
3.14 Communication plan e), f) 9.20 Innovation tracker c),d)
9.05 Communication records f)

© ISO/IEC 2016 - All rights reserved
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4.2.2 Relationship processes

There are two processes under this category:

a) RLS1: Customer relations management;

b) RLSEZ:Supplier management.
ID RLS1
Name Customer relations management
The purpose of the RLS1 process is to identify and manage clistomer relations
Purpose including the management of customer requirements and customer expectation$
to improve the level of customer satisfaction.
As aresult of successful implementation of this process:
a) all customers, users and stakeholders are identified and defined;
b) customer requirements and expectations areidentified and reviewed and agreed
c) customer satisfaction is measured, analySed and communicated to relevant
stakeholders;
Outcomes
d) customer escalations and complaints are recorded, tracked and resolved;
e) updates, escalations, complaints, and actions taken are communicated to relf
evant stakeholders;
f) actions to improve custemer satisfaction are identified, recorded and tracked
until closure.
14 © ISO/IEC 2016 - All rights reserved
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ID

RLS1

BP1. Document relationship attributes: Identify cultural, market, loyalty and

beneficiaries attributes. Identify customer attributes. [Outcome a)]

BP2. Document customers and stakeholders: Record contacts and relationships
with the business, customers, users and stakeholders. A customer relationship
management system with details of contacts in the customer organization and
corresponding contacts in the service provider organization is maintained. [Out-

come a)]
BP3. Identify customer needs and expectations including communication
needs: Identify customer needs and expectations, and plan customeicommuni-
cations. [Outcome b)]
Base Practices BP4. Establish and measure customer satisfaction targets: Define measiirement
targets for achieving customer satisfaction. Collect data at @\defined intprval to
gauge customer satisfaction. [Outcome c)]
BP5. Communicate customer satisfaction results: Conimunicate resultf of cus-
tomer satisfaction measurement to stakeholders. [Qutcome c), €)]
BP6. Manage complaints, compliments and escalations: Log all complajnts and
compliments from existing information, customer feedback and service feviews.
Manage status, communication, escalations,and closure. [Outcome d), €)]
BP7. Identify and act on improvement'opportunities: Analyse customer satis-
faction results for improvement opportunities. Identify and select imprdvement
opportunities. Take action on sele¢ted improvement opportunities. [Outcome c), f)]
Work ‘products
Inputs Outputs
WP ID Name Outcome WP ID Name Oufcome
6.24 Market analysis report a) 9.13 Custo.mer relationship a)
repository
9.12 Customer feedback b), d), e) 8.07 Customer requirement b)
1.02 Contract b), f) 1.02 Contract ), f)
913 CusFomer relatioenship re- 9,d), ¢ 8.05 C.ustomer approved solu- b)
pository tion document
3.14 Communication plan ), e) 3.14 Communication plan b)
8.08 Cusgoer satisfaction meas- ), f) 9.05 Communication record ), €)
urement method
6.11 Custor_ner satisfaction C)
analysis
9.06 Complalr_lts and compli- d, ¢
ment action log
920 Improvement opportu- ), 1)
' nity record ’
© ISO/IEC 2016 - All rights reserved 15
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ID RLS2
Name Supplier management

The purpose of the RLS2 process is to select and manage suppliers to provide the

Purpose . . .
required service as per the requirements.

As a result of the successful implementation of this process:
a) suppliers are selected for specific products or services;

b) relationships between the service provider and suppliers are managed;

c) services to be provided are negotiated with each supplier;
d) roles and relationships between suppliers are determined;

Outconpes e) supplier obligations to meet service requirements, including security and prit
vacy standards, are monitored and managed;

f) supplier performance against agreed criteria is monitored and managed;

g) corrective and preventive actions are identified and tryacked to closure for
performance deviations;

h) service level requirements remain in line with overall committed customer
needs or are actively managed where not.

ID RLS2

BP1.Identify supplier nominations: Shortlist suppliers based on ability to deliver
business requirements and defined seryice'level agreements (SLAs). [Outcome a)

BP2.Undertake supplier selection: Determine the services to be provided, scope
timelines, cost and other business.parameters, and supplier selection criterial
Evaluate supplier.[Outcome a), b}]

BP3. Negotiate and agree services: Negotiate and agree on the price, service

Base Practices service levels, obligation$and governance. [Outcome b), c), h)]

BP4. Define roles and-responsibilities: Define roles and responsibilities for the
supplier and servicée provider organization. [Outcome b), d)]

BP5. Review.supplier performance: Review performance against committed
targets and obligations, security and privacy, and compliance. Seek remedial plan$
from suppliér for any non-performance. [Outcome e), f), g)]

Work products
Inputs Outputs

WP [D Name Outcome WP ID Name Outcome
8.3p Supplier selection criteria a) 1.09 Supplier shortlist a)
8.3¢ Supplier requirements a),b), c) 9.32 Supplier meet records b)
8.2 Proposat 9 627——>ubplier performancere-| 5 345

port

1.08 Supplier key contacts b) 8.32 Supplier contract c),d), f),h)
8.35 glub;l)l;:}cl::; roles and respon- b), 0, ) 8.35 gﬁgﬁiiiirsroles and respon- 9, d)
8.32 Supplier contract d), g) 9.11 ggtrif;fs“r‘gi:rrdpre"e““"e )
6.29 Supplier performancereport| e), f), g), h)
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4.2.3 Solution processes
There are two processes under this category:
a) SLN1: Solution development;

b) SLN2: Contract lifecycle management.

D OSLINL

Name Solution development

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

D
urpose . i1 s .
p customer requirements within known constraints.

As aresult of the successful implementation of this process:
a) customer requirements and known constraints arexdefined;

b) a project plan is developed for transition and-delivery of the requifed out-

sourced business processes;
Dutcomes . i . o _ .
c) solutions are identified for the transitionyand the delivery of servites that

meet agreed current and future business heeds;
d) customer success criteria are cleafly defined;

e) solutions are formally accepted by the customer.

D SLN1

BP1.Identify requirements-of services: Understand and record the requirements,
including the broader purpose, scope, timelines and components of process to be
outsourced. [Outcome.a), d)]

BP2. Develop a feasible solution(s): Develop feasible solutions based on the con-
straints and requirements of the customer. [Outcome b), c), d)]

BP3. Develop)knowledge transfer proposal: Define approach to understanding
processes. to be transitioned and to creating standard operating procedures and
training'manuals. [Outcome a), b), ¢]]

BP4..Define people mobilization and transfer proposal: Based on transaction
volumes, types of transaction and business cycles, determine appropriate hepadcount
t0 deliver the processes, including the ramp-up and ramp-down plan during transfer
of processes. [Outcome a), b), ¢]]

BP5. Define infrastructure proposal: Identify appropriate technology to perform
processes at the service provider’s organization. This encompasses technolpgy and
non-technology infrastructure, both to be transferred or any additional inffastruc-
ture required, including license transfer. [Outcome a), b), c)]

Base Praetices

BP6 Dafine trancsitionnrobnosail-Daofina nracace changac inm tha carygicn o I‘OVider‘
DO Dttt oIt O proposSar—1 e processS tHagesHene-5ervieep

operation, timelines for transfer of the process. Establish milestone reviews, esca-
lation process and project risk management. [Outcome b), c]]

BP7.Define service delivery proposal: Define processes and procedures required
to perform the processes for service delivery. [Qutcome a), b), c)]

BP8. Define plans for risk management, information security and business
continuity: Define plans for risk management, information security and business
continuity based on the service requirements identified. [Outcome a), c)]

BP9. Obtain formal acceptance of solution from the customer: Based on mutual
discussion, determine an optimum solution and achieve sign-off. [Outcome d), €)]

© ISO/IEC 2016 - All rights reserved 17
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
5.17 'gransmon methodology b), c), d) 8.07 Customer requirements a)
ocument
8.07 Customer requirement a), e) 3.22 Governance plan a)
6.32 Volume seasonality analysis b) 3.43 Transition plan b), c), d)
5.03 Current process maps c) 8.31 Solution proposal c)
101  |Stakeholder list d) g.o5  |Customerapprovedsolu-| 4
tion document
8.31 Solution proposal d), e) 8.09 Customer success criteria =)
ID SLN2
Name Contract lifecycle management
The purpose of the SLN2 process is to develop, agree and manage a contract includ}
Purpose ing mutually agreed terms and conditions against which\thé contracting partie$
perform their obligations.
As aresult of a successful implementation of this priocess:
a) goals and objectives of the contracting parties are aligned;
b) obligations of the contracting parties aré/agreed;
c) risks are clarified and agreed betweenythe contracting parties;
d) mutually satisfactory due diligence’is achieved;
Outcomes e) service level and customer satisfaction targets are agreed;
f) contracts are accepted and\signed by contracting parties;
g) contract changes are assessed, recorded, tracked and actioned;
h) expirations and renewals are assessed, recorded, tracked and actioned;
i) metrics are measured, alignment to all contracted targets assessed and correct
tive action putdn place to address any deviations.
ID SLN2
BP1.-Align objectives: Goals and objectives of contracting parties are aligned|
[Qutcome a), d)]
BP2. Define and monitor obligations: Define roles and responsibilities for the
contracting parties with obligations. Monitor delivery of obligations, tracking
corrective actions or invoking dispute resolution for deviations. [Outcome b), i)]
BP3. Establish allocation of risks: Identify risks and assign to the respective
parties [Outcome c)]

Base Practices

BP4. Agree service levels and targets: Customer satisfaction and SLAs are agreed
between contracting parties. [Outcome €)]

BP5. Assess performance: Define and agree measures, assess targets and imple-
ment corrective actions if required. [Outcome e), i)]

BP6. Manage contracts: Undertake contracted activities in compliance with the
relevant laws and regulations. Record, track and action contract change, expirations
and renewals. [Outcome f), g), h)]

18
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Work products
Inputs Outputs
WP ID Name Outcome |WPID Name Outcome
8.14 |Internal stakeholder requirements a) 8.06 |[Customer objectives a), i)
8.06 |Customer objectives a), d), i) 8.33 |Supplier objectives a), d)
6.10 |Contracts review report a),b),g),h),i)| 1.03 |Contractobligation mapping| a), b), d),e), i)
1.02 |Contract b) ,c), ) 9.30 |Risklog )
4-0+—Contractpotiey e 5988 Contractchangecontrot £51h)
9.30 |Risklog ) 1.02 |Contract fi), g} h)
8.33 |Supplier objectives a), d) 9.09 |Contract tracker £), g){ h)
9.09 |Contract tracker f),g), h) 9.10 |Contracts repository f), g)l h)

4.2.4 Transition in processes

There are six processes under this category:

d) TRN1: People mobilization;

h) TRN2: Infrastructure setup — technology;

d TRN3: Infrastructure setup — non-technology;
d) TRN4: Knowledge transfer;

g) TRNDS5: Service delivery planning;

f) TRNG6: Pilot implementation.

TRN1

Name

People mobilization

Purpose

The purpose of the TRN1 process is to mobilize the required number of people
with the‘required skills and experience to meet the identified service delivery
requirements and the transition timescales.

As aresult of the successful implementation of this process:

a) required human resource levels and skill sets are determined based o] agreed
solutions;

b) human resources are identified and recruited to meet requirements;
¢) human resources requirements mandated by the customer are verified;

d) induction activities are completed within the transition timescales;

al clill cate aftrancfore: racourcas ara varifiad:
SOttty T TrCooUtTrttoTOrc—Vv et

Outcomes

1
C—o%T < Or—trormrore TIT T

f) skill sets are enhanced to meet service delivery requirements;

g) continual professional development requirements are identified and assessed,
recorded, tracked and met;

h) transfer of employees is managed in line with relevant regulatory requirements;

i) delivery organization structures, roles and responsibilities and competencies
are defined and communicated;

j) people mobilization activities are accepted by the customer in accordance with
the acceptance criteria.
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ID

TRN1

Base Pj

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

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

BP3. Undertake resource selection: Select human resources from internal op-
tions. Comply with the regulatory requirements, acceptance criteria including but

ractices

not limited to required background verification. Customer selection for required
resources. [Outcome b), ¢}, d), €), h)]

BP4. Recruit resources: Initiate hiring of resources. Ensure availabilityof ref
sources is accepted by the customer in accordance with the acceptancetriterial.
[Outcome b), c), i)]

BP5. Develop and deliver induction: Define overall organizatiomand delivery-spet
cificinduction and communicate to ensure new employees understand the culturg
and processes. [Outcome d), h)]

BP6. Manage training needs: Establish and deploy training needs analysis, prot
cess training, customer culture training, domain and’other identified training.
Evaluate to ensure adequacy of knowledge and gkills. Maintenance of training
records. [Outcome d), e), f)]

BP7. Undertake continual professional development: Identify, plan and deliver
the continual professional development requirements for the resources, based on
the present and future roles expected to.be performed by the resources. Maintain
records of continual professional devélopment requirements (identified, planned
and delivered) for each resource.,[Outcome e), f)]

BP8. Design delivery organization: Roles, responsibilities, organization struct
tures, etc. are designed for.the delivery of specific services based on acceptanceg
criteria. [Outcomes i)]

BP9. Gain acceptance’of mobilized resources: Define acceptance criteria for
review and acceptance of people mobilization activities. Gain customer acceptance|
[Outcomes j)]

Work products

WP ID

Inputs Outputs

Name

Outcome

WP ID

Name

Outcome

8.0]

Customeér-approved solution
documerit

a)

3.34

Resource forecast

a)

3.34

Resource forecast

a), b), d), f)

1.04

Deployable resources list

b), ¢),d), e),
g)

3.43

Transition plan

a), d), h), i)

9.33

Training records

c),d), e), h)

2.05

Skills framework

a), b), ¢), ), f)

3.24

Induction programme

d)

6.28

Sourcing options report

b),g), h)

8.23

Role competencies

1.02

Contract

9,8)1)

2.06

Training material

3.25

Induction programme outline

d), ¢), h)

1.11

Training needs analysis

8.22

Regulatory requirements

g)

3.17

Continual professional
development plan

8.01

Acceptance criteria

j)

2.02

Delivery organization
chart
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016(E)

Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
9.05 Communication record h), j)
8.05 Acceptance criteria i)
9.14 Customer sign-off i),j)
B TRNZ
Name Infrastructure setup — technology
DUrpose The purpose of the TRN2 process is to set up the technology infrastfucture|to meet
p the service delivery requirements.
As a result of the successful implementation of this process:
a) technology infrastructure requirements, as appropriate, are identified, planned,
validated, tested and implemented in line with the service delivery requitements
and transition plan;
b) technology infrastructure requirements are implemented and configured in
Dutcomes line with security and compliance requirements, limiting access to authorized
persons based on role provisioning and authorization;
c) performance relating to the technelégy infrastructure is defined, mdasured,
reviewed, improved and reported;
d) technology infrastructure is agreed by the customer in accordance yith the
acceptance criteria.
D TRN2

Base Practices

BP1. Identify and validate technology requirements: Identify and val
technology requirements to meet service delivery needs, including secu
compliance. [Outcome a)]

BP2. Plan, configure and implement technology: Define plan for the r
technolegy-to ensure technology requirements are met. Configure and im
planned-technology. [Outcome b)]

BP3.)Integrate with customer technology: Establish seamless interfq
customer’s technology, with appropriate controls as identified. [Qutcome

BP4. Correct technology setup defects: Take action to correct defect]
technology setup in a timely manner. [Outcome b)]

BP5. Manage technology performance: Define and measure appropriate
related to technology performance. [Outcome b), c)]

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

date all
rity and

equired
blement

ce with
b)]
s in the

metrics

review

and acceptance of the technology. Gain customer acceptance. [Outcome d}]
Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
o Technology requirements
343 Transition plan a), b) 3.40 and fulfiliment plan a)
1.02  |Contract a),b), d) 8.13 Infrastructure technolo- b)
gy service definition
Technology requirements
3.40 and fulfillment plan a), b) 6.31 User acceptance report b)
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Work products

Inputs Outputs
WP ID Name Outcome WP ID Name Outcome

Security and compliance b)
requirements

8.26 6.26 Service acceptance report b)

Incident report/dash- 9
board

Security and compliance IT ) 697 Service performance
checKIist 7 Teport 7

8.24 Roles and responsibilities b) 6.17

8.2

6.2] Service performance report ) 9.14 Customer sign-off d)
8.11 IT SLA c),d) 8.01 Acceptance criteria d)

8.01 Acceptance criteria d)

ID TRN3
Name Infrastructure setup — non-technology

The purpose of the TRN3 process is to set up the non-techrology infrastructure

Pur : . .
urpose to meet the service delivery requirements.

As a result of the successful implementation of this process:

a) non-technology infrastructure requirements are identified in line with servic¢
delivery requirements and transition plan;

b) non-technology infrastructure is planned, selected and implemented in ling

with service delivery requirements;
Outcones i . ] o ) ]
c) non-technology infrastructure’is tested and validated in line with servicg

delivery requirements;
d) non-technology facilitie§ for special working arrangements are established

e) non-technology infrastructure is agreed by the customer in accordance with
the acceptance criteria.

ID TRN3

BP1.Identify and validate non-technology requirements: Identify and validatg
non-technelogy requirements (including physical security and time constraints
to meetservice delivery requirements. [Outcome a), c)]

B

>

BP2.Plan, select and set up non-technology requirements: Define a plan for thg
required non-technology to ensure non-technology requirements are met, including
lead times. Finalize the delivery location(s). Establish seats, desktops and phones|
Establish physical security (e.g. physical frisking, flap barriers, access-controlled
Base Practices delivery centers) and planned non-technology. [Outcome b)]

BP3: Identify and implement special infrastructure needs: Establish non-tech}
nn]ngy infrastructure for non-standard vvnrl(ing hours and other special requiret
ments (such as transport, canteen, medical, physical security requirements, access
control and other support services) based on process requirements.[Outcome d)]

BP4: Gain acceptance of non-technology: Establish the process for formal accept-
ance, including definition of non-technology acceptance criteria and monitoring
for consistent achievement. Gain customer acceptance. [Outcome €)]
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c) required knowledge assets are created;

Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
Non-technology
1.02 Contract a), b),d) 3.30 requirements and ful- a), b)
fillment plan
o Office facilities inven-
3.43 Transition plan a),b), ), d) 2.04 tory c),d)
Non-technology ; :
3.30 requirements and fulfill- a), ¢ 5.09 Physical security c), d)
controls procedure
ment plan
8.26 Secu'rlty and compliance 2,9 8.18 Non-standqrd warkirng d)
requlrements hours requlrement
3.20 Facilities plan c) 9.14 Customer sign-off e)
8.18 }l\llon-stand'ard working d) 8.01 Acceptance criteria e)
ours requlrement
8.01 Acceptance criteria e)
D TRN4
Name Knowledge transfer
The purpose of the TRN4 process isto ensure the knowledge of business process,
Purpose operations and information gets transferred between the customer’s orgahization
or current service provider and.the new service provider.
As a result of the successful.implementation of this process:
a) the scope of required\knowledge is identified;
b) knowledge transfer plan is defined;
Dutcomes

d) human reséurces attain required knowledge to deliver the service;

e) knowledge transfer completion is agreed by the customer and the|service
provider in accordance with the acceptance criteria.
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ID

TRN4

BP1. Identify knowledge transfer scope: Identify the knowledge transfer re-
quirements, including the processes, specific teams and locations and knowledge
management objectives. [Outcome a)]

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

Base Pj

ractices

BP3. Create knowledge assets: Obtain or produce process knowledge asset$
during knowledge acquisition, such as process maps, presentations, videgs, etq
Retain knowledge assets with a mechanism to update. Manage and update th¢
knowledge assets continually, based on changing customer requirergnts and
processes. [Outcome c)]

BP4. Acquire knowledge: Acquire knowledge to understand implemented prot}
cess complexity, customer impact, current methods, tools, transfer procedures
cultural and other implications. Deploy detailed data collectionplan to understand
process characteristics. Track all practice cases based onthé€ knowledge transfer
plan. [Outcome d)]

BP5. Transfer knowledge to identified employees: Transfer knowledge to the
mobilized teams using the knowledge assets created by the initial core teams whg
undertook knowledge acquisition. [Outcomedj]

BP6. Develop assessment mechanisms for‘acceptance: Determine and establish
assessment mechanisms to assess theccompleteness of the knowledge acquired,
Assessment mechanisms can includecontextual practical exercises depending on
the process area. Gain formal acceptance from customers based on assessment
results against acceptance criteria. [Outcome d), e)]

Werk products

WP

Inputs Outputs

Name Outcome WP ID Name Outcome

1.0’

Contract a)

8.23 Role competencies a)

3.31

| Resource forecast

a) 3.29 Knowledge transfer plan b)

2.02

Delivery organization chart

332 Process documentation b)

a), b) plan

3.4]

Transition plan

Process maps and

5.10
procedures

a), b) )

5.01

As-is procéss documentation

a),b), c),d) 9.22 Knowledge asset )

6.11

Délivery
assessment report

Trained and skilled
resources list

capability

e) 1.10 d)

8.01

Acceptance criteria

e) 2.06 Training material d)

.

A "o rikaiio
ll\—\,\,l)l—ﬂll\’\' CrIiteria \4)

Customer sign-off e)
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ID TRN5
Name Service delivery planning
The purpose of the TRN5 process is to establish an operational delivery and
Purpose ; .
governance plan for service delivery.
As aresult of the successful implementation of this process:
a) human resource management is planned and established;
b) business process management is planned and established;
¢) infrastructure — technology is planned and established;
d) infrastructure— non-technology is planned and established;
Dutcomes e) financial, operations, risk, business continuity, security, compliance fand im-
provement plans are established;
f) metrics and measurement systems are established;
g) communication and governance mechanisms areestablished to provile mon-
itoring, review, joint decision-making and issue résolution;
h) service delivery plan is agreed by the customer in accordance with the ac-
ceptance criteria.
D TRN5
BP1. Plan operations: Establish an‘approach for scheduling, allocation off opera-
tional activities and responsibilities. [Outcome a), b), c), d), €)]
BP2. Establish measurementand reporting: Establish metrics and meashulrement
systems to monitor, report dnd act on the process performance, including ciistomer
feedback and corrective;actions. [Outcome f)]
Base Practices BP3. Establish communications plan and governance framework: Establish
steady state governance and ongoing communication channels to review, report
and publish performance to stakeholders. [Outcome g)]
BP4. Achieve service delivery plan sign-off: Ensure service delivery plan is in
line with the acceptance criteria, meet the service delivery requirements and is
signed\off by all stakeholders and customers. [Outcome h)]
Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Oytcome
3.43 Transition plan a), b),e)c), d), 3.38 Service delivery plan a), b)é)c)’ d),
8.05 Customer approved solution| a), b), c), d), 5.08 Measurement systems f)
document e), f)
322 Goeverpaneceplan &3 565 Governaneeframework g)
8.30 Service readiness checklist a), 2))’ (l?)' d), 3.14 Communication plan g)
Service readiness| a),b),c),d),
1.02 Contract f), g), h) 8.30 checklist o), h)
8.01 Acceptance criteria h) 9.14 Customer sign-off h)
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ID

TRN6

Name

Pilot implementation

Purpose

The purpose of the TRN6 process is to verify the solution design in a safe environ-
ment before deployment of a full-scale service delivery solution.

As aresult of the successful implementation of this process:
a) apilot plan and pilot success criteria are defined;

b) human resource management and knowledge transfer is tested;

Outcomes

c) business process management is tested;
d) infrastructure is tested;
e) infrastructure — non-technology is tested;

f) financials, operations, risk, security, compliance, change, issue,improvement
plans are tested;

g) business continuity plans are tested;

h) operations are tested;

i) piloted service level performance and volumes arévetified;

j) customer feedback is recorded and corrective actions are tracked to closure;

k) pilot completion and new or changed service deployment are agreed by th¢
service provider in accordance with the ac€eptance criteria.
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ID TRN 6:

BP1. Develop pilot plan: Develop pilot plan with details on the process/sub-process,
duration, volumes to be tested, resources required and success criteria. [Outcome a)]

BP2. Test risk, business continuity: Establish and implement the processes to
ensure risk and business continuity of the outsourced process are tested in a pilot
environment. Feedback is recorded, communicated to stakeholders, resolved and
incorporated in service delivery planning. [Outcome b), f), j)]

BP3. Test infrastructure readiness: Establish and implement processes to ensure
both technology and non-technology infrastructure of the outsourced profess are
tested in a pilot environment. Feedback is recorded, communicated to stakeholders,
resolved and incorporated in service delivery planning. [Outcome@);{), j)[|

BP4. Verify knowledge transfer: Establish and implement procésses td ensure
knowledge of the team performing the outsourced processyis tested in a pilot
environment. Feedback is recorded, communicated to stakeholders, resolyved and

incorporated in service delivery planning. [Outcome d), f), )]
Base Practices
BP5. Verify capacity and service performance levels: Establish and implement

processes to ensure volumetric and quality of-performance of the out$ourced
process is tested in a pilot environment. Feedback is recorded, communi¢ated to
stakeholders, resolved and incorporated in service delivery planning. fariance
between quality checks done by the service'provider and customer are tragked and
reported. Calibrate to ensure service quality levels are consistent. [Outcomele), f), j)]

BP6. Assess service delivery readiness: Summarize conclusions from al] testing
and other learnings from pilot. Identify any further potential changes or ifnprove-
ments for execution during sepyice delivery. [Outcome b), c), d), e), f), g), ), )]

BP7. Achieve pilot sign-off:-Establish the process for formal pilot evaluation and
acceptance against acceptance criteria. Achieve sign-off. [Outcome j), k)]

BP8. Achieve transition sign-off: Ensure all transition milestones and deliyerables
are completed and'acceptance criteria approved and signed off by all stakgholders
and customers([Outcome k)]

Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Oytcome
a), b), o),
8.07 Customer requirement a) 3.31 Pilot plan d), p), ), g),
h), i)
8.27 SLA a), h) 6.25 Pilot report b),F), d), e)
. b), ), d), e),
1R Contract a), 1) 3.38 Service delivery plan | f), ), h), i)
. a), b), o),
aQc Customer approved solution ) )P) )F),)g) 919 b), £), (;1)’ g),
document h), i) Customer feedback fJ.8), h). 1)
. b), c), d), e), Corrective or preventive | b), c), d), e),
3.43 Transition plan 0. g), 1), 1) 9.11 actions record f), g), ), i)
8.01 Acceptance criteria i) K) 9.30 Risk log f)
Business continuity
6.02 testreport g)
8.01 Acceptance criteria i), k)
9.35 Transition sign-off k)
9.28 Pilot sign-off i) K
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4.2.5 Service delivery processes

There are four processes under this category:

a) SDLI: Service delivery execution;

b) SDL2: Service delivery reporting;

c) SDL3: Service level management;

d) SD - Business process mnnngnmnhf
ID SDL1
Name Service delivery execution

Purposde

S

The purpose of the SDL1 process is to manage, operate and control the ongoing
service delivery to achieve the desired performance levels.

p

Outcomes

As a result of successful implementation of this process:

a) roles and responsibilities for delivering services areumaintained and assigned
b) daily operations are controlled;

c) service delivery is monitored against the operational performance targets;
d) governance framework is implemented;

e) performance of daily operations cominunicated to relevant stakeholders;

f) service delivery plans are reviewedand maintained in line with service change$
and customer feedback.

ID

SDL1

Base Practices

BP1.Schedule humanresources: Schedule the available human resources based
on the incoming volumeé/transaction forecast. [Outcome a), c)]

BP2. Assign and train roles to required competency levels: Train the deployed
human resourees in line with the required skills and knowledge for each role and
activity. Monitor delivery against required performance and identify training
needs. [Quteome a), c}]

BP3.Schiedule operations: Deploy a structured approach for scheduling, allocation
of 6perational activities and responsibilities. [Outcome b), ¢]]

BP4. Monitor operations: Monitor operational performance and identify perfor
mance variations and target gaps. [Outcome cJ]

BP5. Establish communications plan and governance framework: Establish
steady state governance and ongoing communication channels to review, repor{
and publish performance to stakeholders. [Outcome c), d), e), f)]

BP6. Update service delivery plan: Ensure changes and feedback are recorded,
communicated to stakeholders, resolved and incorporated in service delivery
planning. [Outcome f)]
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
Deployable resources
3.38 Service delivery plan b)), f) 1.04 list a)
2.05 Skills framework a) 9.33 Training records a)
2.06 Training material a) 1.11 Training needs analysis a)
5 Service performance NN RPN Delivery organization a)
0-27 targets ) “ue chart
3.45 Work schedule b) 3.45 Work schedule b)
5.08 Measurement systems ) 8.24 R.o.le.s and responsi- a)
bilities
5.05 Governance framework d) 9.11 Corrective.oupreven-| ) 4
tive actiéns record
6.27 Service performancereport| c), d), e) 5.05 Governance framework d)
3.14 Communication plan e) 3.14 Gommunication plan e)
9.03 Change request records f) 9.05 Communicationrecords e)
9.12 Customer feedback f) 3.38 Service delivery plan f)
ID SDL2
Name Service delivery reporting
The purpose of the SDL2 processis'to produce timely and accurate servicefreports
Purpose . > . .
to support effective communication and decision making.
As aresult of the successful implementation of this process:
a) the service delivergreporting needs are identified;
b) service delivery reports are produced according to the service report
requirements;
Outcomes

c) service delivery reports are communicated to relevant stakeholders;
d) imprevement actions are identified and reported;

e) rservice delivery reports are reviewed and maintained in line with|service

changes and customer feedback.

SDL2

Base Practices

BP1. Define the reporting mechanism: Define the templates and forr
reporting performance and metrics, review and maintain. [Outcome a), €]

BP2. Plan reporting: Define the types of reports, frequency of report
relevant stakeholders to receive the reports. [Outcome a)]

nats for
]

ing and

BP2 Calloact data and dictributo roanaowt. Collact dafinnd do4 o v\vnd!!r‘r\

defined

DT U7 CUNIIT T tata o TIiothNIoatC T CpPUT G oot at Tt totd, proaacT

reports and communicate reports to stakeholders. [Outcome b), c]]

BP4: Identify and record improvements: Analyse data and reports to
improvements and record. [Outcome d)]

identify
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
. . Service performance
3.38 Service delivery plan a) 1.06 report templates a),b), e)
Service performance
1.02 Contract a) 6.27 report b). €)
8.28 Service performance a) h) e) 908 Communication record A d)
reportng requirements T 7
. Improvement
D
8.29 Service performance targets b), ¢ 9.19 opportunity record d)
5.08 Measurement systems b), )
3.14 Communication plan c),d)

ID SDL3

Name Service level management
The purpose of the SDL3 process is to ensure that the agreed service level targets

Purposde
are met.

As a result of the successful implementation of thisprocess:

a) services and dependencies are identified;

b) service level targets and workload characteristics for services are defined in SLAS
c) services are monitored against SLAs;

Outcomes . . . . . . i
d) corrective and preventive actionis:are identified and tracked to closure in orde
to avoid or correct for service level'performance deviations;

e) service level performance against service level targets is communicated tg
stakeholders;
f) requested changestd-service requirements are recorded, reported and processed,

ID SDL3

BP1. Defineimeasurable service level targets: Identify and agree service, service

level targets, dependencies and workload characteristics in line with the contract]

[Outcome a), b)]

BP2)Identify deviations to SLA: Monitor service levels against the target, identify

deviations where SLA is missed. [Outcome c)]

BP3. Identify and take corrective and preventive actions: Analyse deviation$
- to the agreed SLAs, determine corrective and preventive actions and implement

Base Practices .
the actions. [Outcome d)]
BP4. Communicate adherence and actions taken: Communicate SLA performanceg

and actions taken for deviations to the stakeholders. [Outcome d), €)]

BP5. Maintain and communicate modifications to service levels: Review
requested changes to the service, service levels targets, dependencies and workload
characteristics to ensure all changes required to the SLAs are evaluated. Define,
agree on and communicate changes in the SLAs. [Outcome a), b), f)]
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
3.38 Service delivery plan a),b), c) 8.27 SLA a), b), )
1.02 Contract a), b) 6.27 Service performance ), e)
report
5.08 Measurement systems b), ¢) 9.11 Cor_rectlve orpreventive d)
actions record
Improvement
8.27 9 919 opportunity record 4) ¢)
6.27 Service performancereport| c),d), e) 9.05 Communication record ¢),f)
3.14 Communication plan e)
D SDL4
Name Business process management
The purpose of the SDL4 process is to manage deliveryof business processes,|aligned
DUrpose to customer requirements and related external requirements, leading to condistency,
p reliability, quality, efficiency, effectiveness, contintial improvement and regulatory
compliance.
As a result of the successful implementatiotfof this process:
a) business processes are defined and{implemented in accordance with clistomer
requirements;
b) business process objectives.afid service delivery objectives are aligned;
D
rocess c) performance of business_processes is monitored, reviewed, controlled;
Dutcomes

d) corrective actions are\taken when necessary and tracked to closure;

e) business processes:perform in alignment with service level and custom
faction targets;

f) business process performance is communicated to stakeholders.

br satis-
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ID SDL4

BP1. Define process mission: Develop process mission based on the expected business
outcome for the outsourced business process. [Outcome a), b)]

BP2.Document customer requirements: Discuss and finalize the specific expectations
from the customer at different levels. Integrate customer requirements into business
processes and targets.[Outcome a)]

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

BP4. Define implementation approach: Document deployment charts, process steps
and responsibility for implementation. [Outcome a), b)]

BP5. Assess the status and performance of business processes: Review the busit
ness process performance to ensure the process objectives are achieved:yEngage in
regular performance reviews and discussions with the responsible parties to discus$
performance against committed targets and obligations. Seek remedial plans for any

. non-performance. [Outcome c)]
Base Practices . . .
BP6. Monitor business process execution: Execute process\niaps and procedures t

delivery service. Monitor operational performance and identify performance variation$
and deviations against targets. [Outcome c), d)]

BP7. Identify and take corrective and preventiye‘actions: Analyse deviations tq
agreed targets, determine corrective and preventive actions and implement the ac}
tions. [Outcome d)]

BP8. Communicate adherence and actions taken: Communicate performance tq
targets and actions taken for deviations to,the stakeholders. [Outcome f)]

BP9. Maintain and communicate modifications to targets and processes: Review
requested changes to the service leyeland customer satisfaction targets and processes
to ensure all changes required te'the processes are evaluated. Define, agree and com}
municate changes in the processes. [Outcome a), b), f)]

BP10. Review and update processes: Review and update processes periodically, a$
agreed with customers. [Qutcome d), e), f)]

Work products
Inputs Outputs
WHID Name Outcome WP ID Name Outcome

Standard operating

8.92 Busingss process objectives a) 516 procedures a),b), )

8.07 Gustomer requirements a) 5.10 Process maps and a),b), c)
procedures

3.82 Process documentation plan a) 6.27 Service performance b), e), f)
report

3.38 S Tl T 5 9T Corrective nrprnvpnﬁvn il

. ervice delivery plan a), b), c) . actions record c),d)

5.08 Measurement systems ) 9.19 [mpr ovement d), e)
opportunity record

6.27 Service performance report ), e) 6.04 Business performance e), )
reports

Business performance re-
6.04 ports d), e), f) 9.05 Communication record f)
9.12 Customer feedback d), e), f)
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
1.02 Contract e)
6.11 grlllaslgl(;ir;ler satisfaction o), )
3.14 Communication plan f)

4.2.6 Transition out process
There is one process under this category:

a) TRO1: Transition out.

TRO1

Name

Transition out

Purpose

The purpose of the TRO1 process is to transferthe services, in part or full, to
service provider or back to the customer to‘meet defined business requi
and contractual commitments.

another
ements

Dutcomes

As aresult of the successful implementation of this process:
a) requirements and known constraints are defined;

b) project plans for the transitioning out of the identified business proce
defined;

c) modified service delivery plans are formally accepted by the custome
d) customer success criteria are clearly defined;

e) knowledge jsitransferred;

f) people, technology, non-technology assets are transferred or transitioned as

defined in'the contract;
g) process interfaces are assessed and redefined;

h) ““service performance is maintained to agreed levels during
transition out;

i) transition out progress is communicated to relevant stakeholders;

j) transition outis agreed by the customer, and both the incumbent and j
vice provider in accordance with the acceptance criteria.

BSes are

service

lEW Ser-
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ID

TRO1

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

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

BP3. Establish transition out governance structure: Establish a governance

Base Practices

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

BP4. Define ramp-down plan: Develop ramp-down plan with financial- reports
and measures to reduce the volume and infrastructure supported by the’current
provider in a phased manner. [Outcome e), f), g)]

BP5. Define knowledge transfer out plan: Develop plan for transfer out of the
applicable standard operating procedures with transferred yoles'and responsibil}
ities, training materials and manuals created. [Outcome e)]

BP6. Define resource redeployment plan: Develop.fedeployment plan, in ling
with relevant regulatory and customer contractual requirements, to appropriately
reallocate resources (with maintained knowledge, skills and continuing professional
development) into new roles and responsibilities. Release resources through the
transition out processes in line with redepleyment plan. [Outcome f)]

4

BP7. Define assets transfer and disposal plan: Develop plan for transfer out of
sale/release of any identified assets or ds'defined in the contract, such as buildings
and furniture. [Outcome g)]

BP8. Establish communicationplan: Establish plan and mechanisms to commut
nicate to stakeholders the progress of transition and address issues. [Outcome i)

BP9. Undertake transitiomout: Execute transition out activities aligned with the
transition out plans. Menitor and report progress with corrective actions for any
deviations. [Outcomerhj, j)]

BP10. Achieve acceptance of transition out: Define acceptance criteria and ob}
tain formal aceeptance of transition out completion from customer [Outcome c), j)

Work products
Inputs Outputs
WHID Name Outcome WP ID Name Outcome
7.01 TransSition out request a), b), 1) 3.42 Transition out plan a), b), 1)
1.])2 Contract C)’h()j)]f)f)’ 1.02 Contract a), b), f)
8.01 Acceptance criteria c),d),j) 9.14 Customer sign-off c),d),j)
1. 7 utanchu}dcn }lbt C), f) 8.01 A\,LCIJ‘I:C[IILC A>3 § ltCl xa L), d), J)
9.23 Knowledge repository e), g) 3.01 Asset transfer plan d), f), g)
9.22 Knowledge assets e), g) 3.29 Knowledge transfer plan e)
3.42 Transition out plan e), f),g), h) 3.33 Ramp down plan e), f),g), h)
. Service performance
1.04 Deployable resources list f), g) 6.27 report g)
9.05 Communication record i)
3.14 Communication plan i),j)
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4.2.7 Tactical enablement processes

There are eight processes under this category:

a) TEN1: Management review;

b) TEN2: Financial management;

c¢) TEN3: Change management;

1 _TENA4: Knowledoge management:
J O O T

¢) TENS: Business continuity management;
f) TENG6: Audit management;

g) TEN7: Risk management;

H) TENS: Continual improvement.

TEN1: Management review

016(E)

Name

Management review

Context

This process covers managements’ periodic repiew of business performande of the

outsourced service. The review will consider progress against the business |

business objectives with respect to each element of the business including the cistomer
relationship, process, human resources, infrastructure, technology, risks, fimancials

and general contractual terms. This'may lead to improved customer satisfacf
organizational efficiency and effectiveness.

lan and

ion and

Purpose

The purpose of the TEN1 process is to assess the business performance of the out-

sourced service provider and*to identify potential improvements.

Outcomes

As aresult of successful implementation of this process:
a) the objectives of thé review are established;

b) the status and performance against the business plan, identified activity or
are assessed;

c) risksproblems and opportunities for improvement are identified and red
d) rewview results are communicated to relevant stakeholders;

e)Caction items resulting from reviews are tracked to closure.

process

orded;

TEN1

BP1. Establish review objectives: Identify and agree objectives for financial
customer, supplier and other factors for review. [Outcome a)]

BP2. Assess the status and performance of an activity or process: Revie}

people,

v of the
rection

ITES-BPO service provider’s performance by top management to ensure the d

Base Practices

and derived strategy is followed. [Outcome b)]

BP3. Identify risks, problems and opportunities for improvement: Assess oppor-
tunities for improvement and the need for changes to the direction of the policy and
objectives. Record the results of management reviews, concerns and actions. [Outcome c)]

BP4. Communicate review results to stakeholders: Communicate the results and

actions to stakeholders when appropriate. [Outcome d)]

BP5. Track action items resulting from reviews to closure: Follow up the id

actions for completion, course corrections and changes. Record implemented improve-

ment opportunities. [Outcome e)]

entified
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
3.39 Strategic plan a), b) 8.17 Management review ob- a)
jectives
3.09 Business plan a), b) 9.24 x)?réagement reviewre- b)
8.19 Organizational objectives a), b) 9.30 Risk log )
6.0] Business review report a), b) 9.19 Ir_nprovement opportu- )
nity record
Department/unitimplemen- -
3.18 . a),b) 9.05 Communication record d)
tation plans
3.37 Roadmap a),b) 9.18 Improvement log e)
6.1 Cu.stomer satisfaction anal- a), b)
ysis
6.29 Supplier performance report a), b)
6.27 Service performance report a),b)
9.3 Risk log c)
9.1¢ Improvement opportunity J
record
9.0] Communication record d)
9.1% Improvement log e)
ID TEN2
Name Financial management

s}

The purpose of the TEN2 process’is to acquire and sustain the appropriate level o
Purposge funding to design, develop and-deliver services that meet the strategy of the organit
zation and agreed customerrequirements.

As aresult of the succéssful implementation of this process:

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

b) the funds'required to provide the services are obtained;

Outconhes c) pricing, costs and incomes are monitored and reported to stakeholders;
d)“<he relationship between cost and incomes and their variance is identified;
e)’ the costs of service provision are recovered;

f) clear and justifiable invoices are produced;

g) the impact of changes, issues and improvements on financial policy and measures
is analysed and reported.
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ID

TEN2

BP1. Define approach for cost recovery and revenue: Determine cost recovery
terms and methods and profitability targets for the organization and specific units in
accordance with organization strategy and customer requirements. [Outcome a), b), g)]

BP2. Establish service costs: Determine cost of design, development and delivery of
services. Communicate to stakeholders. [Outcome a)]

BP3. Build financial plan and secure budget approval: Develop the finance plan
based on previous cost-revenue analysis and secure required approvals. [Outcome b)]

g) unsuccessful changes are reversed or remedied;

Base Practices |BP4. Review income and expenditure: Review income, expenditurejrpvenue,
profitability and costs and identify any changes required. [Outcome d)]
BP5. Report on financials: Publish profit, loss, assets, liabilities, cash flow, fevenue
sources, business reinvestment and costs to stakeholders. [Outcofm€ c), f)]
BP6. Recover costs of service provision: Recover costs orill for service. Manage
any disputed costs. [Outcome €)]
BP7. Adjust financial plan: Update the financial platvbased on changes ffom the
cost-revenue analysis. [Outcome b), d), )]
Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Ofitcome
6.03 Business demand report a) 9.05 Communication records a), g)
6.16 Financial reports a), ), g) 3;21 Financial plan a),|b), c), g)
1.02 Contract a), d) 3.04 Budget b)
6.15 Financial data b)é)c)’f)d)’ 6.16 Financial reports d)
9.16 Disputed invoice record e)-f) 9.17 Escalated issues log d), e)
6.30 Unpaid invoices/aged debt. 0,0 1.05 Invoice &, 0
report
9.19 Improvement opportunity record e)
9.29 Revenue received record e)
D TEN3
Name Change management
L The purpose of the TEN3 process is to ensure all changes are assessed, agproved,
urpose . : X
implemented and reviewed in a controlled manner.
As aresult of successful implementation of this process:
a) change requests are recorded classified, and prioritized;
h) r‘hnngn requests are assessed ncing defined criteria;
c) change requests are approved before changes are developed and deployed;
d) animplementation schedule of changes and releases is established;
Outcomes

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

f) approved changes are developed, tested, implemented and reviewed for success;

h) theimpact of changes, issues and improvements on change management policy
and measures is analysed and reported.
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ID

TEN3

BP1. Define classification criteria, assessment and approval mechanism:
Define classification criteria, assessment and approval mechanism for changes.
[Outcome a), h)]

BP2. Record and classify changes: Record and classify all changes in the change
log following the defined process. [Outcome a), h)]

BP3. Assess the impact of the change: Assess the process, technical, business, risk,
financial, contractual, regulatory, legislative impacts of the change. [Outcome b)

Base Practices

BP4. Approve the change: Make informed decisions on change approval, based
on the assessment to ensure minimum negative impact. [Outcome c)]

BP5. Schedule and communicate changes: Establish a schedule 6f change
containing details of the approved changes and deployment dates. Communicate
the schedule of changes to stakeholders. [Outcome d), €)]

BP6. Develop the change: Develop the change and test priobto deployment,
Verify the impact of the change and readiness to deploy basédon the test results}
[Outcome f)]

BP7. Evaluate the change: Evaluate that the implemerted change delivers the¢
desired results and identify unsuccessful changes.¢[Outcome f)]

BP8. Remedy unsuccessful change: Investigdte unsuccessful changes and take
corrective actions. [Outcome g)]

Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
9.01 Change request records a), d) 9.02 Change log a)
9.0 Change log a) 9.03 Change requestrecords|a), b), c), f), h
8.03 Change policy a), b)ye), h) 9.08 Contract change control c)
3.13 Change/release schedule d), e) 3.12 theilr'lciiiglrlli:ﬁaa:g imple- d), f),h)
3.14 Communication plan e) 9.05 Communication record e)
3.17 Sﬁgﬁeplf;ﬂd and imglejrien- f),g),h) 9.04 Change test results f)
3.11 Change back®out plan g) 911 ggtril;)erf trlgfoorrdzreventwe g)
ID TEN4
Name Knowledge management
Purp05|e The purpose of the TEN4 process is to create, disseminate and leverage knowledge
and intellectual property based on the contract with the customer
As aresult of the successful implementation of this process:
a) knowledge assets are identified, classified, maintained and controlled;
b) knowledge assets are verified and agreed by the stakeholders, in accordance
with acceptance criteria;
Outcomes c) business process knowledge and delivery capabilities are assessed and identified
gaps addressed to meet service delivery requirements;
d) knowledge assets are available and used through the service lifecycle;
e) the impact of changes, issues and improvements on knowledge management
policy and measures is analysed and reported.
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ID

TEN4

BP1.Identify needs for knowledge management: Identify knowledge management
requirements and maintain objectives for knowledge management. [Outcome a), €)]

BP2. Maintain knowledge assets: Create and maintain knowledge assets and
ensure they are classified, available, up to date and controlled. [Outcome a), )]

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

ace-PRuaaciicac
BP4. Assess business process knowledge gaps and identify and,implement
actions to address gaps. [Outcome c)]
BP5. Create a knowledge repository and ensure availability through service
lifecycle: Create a knowledge repository based on learnings, wiorkshops, sfandard
procedures, projects, services, experience, innovation, gapsidentified, etc| Ensure
it can be used and referenced by identified stakeholders,with appropriatg access
controls. [Outcome b), ¢), d)]
Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Oufcome
4.04 Knowledge policy a), e) 922 Knowledge asset a),b)|c),d), e)
3.28 Knowledge management plan a), b) 3.28 glr; cr)lwledge management )
9.22 Knowledge asset a), b), c), d) 9.33 Training records q), d)
1.07 Stakeholder list b) 3.28 Knowledge transfer plan d), d)
D TENS
Name Business continuity planning
L The purpose of‘the TENS process is to ensure continuity of business sgrvices,
urpose duri . . .
uring and after disruptions to agreed service levels.
As a result of the successful implementation of this process:
a) (business continuity requirements and plans are defined;
b) disaster recovery plans are defined;
c) preventive measures to avoid invocation of continuity measures, irfcluding
facilities and work environment controls are identified;
d) alternative means of operation of critical processes are defined and invoked,
when needed;
e) risk or potential disruptions in business continuity is analysed and mirlimized;
Dutcomes
F) event status npr‘qt‘nc on dicrnp‘l’ir\n and alternate means of npnrnfions are
communicated to relevant stakeholders;
g) agreed business continuity service levels are maintained during disruption
and normal service levels are returned to after disruption;
h) business continuity plans and disaster recovery plans are regularly tested;
i) continuity measures and plans are communicated to stakeholders;
j) theimpactof changes, issues and improvements on continuity policy and meas-
ures is analysed and reported.
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ID

TENS5

BP1. Define business continuity requirements and plan: Define business
continuity requirements and business continuity plan (BCP) in line with the con-
tractual requirements. Update with changes to:

— staffing, including specialized technical resources;
— important customers;

— suppliers/authorities;

Base Practices

— organization structure changes;
— alternative site for business continuity recovery. [Outcome a), j)]

BP2. Define disaster recovery plan: Establish disaster recovery plan basedon the¢
customer contractual and the service provider organization’s requiremefits to ensure
business process operability to agreed continuity levels of servicex[OQutcome b)]

BP3. Define and implement preventive measures: Identify,)plan and implef
ment preventive measures to avoid invocation of continuitylmeasures, including
datacenter controls. [Outcome c)]

BP4. Establish critical recovery procedures: Establish plans to ensure thag
critical functions and alternate means of operating tliem are documented. [Outt
come d)]

BP5. Analyse events disrupting business‘continuity and risks to business$
continuity: Analyse disruptions and risks{to business continuity. Identify and
implement preventive or mitigating measures. [Outcome e), g)]

BP6. Maintain service levels: Mairtain agreed service levels by implementing
business continuity and disaster recovery plans during disruption and return tq
normal service levels post-dispuption. [Outcome g)]

BP7. Define communications plan: Establish a plan for communication of the
status of business contintiity events to stakeholders. [Outcome f), i)]

BP8. Validate business continuity plan: Establish and implement a cycle for
testing of a business continuity plan as defined by organization, at a minimunp
biannual or annual. [Outcome h)]

BP9. Raise employee awareness: Establish effective awareness programme for
employees-on the business continuity plans and measures. [Outcome i)]

Work products
Inputs Outputs
WP D Name Outcome WP ID Name Outcome
5.10 Rrecess maps and procedures a),j) 3.06 Business continuity plan a),e),j)
Business continuity main-
1.0’ Contract a),b) 3.05 tenance schedule a), b)
: . a), b), ¢),d), Business continuity test
2.02 Delivery organization chart ), h) 3.07 schedule a), b)
2.04 Office facilities inventory |a), b), d), e), g) 3.14 Communication plan b), f), 1)
. - Recovery process and
3.06 Business continuity plan a), g), h) 5.12 procedures c),d), g)
3.19 Disaster recovery plan b), d), g), h) 3.19 Disaster recovery plan d), e),j)
3.14 Communication plan £),1) 6.02 E;)S(l)?sss continuity test f),g), h)
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
Disaster recovery test
6.13 report f),g)
9.33 Training records e), h),j)
308 Bu_51_ness continuity h)
training plan
D TEN6
Name Audit management
The purpose of the TEN6 process is to independently detérimine conformity
Purpose of selected services, products and processes to the requirements, plans and
agreements, as appropriate.
As a result of successful implementation of this procéss:
a) the scope and purpose of each audit is defined;
b) the objectivity and impartiality of the.eonduct of audits and seleftion of
auditors are assured;
c) conformity of selected services, products and processes with requirgments,
Dutcomes . .
plans and agreements is determined;
d) non-conformities are recorded;
e) non-conformities are communicated to those responsible for correctivd actions
and resolutions;
f) corrective actions fer;non-conformities are verified.
D TENG6
BP1. Define the’audit scope, purpose and schedule: Define scope of eagh audit,
considering-the status and importance of the processes and areas to be judited,
the results of previous audits and schedule. [Outcome a)]
BP2.'Assure the objectivity and impartiality of audit conduct: Ensure sglection
of auditors and conduct of audits assures objectivity and impartiality of the audit.
Ensure auditors do not audit their own work. [Outcome b)]
BP3. Conduct audits: Conduct audits to determine the conformity of selectedl servic-
es, products and processes with requirements, plans and agreements. [Out¢ome c)]
Base Practices BP4. Record non-conformities: Identify non-conformities against the process
framework requirements, the requirements identified by the service proyider or
the service requirements. Record the results of internal audits, including non-con-
formities, concerns and actions identified. [Outcome d)]

BP5. Communicate non-conformities: Communicate non-conformities to those
responsible for corrective actions and resolutions. Prioritize results and actions
and allocate responsibility for actions. Communicate to stakeholders. [Outcome €)]

BP6. Verify corrective actions for non-conformities: Ensure corrective actions
are taken without undue delay to eliminate non-conformities and their causes for the
area being audited. Verify actions are taken with follow-up activities. [Outcome f)]
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
3.03 Audit schedule a), c) 3.02 Audit plan a)
1.01 Auditor list b) 1.01 Auditor list b)
302 |Auditplan b), 9 6.01  |Auditreportsandaction| ., 4
plans
6.0 R — . . Audit non-conformity o
Ul AUUILIeports dia dCtionl plals aj, €) J.Ul reCOrd aj, 1)
3.14 Communication plan e) 9.05 Communication record e)
9.0 Audit non-conformity record e), f)
ID TEN7
Name Risk management
The purpose of the TEN7 process is to identify, analyse, €valuate, mitigate and
Purposde : .
monitor the risks.
As aresult of successful implementation of this process:
a) risks are identified;
b) identified risks are categorized, assessed~dnd the priority in which to apply
resources to mitigate these risks is determined;
c) risks and their proposed mitigation*plans are communicated to relevant
Outcomes stakeholders;
d) assessed risks are monitored;
e) appropriate mitigation medsures are taken to correct or avoid unacceptable
assessed risks.
f) the impact of changeés, issues and improvements on risk policy and measure$
is analysed and reported.
ID TEN7
BP1. Identifyrisks: Identify risks during the setup of a process or a service and
on a coptinuous basis. [Outcome a), f)]
BP2:.Categorize and assess risks: Categorize and assess identified risks and
determine the priority in which to apply resources to the treatment of these risks|.
[Ottcome b), f)]
BP3. Communicate risks and proposed mitigation plans to stakeholders
Base Practices Establish plans to communicate risks and their proposed mitigation plans tq
stakeholders. [Outcome c]]
BP4. Monitorrisks: Establish and implement processes to maonitor assessed risks,

[Outcome d)]

BP5. Develop mitigation plans to avoid unacceptable risks: Define and
implement appropriate mitigation plans to correct, alleviate or avoid unacceptable
assessed risks. [Outcome €)]
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Work products

WP ID

Inputs Outputs

Name Outcome WP ID Name

Outcome

1.02

Contract a)

9.30 Risk log

a), b), d), ¢

8.16

Legal, statutory and regula-
tory requirements

9.05 Communication record

a), f)

9

9.30

Risk log

3.36

a),b), c),d), e) Risk mitigation plan

e),f)

TENS

Name

Continual improvement

Purpose

The purpose of the TEN8 process is to manage the identification) analysi
itization and implementation of continual improvements.

5, prior-

Dutcomes

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, goals for the programme-are selected based on prio
value added;

d) programmes are executed, monitored and reviewed against objective
e) progressis communicated to stakeholders;
f) the customer organization is invelved as appropriate;

g) the impact of changes, issties and improvements on continual imprd
policy and measures is analysed and reported.

rity and

2
<=

vement

TENS

Base Practices

and identify those improvement opportunities captured and recorded thrg
execution of delivery and all service processes. [Outcome a)]

BP2. Plan and implement improvement programmes: Identify and im
improvement programmes. [Outcome b), g)]

BP3:Establish objectives, goals for the planned improvement progi
Select objectives and goals based on priority and value added. Align §
business strategy, customer requirements, etc. [Outcome c)]

BP4. Monitor programmes and ensure adherence to objectives
adherence to selected objectives and goals. [Outcome d)]

BP5. Communicate progress to stakeholders: Communicate progress anc
to stakeholders. [Outcome €)]

BP1.Identify improvement opportunities: Define opportunities for impr¢vement

ugh the
blement

amme:
roals to

: Track

| results

BP6. Involve customer in improvements: Where appropriate, involve clistomer

implementing, monitoring and communication. [Outcome f)]

organization in improvement programmes, such as in planning, goal selection,
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
Improvement opportu-
3.04 Budget a),b) 9.19 nity record a)
9.19 Improvement opportunity a) 511 Programme governance b)
record framework
8.11 Improvement goals a), ¢), d) 3.23 Improvement plan b), g)
8.1¢ Organizational objectives b), g) 6.09 Continual improvement b), ¢), d)
report
3.2] Improvement plan b), g) 9.05 Communication records €)
8.02 Business process objectives b), g) 9.14 Customer sign-off f)
8.0¢ Customer objectives b), g)
Programme governance
51 framework d). €). 8)
3.14 Communication plan e)
1.07 Stakeholder list f)

4.2.8 Pperational enablement processes

There afe seven processes under this category:

a)
b)
‘)
d)
€)
f)
g)

44

OEN1: Transaction quality management;

OEN2: Information security management;

OEN3: Compliance management;

OEN4: Human resource management;

OENS5: Infrastructure and technology mahagement;
OEN6: Work environment management;

OEN7: Issue management.
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ID

OEN1

Name

Transaction quality management

Purpose

The purpose of the OEN1 process is to provide independent assurance through
defined controls, ensuring transactions, services and processes adhere to specified

requirements.

As aresult of successful implementation of this process:

Dutcomes

a) anindependent verification strategy is developed, implemented and mai
for all required transactions, services and processes;

b) verification criteria are identified for all required transactionsyserv
processes;

c) a calibration process is established and deployed to ensure consisf
evaluation;

d) verification of selected transactions, services and processes with requil
is determined and performed;

e) defects are identified, recorded, prioritized.and resolved;

f) results of the verification activities are communicated to relevant stake

ntained
ces and
ency of

‘fements

holders;

g) the impact of changes, issues and improvements on transaction quality man-

agement policy and measures is analyséd and reported.

OEN1

BP1. Define a verification process: Define a verification process to ensure
quality by analysing andt¢alibrating strategy, plans, processes, procedu

service
res, etc.

Ensure verification critéria is defined for all work products. [Outcome a), Iy), ¢}, g)]

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

Base Practices BP3. Collect defects data: Gather defects based on verification plan. [Outcorhe d), €)]
BP4. Analyse results: Initiate appropriate actions based on analysis of verification
results)and track to closure. [Outcome c), d), €)]

BP5.Communicate verifications results: Communicate results and obsefvations
from the verification activities to the stakeholders. [Outcome f)]
Work products
Inputs Outputs
WP 1D Name Outcome WP ID Name Outcome
3.44 Verification strategy a), g) 3.44 Verification strategy a)lb), g)
8737 Vertficatiom parameters b),T 3% Transaction monitoring 3, d), f)
' P )¢ 8) ' results U
3.10 Calibration plan ) 6.06 Calibration variance Report )
3.41 Transaction monitoring plan d) 5.02 Calibration process ), g)
9.11 Coxjrectlve or preventive e), f) 9.15 Defect records d)
actions records
911 Corrective or preventive d), e)
actions records
919 Improvement opportunity d), e)
record
9.05 Communication records f)
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ID OEN2
Name Information security management

The purpose of the OEN2 process is to maintain an agreed level of security across
all ITES-BPO activities.

As aresult of successful implementation of this process:

Purpose

a) aninformation security policy is defined to direct security activities;

b) information security requirements are identified and assessed;

) criteria for the assessment of information security risks and the acceptable leye]
of risk are identified;

d) information security risks, including threats and vulnerabilities, are identified
and assessed;

Outcones
e) information security risk measures and controls are defined andfiinplemented;
f) security incidents are identified, quantified, recorded and reported to the customer
g) information security concerns are communicated to stakeholders;

h) theimpact of changes, issues and improvements on secupity policy and measures
is analysed and reported.

ID OEN2
BP1. Define information security policy {Outcome a), h)]

BP2. Agree on new and changed information security requirements: Anaf
lyse evolving business requirementsyinformation flows, organizational policieg
customer requirements, contractualobligations, regulatory requirements, technol}
ogy environments and threat environments from the perspective of information
security on a regular basis. Identify, evaluate, modify and report information sef
curity requirements in agneement with all relevant stakeholders. [Outcome b), h)

BP3. Define a risk management approach: Identify suitable risk acceptance
levels, mitigation, criteria for assessment and assessment frequency. Determing
required security assessor competencies and qualifications. Classify information

Base Practices of information.security risks. [Outcome c)]

BP4. Apply risk management approach: Apply defined risk management
approachyacross the information lifecycle at defined frequency. Identify and select
apprépriate security controls. [Outcome d)]

BP5/Deploy selected information security controls: Secure information with
selected information security controls. [Outcome €)]

BP6. Establish awareness of information security: Define and implement
training and awareness for information security. [Outcome e), g)]

BP7. Manage information security incidents to closure: Manage information

cnr‘nrify incidentsincluding ir]nnHFir‘aHnn’ r‘:\fngnri'7ah'nn nnh'ﬁ'r‘ah'nn, and response
Rhais L 7 a

and reporting. [Outcome fcj, g)]
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
102 |Contract a) 402  |Information security|
policy
8.16 Legal, statutory and regula- a), h) 8.12 Inf01."mat10n security b)
tory requirements requirements
402 Information securitv nolicy a) h) 518 Security risk manage- c) d), e)
* 7 ment approach 7
8.12 Infolrmatlon security b), h) 930 Risk log 4, ¢
requirements
515 Security risk management 9, d), e, f) 514 Security controls pre- o)
approach cedure
Information security . )
6.18 action log d), e) 2.06 Training material e)lf), g)
6.19 Information security audit d), ) 6.20 Ir_1format10n security in- 4, ¢
report cidentxeport
3.26 [nformation security d),e), g) 9.05 Gommunication record f), g)
awareness plan
5.14 Security controls procedure f)
3.14 Communication plan f), g)
Information security
6.20 incident report g)
D OEN3
Name Compliance management
DUrpose The purpose of the QEN3 process is to meet and avoid breaching applicabfle legis-
p lative, regulatory and statutory requirements.
As a result of the successful implementation of this process:
a) contracted compliance requirements are identified, tracked and commynicated
to stakeholders;
b) (contracts, solutions, relationships and service delivery are aligned with chang-
Dutcomes ing.compliance requirements;
¢) compliance requirements are adhered to;
d) non-compliances are identified, monitored, reported and addressed;
e) the impact of changes, issues and improvements on compliance policy and
measures is analysed and reported.
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ID

OEN3

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

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

BP3. Update contract: Raise contract change control as required following analysis

Base Pj

ractices

of changes in laws, regulations, contracts, policies, etc. [Outcome b)]

BP4. Demonstrate compliance: Collect, analyse, retain, secure and correlate
artifacts such as system logs, audit trails, etc. to demonstrate compliances[Out}
come c)]

BP5. Identify non-compliances: Conduct self-assessments, internal audits
external audits at a defined frequency to identify non-compliances:JOutcome c), d)

BP6. Address and communicate non-compliances: Identified non-compliance$
are resolved and reported in a timely manner. [Outcome ]

Work products

WP ]

Inputs Outputs
Name Outcome WP ID Name Outcome

3.14

Compliance awareness plan a) 2.06 Training material a), e)

8.14

Legal, statutory and regula-
tory requirements

a), b) 9.05 Communication record a), d)

8.04

3 Compliance requirements a), c), e) 9.08 Contract change control b)

9.0

f Compliance monitoringlogs ) 6.08

Compliance assessment/

audit results c), d)

3.1]

Compliance assessment/
audit plan

0)-d) 9.25 Non-compliance log d)
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ID

OEN4

Name

Human resource management

Purpose

The purpose of the OEN4 process is to provide the organization with necessary
experienced human resources and to maintain their competencies consistent with
business needs and service requirements.

As aresult of the successful implementation of this process:

a) organizational structure, roles, responsibilities and competencies required for
service delivery are maintained:

Dutcomes

b) performance assessment of human resources is carried out;
c) recruitment and attrition are managed;

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

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

g) feedback mechanisms are implemented-to identify levels of enpployee
satisfaction and improvements;

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

i) continual professional development requirements are reviewed, agsessed,
recorded, tracked and met;

j) the impact of changes, issues-and improvements on human resource rhanage-
ment policy and measures is analysed and reported.

OEN4

Base Practices

BP1.Manage humanresource roles, responsibilities: Define and manage|specific
roles, responsibilitie’s and competencies required for service delivery. [Qutcome

a), 1), )]
BP2. Assess performance: Assess employee performance against the s¢t goals.
[Outcome b)]

BP3/{Hire and manage resource retention: Implement programmes aimed at
hiring and retaining employees. [Outcome c), d)]

BP4. Provide fair treatment for employees: Provide fair treatment for enjployees
with opportunities for career development and role changes, including ajconsul-
tation process where required. [Outcome e), f), g), h), i)]

BP5. Implement rewards and recognition: Create and implement mechgnism to
reward and recognize employees and ensure implementation. [Outcome f)]

BP6. Measure employee feedback: Create feedback mechanisms, sugh as an
employee satisfaction survey, to understand employee and improve satigfaction

levels. [Outcome g)|

BP7. Define and manage special working requirements: Define and manage
conditions for working non-standard hours. [Outcome h)]
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Work products
Inputs Outputs
WP ID Name Outcome WP ID Name Outcome
8.20 Performance goals a), 1),j) 9.27 Personnel records a), l;))’ g’ €),
9.26 Performance results b), d), f), g), 1) 9.26 Performance results b), d), f), g), 1)
3.35 Retention plan c),d) 3.35 Retention plan c),d)
8.16 - P . Employvee satisfaction| b).d),e).f).
. EITIPIOYEE SAtISIactIo SUT VEY T, 8J 0. 1% survey results g), h), i)
3.1] Continual professional de- 9,9, 8), 1) 513 Reward and recognition £
velopment plan process document
51 Reward and recognition pro- £ 8.18 Non-standfird working 9)
cess document hours requirement
Employee care prodess| b),d),e), f),
1.0’ Contract b), d) 5.04 document &), b, 1)
ID OENS5
Name Infrastructure and technology management
The purpose of the OEN5 process is to ensure thatcthe organization has the necest
Purpose sary technology and infrastructure services afid support to meet business need$
and service delivery requirements.
As aresult of the successful implementation of this process:
a) factors related to infrastructurezand technology, such as business demand,
capacity, performance and availability, affecting service delivery are assessed
and identified;
b) infrastructure and technology requirements for business and service delivery ar¢
defined and implemented;
c) changes to infrastructure are planned according to customer requirements;
d) incidents and service requests are recorded, prioritized and resolved;
Outconles e) unresolvedincidents, changes and service requests are escalated as per agreed
service levels;
f) contactand escalation points for issues with infrastructure — technology ar¢
established;
g))support service is provided according to safety, security and compliance re}
quirements;
h) infrastructure and technology capacity, performance and availability arg¢
measured, reviewed and reported;
i) theimpactof changes, issues and improvements on infrastructure and technol}
Us_y ulauasculcut PU}ib_y aud HHITASuUulItso ib aua}_ybcd aud 1 C}JUI tcd.
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ID

OEN5

BP1. Identify infrastructure and technology requirements: Infrastructure
and technology requirements based on broader market conditions and specific

customer requirement and up gradations are identified. [Outcome a), b), i

BP2. Manage infrastructure and technology changes: Record required changes
in technology and infrastructure based on business and customer needs. Meet the
change requirements by procuring or developing the required capability. Establish

required support for changes.[Outcome c), h)]

)]

Base Practices

BP3. Manage incidents, changes and service requests: Establish incide
agement, change management and service request management proce
infrastructure and technology. Provide capability to record, classifyand pi
all incidents, changes and requests, and track to resolution and clgsure. [

d), e), g)]

BP4. Establish escalation process: Establish escalation,process and S

any unresolved incident/service requests or undelivered’changes. [Outc

BP5. Support security and compliance requirements: Support conf
to security, safety and compliance requirements\with periodic monitor
regular checks. [Outcome g)]

BP6. Manage infrastructure and technology requirements: Define an
tain infrastructure and technology requirements based on contracted

mand. Communicate requirements té stakeholders. Assess impact of any
to requirements (e.g. due to changes in business demand) for infrastruct]
technology, such including capacity, performance and availability of the
and identify changes required. [Outcome h)]

BP7. Manage technology performance: Define and measure all metrics
to technology performance, including IT SLA, availability and capacity.
performance reporting and establish performance review frequency. Un
regular reviewsof technology performance. Identify any performance dey
determine cprtective and preventive actions and implement the actions. [Out

nt man-
sses for
rioritize
utcome

LAs for
e f)]

rmance
ing and

d main-
Kervice,
services levels, availability, workload characteristics and planned busifess de-
thanges
ure and
service,

related
Ensure
dertake
iations,
rome h)]

Work products

Inputs Outputs

WP ID

Name Outcome WP ID Name

Oudtcome

3.40

Techrology requirements
and fulfillment plan

a), b), ¢}, 1)

9.03

Change requestrecords

a), p), 0, 1)

6.03

Business demand report

a), e)

6.07

Change requestreport/
dashboard

), h)

8,26

Security and compliance
requirements

b), g)

6.23

Major incident report

4), ¢

Non-standard working hours

Incident report/dash-

requirements

Bl h)
I

board

d), ¢)

9.08

Contract change control

9

9.17

Escalated issues log

e), f)

9.03

Change request records

c), h)

6.27

Service performance
report

e), g), h)

5.07

IT service continuity and
support procedure

d), ), f), g)

9.32

Service performance
review minutes

e), f), g), h)

2.03

Escalation matrix

e),f)

8.15

IT SLA

e),g), h)

3.14

Communication plan

e), h)

8.29

Service performance targets

h)
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ID OEN6
Name Work environment management
The purpose of the OEN6 process is to provide appropriate conditions in the
Purpose workplace that enable and motivate employees to deliver effectively, in healthy
and safe working conditions.
As aresult of the successful implementation of this process:
a) legal, cultural and organizational factors external to the employee that impact
the work environment are identified:
b) work environment requirements are defined and implemented accordingtq
health, safety, security and compliance and customer requirements;
c) non-standard working arrangements are identified and reconfirmed;
d) required changes to the work environment to meet requirementstand identified
health, safety, requirement and motivation gaps are identified aftd implemented
Outcomes e) changestowork environment are planned according to customer requirements
f) support service is provided according to healthy safety, security and
compliance requirements;
g) work environments condition safety and¢performance are measured
reviewed and reported;
h) contact and escalation points for issues with working conditions are¢
established;
i) the impact of changes, issues and improvements on work environment policy
and measures is analysed and repetted.
ID OENG6

Base Practices

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

BP2. Identify employee factors: Identify specific factors to be considered for
design/alterations of the work environment, both physical and cultural. [Outcome b), i)

BP3. Identify-non-standard working arrangements: Identify and confirm
non-standard’arrangements to be considered for design of appropriate work ent
vironment. [Outcome c)]

BP4:Design work environment to enhance employee well-being: Design the¢
work environment to meet requirements, including those for physical environmeng
aird employee well-being. [Outcome c)]

BP5. Implement work environment requirements: Implement work
environment based on the designs for standard and non-standard working ref
quirements. [Outcome d), €), f)]

“',; a -nnn-! avork environment: Me e a¥alaYe a

and continuously monitor as per desired work environment. [Outcome g)]

BP7. Provide points of contacts and escalation. [Outcome h)]
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Work products
Inputs Outputs
WP ID Name Outcome | WPID Name Outcome
8.19 Organizational objectives a) 8.38 |Work environment design ?i))’ lt)%' Cg))’
8.22 Regulatory requirements a) 5.04 |Employee care process document| c), d), i)
1.02 Contract b), 9 6.14 Employee satisfaction survey N
results
6.14 Employee satisfaction survey b), ¢), d) 2.03  |Escalation matrix h)
results
8.18 Non-_standard working hours c), d), l?)’ £) 9.17 |Escalated issues log h)
requirement g),1)
Employee care process document| c), d), f),
5.04 :
h), i)
8.10 Employee satisfaction survey d), e)
D OEN7
Name Issue management
L The purpose of the OEN7 process is to ensure that issues can be resolved in p timely
urpose . . .
manner at the tactical, operational or sfrategic levels.
As a result of successful implementation of this process:
a) issues are logged, classified,\prioritized, escalated and communicated based
on their severity;
b) issues are reviewed by the relevant stakeholders;
c) unresolved issues are escalated according to agreed criteria;
Dutcomes
d) resolution of issues and their closure are agreed between stakeholders;
e) knowledge management systems are updated with issue and resolutionfrecords
to prevent recurrence;
f) the impact of changes, issues and improvements on issue managemernt policy
and measures is analysed and reported.
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ID

OEN7

BP1. Log, classify and prioritize issues: Record identified issues in the issue
register. Ensure issues are classified, prioritized and communicated based on their
severity. [Outcome a), )]

BP2. Review issue: Relevant stakeholders assess whether an issue should be
accepted, rejected or merged with another issue. Assign the issue to the appropriate
person for review. Communicate status to the relevant stakeholders. [Outcome b), f)]

BP3. Escalate unresolved issues: Agree criteria for escalating unresolved issues.

Base Pj

ractices

Escalate and communicated unresolved issues to relevant stakeholders based-on
the agreed criteria and their severity. [Outcome a), c]

BP4. Investigate issue and propose resolution: Analyse the root cause of the'issu¢
and recommend a plan for resolution. Identify and contact all concepned partie$
needing to input into the resolution. Monitor and record issue status{[Outcome d)

BP5. Resolve issue: Ensure actions are created and agreed between stakehold}
ers from the proposed resolution plan. Monitor actions periodically and track t
closure. [Outcome d)]

BP6. Update knowledge management systems: Update knowledge management
system with satisfactory resolutions of the issues identified. Communicate to relf
evant stakeholders to prevent recurrence. [Outcome e), f)]

Work products

WP

Inputs Outputs

Name Outcome WP ID Name Outcome

9.2

Issue register

a), b), d), f) 9.21 Issue register a),b),c),e), f

1.0

T Stakeholder list b)

Corrective or preventive d)

211 actions records

2.0]

Escalation matrix

) 9.22 Knowledge asset e)

9.21

Knowledge asset e)

5 Prd

5.1 General

This cla

with cap

Process

process
achieve

5.2 Process capability levels and process attributes

cess capability indicators (levels 1 to 5)

use presents the process capability indicators relating to the process attributes associated
ability levels L tg5 that are defined in the capability dimension of a process assessment mode].
capability indicators are the means of assessing the capabilities addressed by the definefd
attributesy Evidence from process capability indicators supports the judgment of the degree af

ent of:the process attribute.

The capability dimension of the ITES-BPO process assessment model consists of six capability levels
that align with the capability levels defined in ISO/IEC 30105-3, which is a measurement framework for
process capability conformant to ISO/IEC 33003.

This clause describes the process capability indicators for the nine process attributes included in
the capability dimension for levels 1 to 5. Clause 5 describes the assessment indicators for process
performance which characterizes level 1 process capability.
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Level 0 does not include any type of indicators. Level 0 reflects a non-implemented process or a process
which fails to even partially achieve its outcomes.

NOTE1 In the next paragraphs, ISO/IEC 33020 process attribute definitions and attribute achievements are
identified with italic font.

NOTE 2  Following each generic resource and generic work product is ‘[PA x.y Achievement 1]’. This refers to
process attribute x.y achievement 1 which is satisfied by this indicator.

5.2.1 Process capability level 0: Incomplete process

The process is not implemented, or fails to achieve its process purpose.

At this level there is little or no evidence of any systematic achievement of the process purposeé.

5.2.2 Process capability level 1: Performed process

The implemented process achieves its process purpose. The following process. attribute demonstrates the
dchievement of this level.

3.2.2.1 PA 1.1 Process performance process attribute

The process performance process attribute is a measure of the(eéxtent to which the process purpose is
dchieved. As a result of full achievement of this attribute:

o8]

the process achieves its defined process outcomes.

able 2 provides details on the generic practice (GP), generic resources (GR) and generic work|product
GWP) indicators that provide guidance on the)implementation of the attribute’s characterfistics to
chieve the results as listed above.

O /M ]

Table 2 — PAA.1 Process capability indicators

P ID Generic practice Generic practice indicators

P 1.1.1 Achieve the process outcomes|— Achieve the intent of the base practices.

— Produce work products that provide evidence that the process
outcomes have been achieved.

reneric resources fonPA1.1

ndicators Result ofachievement

Resources are uséedto perform the intent of process specific base practices a)

Heneric work products for PA 1.1

ndicators Resultofachievement
|.00"Qbject a)
Work sroducts-exist that nrowvide-evidence-ofthe achievementofthe process-eutceomes
ork-products-existthatprovide-evidence-of the-achievement-of the-process-outecomes:
NOTE The assessment of a performed process is based on process performance indicators, which are defined
in 4.3.2.

5.2.3 Process capability level 2: Managed process

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

The following process attributes, together with the previously defined process attribute, demonstrate the
achievement of this level.
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5.2.3.1

PA 2.1 Performance management process attribute

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

a) objectives for the performance of the process are identified;

b) performance of the process is planned;

c) performance of the process is monitored;

d) performance of the process is adjusted to meet plans;
e) resgonsibilities and authorities for performing the process are defined, assigned and communicated;
f) pergonnel performing the process are prepared for executing their responsibilities;

g) resdurces and information necessary for performing the process are identified ymade available,

allo

h) inte

assignment of responsibility.

Table 3
(GWP) i
achieve

)

tated and used;

faces between the involved parties are managed to ensure both effectiveicommunication and cledr

(s

brovides details on the generic practice (GP), generic resources {GR) and generic work produd
Indicators that provide guidance on the implementation of the attribute’s characteristics t
the results as listed above.

[=}

Table 3 — PA 2.1 Process capability indicators

GPID Generic practice Generic practice indicafor's

GP 2.1.1 Identify the objectives| — Performance objectives are identified based on process requirements
— The scope of the process performance is defined.
— Assumptions and constraints are considered when identifying the¢
performanceobjectives.
NOTE ( Performance objectives can include: (1) quality of the artifacts prof
duced, (2) process cycle time or frequency, (3) resource usage, (4) boundaries
ofithe process.

GP 2.1.2 Plan and monitor the [~ Plan(s) for the performance of the process are developed. The proces$

performance performance cycle is defined.
— Key milestones for the performance of the process are established.
— Estimates for process performance attributes are determined and
maintained.
— Process activities and tasks are defined.
— Schedule is defined and aligned with the approach to performing th¢
process.
D 1 A s 3 1 |
I'TUCCOSS VWWUI'IN Pl ducltilrIroeviIcvwsS darco ylauu\,u.
GP 2.1.3 Monitor the perfor-|— The process is performed according to the plan(s).
mance — Process performance is monitored to ensure planned results are achieved.

GP2.1.4 Adjustthe performance | — Process performance issues are identified.
— Appropriate actions are taken when planned results and objectives are
not achieved.
— The plan(s) are adjusted, as necessary.
— Rescheduling is performed as necessary.
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GPID

Generic practice

Generic practice indicators

GP 2.1.5

Define responsibilities
and authorities

— Responsibilities, commitments and authorities to perform the process

are defined, assigned and communicated.

— Responsibilities and authorities to verify process work products are

defined and assigned.

— The needs for process performance experience, knowledge and skills

are defined.

LGP 2.1.6

Identify and make
available resources

— The human and infrastructure resources necessary for perfor]
process are identified made available, allocated and used.

— The information necessary to perform the process, islidenti

made available.

fied and

ming the

LGP 2.1.7

Manage the interfaces

— The individuals and groups involved in the process perform

determined.

— Responsibilities of the involved parties are assigned.
— Interfaces between the involved partieSare managed.
— Communication is assured betwgeen the involved parties.

— Communication between the involved parties is effective.

Ance are

reneric resources for PA 2.1

ndicators

Result ofachievement

{uman resources with identified objectives, responsibilitiessand authorities

a), e), f),

), h)

Facilities and infrastructure resources

a), e), g}

,h)

time rosters

Planning, management and control tools, including time and cost reporting, shift, off-

b), o),

1)

Workflow management system

e), hj

Email and/or other communication mechanisms

e), hj

nformation and/or experience repository

b), ¢, )

g)

Problem and issue management mechanisms

d)

eneric work products for(PA*2.1

ndicators

| Result ofachievement
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Table 3 (continued)

GPID

Generic practice Generic practice indicators

— Iden

3.00 Plan
— Defines objectives to perform the processes.
— Describes assumptions and constraints considered in defining the objectives.

— Includes milestones and timetable to produce the work products of the processes.

tifies tasks, resources, responsibilities and infrastructure needed to perform the

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

processé¢s.
— Congiders risks related to fulfill defined objectives.
— Identifies stakeholders and communication mechanisms to be used.

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

— Mon
tions in

6.00 Repjort

ftors process performance against defined objectives and plans. Identifies devia-
brocess performance.

— Desdribes results and status of the process.

— Proyides evidence of management activities.

b), c), d)

— Con
rosters.

— Mon

9.00 Redord
— Statg¢s results achieved or provides evidence of activities performed/in‘a process.

— Proyides evidence of communication, meetings, reviews and corrective actions.

Fains status information about corrective actions; schedulerand work allocation

tors identified risks.

c),d),e), ), g), h)

5.2.3.2

The won

produce

PA 2.2 Work product management process attribute

a) reqyirements for the work products of the process are defined;

b) reqyirements for documentation’and control of the work products are defined;

c) work products are appropriately identified, documented and controlled;

d) wor

meélt the requirements.

NOTE 1
identific

of reIeva]nt versions of applicable work products available at points of use.

NOTE 2

ik product management process attribute is a measure of the extent to which the work product
1 by the process are appropriately-managed. As a result of full achievement of this attribute:

k products aresseviewed in accordance with planned arrangements and adjusted as necessary

Requirements for documentation and control of work products can include requirements for th
htionef changes and revision status, approval and re-approval of work products, and the creatio

[}

Q

~ 0©

The work products referred to in this clause are those that result from the achievement of the
process outcomes.

Table 4 provides details on the generic practice (GP), generic resources (GR) and generic work product
(GWP) indicators that provide guidance on the implementation of the attribute’s characteristics to

achieve
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the results as listed above.

© ISO/IEC 2016 - All rights reserved


https://standardsiso.com/api/?name=b492ef49e373430c9eb03241f39b0317

ISO/IEC 30105-2:2016(E)

Table 4 — PA.2.2 Process capability indicators

GPID Generic practice

Generic practice indicators

GP 2.2.1 |Define the requirements for the
work products

— The requirements for the work products to be produced are
defined. Requirements can include defining contents and structure.

— Quality criteria of the work products are identified.

— Appropriate review and approval criteria for the work prod-
ucts are defined.

GP222 Definethe rpqnirnmnnfc fordocu-1— qunirpmpnfc for the documentation and control of the work
mentation and control of the work | products are defined. Such requirements can include regujrements
products for (1) distribution, (2) identification of work products dnd their

components, (3) traceability.

— Dependencies between work products aré identified and
understood.

— Requirements for the approval ofwork products td be con-
trolled are defined.

P 2.2.3 Identify, document and control the
work products

— The work products to be controlled are identified.
— Change control is established for work products.

— The work products are.documented and controlled i} accord-
ance with requirements;

— Versions of werk'products are assigned to product cdnfigura-
tions as applicable:

— The work'products are made available through apgropriate
access mechanisms.

— The revision status of the work products can readily be as-
certained.

GP 2.2.4  |Review and adjust work products

+~"Work products are reviewed against the defined requirements
in accordance with planned arrangements.

— Issues arising from work product reviews are resolved.

reneric resources for PA 2.1

ndicators Resultofachievement
Requirement managementmethod a),b), )
Configuration management system b), c
Detailed elaboration.and support tool b), c}
Document identification and control procedure b), c}
Work product ¥eview methods and experiences d)
Review nfanagement method/toolset d)
ntrarets, extranets and/or other communication mechanisms b), c
Problem and issue management mechanisms d)
Generic work products for PA 2.2
Indicators Resultofachievement
Object a), b), ¢), d)
— Demonstrates process specific work products to be managed.
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Table 4 (continued)

GPID

Generic practice | Generic practice indicators

— Desc

— Defines quality control actions needed to manage the quality of the work product.

3.00 Plan b)

— Expresses selected policy or strategy to manage work products.

ribes requirements to develop, distribute and maintain the work products.

5.00 Rec

ord b), ¢}, d)

— Demlonstrates work product reviews and contributes to traceability.

— Recdrds the status of documentation or work product.

— Contlains and makes available work products and/or configuration items.

— Supports monitoring of changes to work products.

— Desdribes non-conformance detected during work product reviews.

— Proyides evidence that the changes are under control.

8.00 Spdcification a), b)

— Defipes the functional and non-functional requirements for work products.

— Identifies work product dependencies.

— Identifies approval criteria for documents.

— Defines the attributes associated with the work product to be created

5.2.4 Process capability level 3: Established process

The preyiously described “Managed” process is now implemented using a defined process capable of

achievinp its process outcomes.

The folldwing attributes of the process demonstrate the achievement of this level.

5.2.4.1 | PA 3.1 Process definition process’attribute

The progess definition process attribute is a measure of the extent to which an organizational standargd

process |s maintained to support the deployment of the defined process. As a result of full achievement of

this attrfbute:

a) anarganizational standard process, including appropriate tailoring guidelines, is defined that describgs
the fundamental elenients that must be incorporated into a defined process;

b) the |sequence ahd-interaction of the organizational standard process with other processes are
detdrmined;

c) reqyired infrastructure and work environment for performing a process are identified as part of the
orgqnizational standard process;

d) suitable methods for monitoring the effectiveness and suitability of the process are determined.

NOTE An organizational standard process can be used as is when deploying a defined process, in which
case tailoring guidelines are not necessary.

Table 5 provides details on the generic practice (GP), generic resources (GR) and generic work product
(GWP) indicators that provide guidance on the implementation of the attribute’s characteristics to
achieve the results as listed above.
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Table 5 — PA 3.1 Process capability indicators

GPID Generic practice Generic practice indicators
GP 3.1.1 Define the organizational stand-|— An organizational standard process is developed thatincludes
ard process the fundamental process elements.
— The organizational standard process is integrated with the
customer infrastructure.
— The organizational standard process identifies the deployment
needs and deployment context.
— Guidance and/or procedures are provided to support imple-
mentation of the process as needed.
— Appropriate tailoring guideline(s) are availablé as n¢eded.
GP 3.1.2 Determine the sequence and in-|— The organizational standard process’s sequénce and inferaction
teraction with other processes are determined.
— Deployment of the organizational standard process as § defined
process maintains integrity of prgcesses.
GP 3.1.3 Identify the roles and competencies| — Process performance roles'ahd period are identified.
— Competencies for perfoerming the process are identified.
GP 3.1.4 Identify the required infrastruc-|— Process infrastructure components are identified (facilities,
ture and work environment tools, networks, methéds, etc.).
— Work envirgament requirements are identified.
— Special work environment needs for non-standard working
hours are identified.
GP 3.1.5 Determine suitable method and|— Methods for monitoring the effectiveness and suitgbility of
measures the precess are determined.
—&,Appropriate criteria and data needed to monitor the dffective-
ness and suitability of the process are defined.
— The need to conduct internal audit and management review
is established.
— Process changes are implemented to maintain the organiza-
tional standard process.
Generic resources for PA3,1
ndicators Result of achieve-
ment
Process modelling methods/tools a),b), c), d)
Training matéxial and courses a),b), k)
Resourcednanagement system b), c]
Process infrastructure a), b]
fpuditand trend analysis tools d)
Process momnitoring mrethod vy}
Process transition method a),b), c),d)

Generic work products for PA 3.1

Indicators Result of achieve-
ment
POliCy a)l b)' C)! d)

— Provides evidence of commitment to maintain an organizational standard process to
support the deployment of the defined process.
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Table 5 (continued)

GPID

Generic practice | Generic practice indicators

2.00 Des

cription

— Describes the organizational standard process, including the fundamental process
elements, interactions with other processes and appropriate tailoring guidelines.

— Addresses the performance, management and deployment of the process, as described
by capability levels 1 and 2 and the PA 3.2 process deployment attribute.

— Addressesmethods tomonitor process effectiveness and cnifahi]ify

a), b), c)

— Iden
order to

— Iden
for the o

defined
— Iden|

— Iden

tifies data and records to be collected when performing the defined process, in
improve the organizational standard process.

tifies and communicates the personnel competencies, roles and responsibilities
rganizational standard and defined process.

— Identifies the personnel performance criteria for the organizational standard and

process.
fifies the tailoring guidelines for the organizational standard process.

Lifies process measures.

3.00 Pla

— Iden

1

ifies approaches for defining, maintaining and supporting a standardprocess, in-

cluding infrastructure, work environment, training, internal audit and mandgement review.

c),d)

5.00 Prd

— Proy
support

cedure

Fides evidence of organizational commitment to maintain a'standard process to
the deployment of the defined process.

a), b), ), d)

8.00 Spd

— Proy
about hd

cification

ides reference for the standards used by the standard process and identification
w they are used.

9.00 Red

— Isug

ord

ed to support and maintain the standard‘process assets.

d)

5.2.4.2

The prod
process
result of]

a) add
orgd

b) reqi
assi,

PA 3.2 Process deployment process attribute

full achievement of this’attribute:

ynizational standard process;

gned aind communicated;

c) pery

ess deployment process attribute is a measure of the extent to which the organizational standarn
s effectively transitioned-and deployed as a defined process to achieve its process outcomes. As

fined process is~transitioned and deployed based upon an appropriately selected and/or tailore

ired roles, responsibilities and authorities for transitioning and performing the defined process an

onnel performing the defined process are competent on the basis of appropriate educatioq,

U

X

[

training, and experience;

d) required resources and information necessary for performing the defined process are made available,
allocated and used;

e) required infrastructure and work environment for performing the defined process are made available,
managed and maintained;

f) appropriate data are collected and analysed as a basis for understanding the behavior of, and to
demonstrate the suitability and effectiveness of the process, and to evaluate where continuous
improvement of the process can be made.
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Table 6 provides details on the generic practice (GP), generic resources (GR) and generic work product
(GWP) indicators that provide guidance on the implementation of the attribute’s characteristics to
achieve the results as listed above.

Table 6 — PA.3.2 Process capability indicators

GPID Generic practice Generic practice indicators

GP 3.2.1 Deploy a defined process — The defined process is appropriately
selected and/or tailored from the organ-

H e h . <l <1
1Z4ativulldl Stalitudlu lJl ULTSS.

— Conformance of defined prodess with
organizational standard precess|require-
ments is verified.

GP 3.2.2 Assign and communicate roles, responsibilities|— The roles for pérforming the¢ defined
and authorities process are assigned and commynicated.

— The respomnsibilities and authorities
for perforfmjng the defined process are
assignedd@and communicated.

GP 3.2.3 Ensure necessary competencies — Appropriate competencies for pssigned
personnel are identified.

~ Suitable knowledge transfer and train-
ing is available for by those deplqying the
defined process.

GP 3.2.4 Provide resources and information — Required human resources 4re made
available, allocated and used.

— Required information to perform the
processis made available, allocated pnd used.

GP 3.2.5 Provide adequate process infrastructure — Required infrastructure apd work
environment is available.

— Organizational support to effectively
manage and maintain the infrasfructure
and work environment is available.

— Infrastructure and work envifronment
is used and maintained.

GP 3.2.6 Collect and analyse data about performance of|— Data required to understangl the be-
theéyprocess havior, suitability and effectivengss of the
defined process are identified.

— Data are collected and anglysed to
understand the behavior, suitabjlity and
effectiveness of the defined progess.

— Results of the analysis arelused to
identify where continual imprpvement
of the organizational standard and/or
defined process can he made

Generic resources for PA 3.2

Indicators Result of
achievement
Feedback mechanisms (customer, staff, other stakeholders) f)
Process repository a), b)
Resource management system b), ¢),d)
Knowledge management system d)
Problem and change management system f)
Working environment and infrastructure e)
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Table 6 (continued)

GPID Generic practice |Generic practice indicators

Data collection analysis system

f)

Process assessment framework

f)

Audit/review system

f)

Generic work products for PA 3.2

Indicators

Result of

achievement

2.00 Deqcription
— Desdribes the defined process for use by the project.

— Descibes the verification activities needed to ensure the conformance of the project’s defined
process with the organization’s standard process.

— Repiesents the interactions of the project’s defined process with other processes.

a)

3.00 Plah

— Expfesses the strategy for the organizational support, allocation and use of the ptocess in-
frastrucfure.

— Desdribes the project’s resources and the elements of the infrastructure neéded to deploy the
defined process.

— Expilesses the strategy to satisfy the training need.

— Identifies process improvement proposal(s) based on analysis of'suitability and effectiveness.

a), b), f)

6.00 Repjort

— Provjdesresults of the analysis, recommended corrective action, feedback to the process owner
and to the organization’s organizational standard process.

— Identifies improvement opportunities of the defined'process.

— Proyides evidence on the suitability and effectiveness of the defined process.

f)

8.00 Spdcification

— Proyides evidence that information is made available for performing the defined process.

f)

9.00 Redord

— Proyides evidence that the project’personnel possess the required authorities, skills, experi-
ence and knowledge.

— Proyides evidence thatproject personnel have received the required training to satisfy the
needs of{the project.

— Provides evidencé that project infrastructure and working environment are made available
and maiptained for performing the defined process.

— Recdrds thesstatus of required corrective actions.

— Captlures the work allocation rosters needed to define the tasks and their dependencies.

— Prov idac ovidaoncathat 1 fornatin 1o do Ayl
Weaes-eviaehRee-thiattroratoiSshaae T

f)

5.2.5 Process capability level 4: Predictable process

The previously described “Established” process now operates within defined limits to achieve its process
outcomes. Quantitative management needs are identified, measurement data are collected and analysed to

identify assignable causes of variation.

The following process attributes, together with the previously defined process attributes, demonstrate the

achievement of this level.
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5.2.5.1 PA 4.1 Quantitative analysis process attribute

The quantitative analysis process attribute is a measure of the extent to which information needs are
defined, relationships between process elements are identified and data are collected. As a result of full
achievement of this attribute:

a) process is aligned with quantitative business goals;

b) process information needs in support of relevant business goals are established;

(OTE 1

(OTE 2

Q= N =

O /]

PR A e I . 1L ] FRY ] . L Pl L
(6 Process ImMeusurciricrit oujetLives urc ucrived jrorttuciitjicd process yjorirnutliort riccu,,

d) measurable relationships between process elements that contribute to the process perform
identified;

€) quantitative objectives for process performance in support of relevant business gedls are estal

f) appropriate measures and frequency of measurement are identified and defined in line with
measurement objectives and quantitative objectives for process performagnce;

g) results of measurement are collected, analysed and reported in ordért6 monitor the extent
the quantitative objectives for process performance are met.

Information needs can typically reflect customer, management, technical, service, pj

roduct needs.

Measures can be either process measures, product measures or satisfaction measy

ombination of the three.

able 7 provides details on the generic practice (GPJ)) generic resources (GR) and generic work
GWP) indicators that provide guidance on the‘implementation of the attribute’s character
chieve the results as listed above.

Table 7 — PA:4.1 Process capability indicators

ance are

lished;

process

to which

jocess or

res or a

product
istics to

GP ID Generic practice Generic practice indicators
GP 4.1.1 Align the process with-quantitative | — Quantitative business goals relevant to the process are idlentified.
business goals — The process supports achievement of the identified busingss goals.
GP 4.1.2 Identify processinformationneeds|— Business goals relevant to establishing quantitative process
measurement objectives for the process are identified.
— Process stakeholders are identified and their infgqrmation
needs are defined.
— Information needs support the relevant quantitat}ve busi-
ness goals.
GP 4.1.3 Derive process measurement ob-|— Process measurement objectives to satisfy defined| process
jectives information needs are defined.
P 4.1.4 Identify measurable relationships|— Relationships between process elements are deternjined.
between process elements S
— Measures of process performance are justifiable.
GP 4.1.5 Establish quantitative objectives|— Process performance objectives are defined to explicitly reflect

the business and customer goals.

— Process performance objectives are defined to explicitly reflect

the business and customer goals.

— Process performance objectives are verified with c
to be realistic and useful.

ustomer
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Table 7 (continued)

GPID Generic practice

Generic practice indicators

GP 4.1.6 Identify product and process
measures

— Detailed measures are defined to support monitoring, analysis
and verification needs of process and customer goals.

— Measures to satisfy process measurement and performance
objectives are defined.

— Frequency of data collection is defined.

— Algnrifhmc andmethaodstocreate derived measurementresults

from base measures are defined, as appropriate.

— Verification mechanism for base and derived measures is-defined,

GP 4.1.7 Collect product and process meas-
urement results

— Datacollection mechanism is created for all identified measures.
— Required datais collected in an effective and reliable manner.

— Measurement results are created from_the collected dat3
within defined frequency.

— Analysis of measurement results is performed within defined
frequency.

— Measurement results are validated to confirm that the results
fulfil the process information needs.

— Measurement results are reported to those responsible for
monitoring the extent tefwhich qualitative objectives are met.

Generidresources for PA 4.1

Indicatgrs

Result of
achievement

Manageiment information (cost, time, reliability, profitability, customer benefits, risks, etc.) | a), b), ), d), e), f), g)

Applicaljle measurement techniques f)
Product|and process measurement tools and results-databases f), g)
Measurgment framework d), e), f), g)

Tools for data analysis and measurement

c), d), e) f), g)

Generidwork products for PA 4.1

— Spe(‘ifipq measures for the process

Indicatgrs Result of
achievement

2.00 Degcription a), b), d), )

— Defines information‘ngeeds for the process.

— Spedifies candjdate measures.

3.00 Plan c),e), f)

— Defipes/quantitative objectives for process performance.

— Defines tasks and schedules to collect and analyse data.

— Allocates responsibilities and resources for measurement.
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— Describes information needs and performance objectives.
— Provides a basis for analysing process performance.
— Defines explicit criteria for data validation.

— Defines frequency of data collection.

Table 7 (continued)
GPID Generic practice |Generic practice indicators
5.00 Record g)
— Defines data to be collected as specified in plans and measures.
6.00 Report g)
— Provides results of process data analysis to identify process performance parameters.
— Monitors process performance based on results of measurement.
$.00 Specification b), ). f)

=

o8]

5.2.5.2 PA 4.2 Quantitative control process attribute

techniques for analysing the collected data are selected;
H) assignable cause of process variation are determined through analysis of collected data;
d distributions that characterize the performance of the process are established;

d) corrective actions are taken to address specigl‘causes of variation;

The quantitative control process attribute is a measure of the extent-te.which objective data ar¢ used to
hanage process performance that is predictable. As a result of full achievement of this attribute:

€) separate distributions are established (asdecessary) for analysing the process under the influence of
assignable causes of variation.

Tlable 8 provides details on the genericpractice (GP), generic resources (GR) and generic work|product
(GWP) indicators that provide guidance on the implementation of the attribute’s characterjistics to
dchieve the results as listed above:
Table 8 — PA.4.2 Process capability indicators
P ID Genericpractice Generic practice indicators
GP 4.2.1 Selectanalysis technique — Process control analysis methods and techniques are|defined.
— Selected techniques are validated against procesg control
objectives.
GP 4.2.2 Determine assignable causes of|— Variation in process performance is attributed to afspecific,
process variation unpredictable cause.
— Assignable cause indicates a possible problem in thg defined
lJl UCLLTSS.
GP 4.2.3 Establish distributions — Variation in measurement results is used to analyse process
performance.
— Deviations are analysed to identify potential cause(s) of variation.
— Trends of process performance are estimated.
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Table 8 (continued)
GPID Generic practice Generic practice indicators
GP 4.2.4 Identify and implement correc-|— Results are provided to those responsible for taking action.

tive actions . . .
— Corrective actions are determined to address each

assignable cause.

— Corrective actions are implemented to address assignable
causes of variation.

— Corrective action results are monitored

— Corrective actions are evaluated to determine their effectivenéss.

GP 4.2.5 Establish separate distributions |— Consequences of process variation are analysed.
— Distributions are used to quantitatively understand process
performance.
Generidresources for PA 4.2
Indicatgrs Result of
achievement
Process[control and analysis techniques a),b)
Statisticpl analysis tools/applications b), c), e)
Process [control tools/applications c),d), e)
Generigqwork products for PA 4.2
Indicatgrs Result of
achievement
2.00 Deqcription b), c), €)
— Defines parameters for process control.
— Defirles and maintains control limits for selected base'and derived measurement results.
3.00 Plan a)
— Defipes analysis methods and techniques'at-detailed level.
6.00 Report a), c),d), e)

— Proyides analysed measurementresults of process performance.

— Identifies corrective actions to.address assignable causes of variation.

— Ensyres that selected techniques are effective and measures are validated.
9.00 Reqord b), c), d), e)

— Provides measurement data to identify special causes of variation.

— Proyides informgdtion on defects and problems.

— Recdrds the'changes.

— Docyiments corrective actions to be implemented.

— Monttors the status of corrective actions.

— Collects the data and provides the basis for analysis, corrective actions and results
reporting.

5.2.6 Process capability level 5: Innovating process
The previously described predictable process is continuously improved to respond to organizational change.

The following attributes of the process together with the previously defined attributes demonstrate the
achievement of this level.
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5.2.6.1 PA 5.1 Process innovation process attribute

The process innovation process attribute is a measure of the extent to which changes to the process are
identified from investigations of innovative approaches to the definition and deployment of the process. As a
result of full achievement of this attribute:

a) process innovation objectives for the process are defined that support the relevant business goals;

b) appropriate data are analysed to identify opportunities for innovation;

Y

(oW

O M ]

: Pl . ] L : I L . 1 1 : L . ] FRY ]
(6 rrrovuliorr Opporturittics ucrived Jrort ricw LECTTTUIoYICS Uurtd process CUTICCPLS Urc [UcrIitjicu,

) an implementation strategy is established to achieve process innovation objectives.

Table 9 — PA.5.1 Process capability indicatots

able 9 provides details on the generic practice (GP), generic resources (GR) and generic work|product
GWP) indicators that provide guidance on the implementation of the attribute’sOcharacteriistics to
chieve the results as listed above.

P ID

Generic practice

Generic practice indicators

LGP 5.1.1

Define the process innovation
objectives

— Directions to process\inovation are set.

— New business visiolis'and goals are analysed to give guidance
for new process objectives and potential areas of procesg change.

— Quantitativesand qualitative process improvement objectives
are defined and documented.

GP 5.1.2

Analyse data

— Feedhack on opportunities for innovation is actively| sought.
— Innpevation opportunities are identified.

—,Industry best practices are identified and evaluated

GP 5.1.3

Identify innovation opportunities

=— Impact of new technologies on process performance is
identified and evaluated.

— Impact of new process concepts is identified and evgluated.
— Innovation opportunities are identified.

— Emergent risks are considered in identifying innovation
opportunities.

GP 5.1.4

Define an implementation strategy

— Commitmentto innovation is demonstrated by organ]zational
management and process owner(s).

— Proposed process changes are evaluated and pilloted to
determine their benefits and expected impact on defined pusiness
objectives.

— Changes are classified and prioritized based on their impact
on defined improvement objectives.

Measures that validate the results of process chahges are
efinedto-determine-expected-effectivenessoftheprocess change.

[

TH oot T e CX p e eTea e Cerv Ent o5 Ot process

— Implementation of the approved change(s) is planned as an
integrated programme.

— Implementation plan and impact on business goals are discussed
and reviewed by organizational management.

Generic resources for PA 5.1

Indicators Result of
achievement

Process improvement framework a), c), d)

Process feedback and analysis system (measurement data, causal analysis results, etc.) b)
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Table 9 (continued)

GPID Generic practice | Generic practice indicators

Piloting and trialing mechanism | b), ¢)

Generic work products for PA 4.2

Indicators Result of
achievement
2.00 Description c),d)

— Identfifies potential areas of innovation and new technology.
3.00 Plan a), d)

— Defines improvement objectives for the process.

— Allogates resources for improvement activities.
— Schedules activities for root cause analysis.
— Defipes an approach to implementing selected innovations.

— Identifies scope of pilot innovation activities.
5.00 Procedure a)

— Estaplishes expectations for conduct and evaluation of pilot innovations.
6.00 Report b), ¢)

— Identifies potential innovations and process changes.

8.00 Spdcification a)
— Defihe and maintain business goals.

— Proyides evidence of management commitment.
9.00 Reqord b)

— Proyides analytical data to identify opportunities for best practice and innovation.

— Identifies potential innovation opportunitiesy

— Recqrds information on new technology-andtechniques.

5.2.6.2 | PA 5.2 Process innovation\implementation process attribute

Q

The progess innovation implementation process attribute is a measure of the extent to which changes t
the definition, management_.and performance of the process achieves the relevant process improvemern
objectivgs. As a result of full. achievement of this attribute:

~

a) impqct of all propesed changes is assessed against the objectives of the defined process and standard
progess;

[

b) implementation of all agreed changes is managed to ensure that any disruption to the proceg
performaiice is understood and acted upon;

C) effeltiverness of process change o the Dasis of actuat performarnce 1S evatuated against the defined
product requirements and process objectives.

Table 10 provides details on the generic practice (GP), generic resources (GR) and generic work product
(GWP) indicators that provide guidance on the implementation of the attribute’s characteristics to
achieve the results as listed above.
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Table 10 — PA.5.2 Process capability indicators

GPID Generic practice

Generic practice indicators

GP5.2.1 Assess the impact of each pro-
posed change

— Objective priorities for process innovation are established.

— Specified changes are assessed against product quality and
process performance requirements and goals.

— Impact of changes to other defined and organizational standard
processes is considered.

GPS5 22 M:\nngp the implpmpnfnfinn of

— A mechanismisestablished Fnrinrnrpnr:\fing q(‘r‘ppfpd Changes

agreed changes

into the defined and organizational standard process(es] eﬂfectively
and completely.

— The factors that impact the effectiveness and full degloyment
of the process change are identified and managed, such ap

— economic factors (productiwity, profit, growth,
efficiency, quality, compe€tition, resourdes and
capacity),

— human factors (job satisfaction, motivation, morale,
conflict/cohegion, goal <consgnsus,
participation, training;span of control),

— managementfactors (skills, commitment, leddership,
knowledge, “ability, organizational dulture
and risks);and

— techhology factors (sophistication of $ystem,
technical expertise, development methodology| need of
new technologies).

— Training is provided to users of the process.

—Process changes are effectively communicated to allfaffected
parties.

— Records of the change implementation are maintainef.

GP 5.2.3 Evaluate the effectiveness of pro-
cess change

— Performance and capability of the changed process are njeasured
and compared with historical data.

— A mechanism is available for documenting and reportjng anal-
ysis results to management and owners of organizational §tandard
and defined process.

— Measures are analysed to evaluate the effectivenefs of the
process change.

— Other feedback is recorded, such as opportunities fof further
innovation of the organizational standard process.

reneric.resources for PA 5.2

ndicators Result of achi¢vement
[hrange management system a), b),
Process evaluation system (impact analysis, etc.) a), c)
Generic work products for PA 5.2
Indicators Result of achievement
2.00 Description b)

— Documents changes as a result of process improvement actions.
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Table 10 (continued)

GPID Generic practice |Generic practice indicators
3.00 Plan a), b)

— Defines activities and schedule for pilot change implementation.

— Allocates resources for pilot implementation.
— Assigns responsibility for pilot implementation.

— Defines activities and schedule for organizational implementation of process change.

— Allogates resources and responsibilities for organizational implementation.
— Spedifies scope of pilot implementation of proposed change.
6.00 Repgort a), by )

— Desqdribes results of pilot implementation of process change.

— Evalpates effectiveness of process compared to process innovation objectives.
— Proyides details on implementation of organizational changes.

— Desdribes proposed changes to organizational standard and defined process.

8.00 Spdcification )

— Spedifies measures derived from process improvement objectives.
9.00 Redord b)

— Conflains records of all completed and in-progress pilot implementatiens.

— Recqrds history of and justification for changes.
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Annex A
(informative)

Conformity of the process assessment model

.1 General

his document sets out a process assessment model that meets the requirements _forn, conf
efined in ISO/IEC 33004. The process assessment model can be used in the performance of ass¢
that meet the requirements of ISO/IEC 33002.

prmance
ssments

his annex serves as the statement of conformance of the process assessment model to the requirements

efined in ISO/IEC 33004. For ease of reference, the requirements from ISO/IEC 33004:2015,
re embedded verbatim in the text of this annex. They should not be construed as normative ¢
df this document.

Since this process assessment model has been explicitly constructedto be an elaboration of the
reference model defined in ISO/IEC 30105-1, the conformance, claim is relatively simple.
A.2 Requirements for process assessment models

Introduction

Clause 6
lements

process

In order to assure that assessment results are translatable into the intended process measuremen
work in a repeatable and reliable manner, proc¢éss assessment models shall adhere to certain requ
ments. A process assessment model shall centain a definition of its purpose, scope and elements; it|
ping to the process measurement framework and specified process reference model(s); and a mech
for consistent expression of results.

[1SO/IEC 33004:2(

[ frame-
re-

5 map-
anism

15,6.1]

The purpose, scope and elements and mapping are covered under introduction, scope and 4.2.

Hrocess assessment model scope

Process assessmentmodels are related to one or more process reference models and a process meas
framework. Processes in process assessment model(s) are based on the process descriptions provid
process reference models; process attributes and process quality levels (if applicable) are derive(
measurenient framework.

In order:to assure that assessment results are translatable into a set of process profiles in a repeat
reliable manner, process assessment models shall adhere to certain requirements.

liIrement
bd in the
| from a

hble and

15,6.2]

The process scope of this process assessment model is defined in the process reference model
specified in ISO/IEC 30105-1 which defines a process reference model satisfying the requirements of
ISO/IEC 33004:2015, Clause 5. The process capability scope of this process assessment model is defined

in the measurement framework specified in ISO/IEC 30105-3 which defines a measurement fra
for process capability satisfying the requirements of ISO/IEC 33003.
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Requirements for process assessment models

6.3.1 A process assessment model shall relate to at least one process from the specified process reference
model(s).

6.3.2 A process assessment model shall address, for a given process, all, or a continuous subset, of the levels
(starting at level 1) of the process measurement framework for process capability for each of the processes
within its scope.

NOTE It would be permissible for a model, for example, to address solely process quality level 1, or to ad-
d ca alitaz ] Jod 2 o d D Lo b it Id ot o pwarparcailblo o o Jd 0o PPN o Jitaz ] Jo D oo
ressp CCOoO blbiullb_)/ ICVUIO I, &4 Uil J, vut 1t vwouiu rivt uoc IJCI oo IvIiC LU UUuUUrtoo lJl ULlCToOo bluullb] ICVUIO o UTlY

3 witholt process quality level 1.

6.3.3 Aprocess assessment model shall declare its scope of coverage in the terms of:
a) the selected process reference model(s);
b) the sglected processes taken from the process reference model(s);

c) the process quality level of the process characteristics selected from the process measurement framework
[ISQ/IEC 33004:2015, 6.3

This prqcess assessment model is based upon the process reference model defined in ISO/IEC 30105-1,
addressing all of the processes identified in Clause 5.

In the cqpability dimension of this process assessment model, the'model addresses all of the procegs
attributes and capability levels defined in the measurement:framework in ISO/IEC 30105-3:2016,
Clause 7 for the process quality characteristic of process capability.

Assessment indicators

A proceks assessment model shall be based on a set-dfindicators that

a) expliditly addresses the purposes and process outcomes, as defined in the selected process reference model
of all the processes within the scope of the process assessment model; and

b) demanstrates the achievement of the pracess attributes for the process quality characteristic scopes of]
the prodess assessment model.

The ass¢ssment indicators generally fall into three types:

a) practices - institutionalizédybehaviours that support achievement of either the process purpose or q
specific|process attribute;

b) information items audytheir characteristics that demonstrate the respective achievements;

c) resoufces and infrdstructure that support the respective achievements.

[ISO/IEC 33004:2015, 6.3.4

The proges$assessment model provides a two-dimensional view of process capability for the processé
in the prlocess reference model, through the inclusion of assessment indicators as shown in Figure 4 an
Figure 6. The assessment indicators used, as shown in Figure 4 are

= wn

— base practices and work products, and
— generic practices, generic resources and generic work products.

They support the judgment of the performance and capability of an implemented process.
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Mapping process assessment models to process reference models

A process assessment model shall provide an explicit mapping from the relevant elements of the

attributes of the process measurement framework.

the process assessment model shall be to:

a) the purposes and outcomes of the processes in the specified process reference model;

assessment model to the processes of the selected process reference model(s) and to the relevant process

The mapping shall be complete, clear and unambiguous. The mapping of the assessment indicators within

process

ﬁ] the process attributes (including all of the results of process attribute achievements listed for eqch process
ttribute) in the process measurement framework.
'his enables process assessment models that are structurally different to be related to the,same|process
feference model(s).
[ISO/IEC33004:2015p, 6.3.5]
Hach of the processes in this process assessment model is identical in scope to the process d¢fined in
the process reference model. Each base practice and work product is cross‘referenced to the|process
dutcomes it addresses. All work products relate as inputs or outputs to the process as a wholg, see the
mappings in Clause 5.
Hach of the process assessment indicators in this process assessment model is identicaﬂ- to the
drocess attribute defined in the measurement framework.(Fhe generic practices (GPs) addfress the
dharacteristics from each process attribute. The generic resources and generic work products felate to
the process attribute as a whole.
Tlable A.1 lists the mappings of the GPs to the achievemeénts associated with each process attribute.
Table A.1 — Mapyping of generic practices
P |Practice name |Maps to
PA 1.1 Process performance process attribute
LGP 1.1.1 |Achieve the process outcomés! |PA 1.1.a)
PA 2.1 Performance management'process attributes
(P 2.1.1 |Identify the objectives\for the performance of the process. RA 2.1.a)
(P 2.1.2 |Plan the performance of the process to fulfil the identified objectives. RA 2.1.b)
[P 2.1.3 |Monitor the performance of the process against the plans. RA 2.1.c)
P 2.1.4 |Adjust thepérformance of the process. RA 2.1.d)
[P 2.1.5 |Definexesponsibilities and authorities for performing the process. RA 2.1.e)
;P 2.1.6 |Prepare those performing the process to execute the process. RA 2.1.f)
[P 2.1.7 . 4ldentify and make available resources to perform the process according to plan. RA 2.1.g)
[P 2,138 | Manage the interfaces between involved parties. RA 2.1.h)
PA2.2 Work product management process attributes
P2.2.1 |Define the requirements 10T the Work proaucts. PA 2.2.3)
GP 2.2.2 |Define the requirements for documentation and control of the work products. PA 2.2.b)
GP 2.2.3 |Identify, document and control the work products. PA2.2.c)
GP 2.2.4 |Review and adjust work products to meet the defined requirements. PA 2.2.d)
PA 3.1 Process definition process attributes
GP 3.1.1 |Define the standard process that will support the deployment of the defined process. PA 3.1.a)
GP 3.1.2 |Determine the sequence and interaction between processes so that they work as an|PA 3.1.b)
integrated system of processes.
GP 3.1.3 |Identify the roles and competencies for performing the process. PA 3.1.c)

© ISO/IEC 2016 - All rights reserved

75


https://standardsiso.com/api/?name=b492ef49e373430c9eb03241f39b0317

ISO/IEC 30105-2:2016(E)

Table A.1 (continued)
GP Practice name Maps to
GP 3.1.4 |Identify the required infrastructure and work environment for performing the|PA 3.1.d)
process.
GP 3.1.5 |Determine suitable methods to monitor the effectiveness and suitability of the process. |PA 3.1.e)

PA 3.2 Process deployment process attributes

GP 3.2.1 |Deploy a defined process that satisfies the context specific requirements of the use of the|PA 3.2.a)
standard process.

GP 3.2.2| |Assign and communicate roles, responsibilities and authorities for performing the de-|PA 3.20b)
fined process

GP 3.2.3| |Ensure necessary competencies for performing the defined process. PA3.2.c)
GP.3.2.4| |Provide resources and information to support the performance of the defined process PA 3.2.d)
GP 3.2.5| |Provide process infrastructure to support the performance of the defined process. PA 3.2.e)
GP 3.2.6| |Collectand analyse data about performance of the process to demonstrate its effettiveness|PA 3.2.f)
and suitability.

PA 4.1 Quantitative analysis process attributes

GP 4.1.1| |Align the process with quantitative business goals. PA 4.1.3)
GP 4.1.2| |Identify process information needs, in relation with quantitative busihéss goals. PA 4.1.b)
GP 4.1.3| |Derive process measurement objective from process information needs. PA4.1.c)

GP 4.1.4| |Identify measurable relationships between process elementsthat contribute to the process|PA 4.1.d)
performance.

GP 4.1.5| |Establish quantitative objectives for the performance of the defined process, according to|PA 4.1.e)
the alignment of the process with the business goals;

GP 4.1.6| |Identify product and process measure that support the achievement of the quantitative | PA 4.1.f)
objectives for process performance.

GP 4.1.7 |Collect product and process measurement reésults through performing the defined process.|PA 4.1.g)

PA 4.2 Quantitative control process attributes

GP 4.2.1| |Select analysis techniques, appropriate to collected data. PA 4.2.a)
GP 4.2.2| |Determine assignable causes of process variation by analysing the collect data. PA 4.2.b)
GP 4.2.3| |Establish distributions that characterize the process performance. PA4.2.c)
GP 4.2.4 |Identify and implement corvective actions to address assignable causes. PA 4.2.d)

GP 4.2.5| |Establish separate djstributions for analysing the process under the influence of assignable | PA 4.2.e)
causes of variation:

PA 5.1 Process innovation-process attributes

GP 5.1.1| |Define the processinnovation objectives for the process that support the relevant business goals. | PA 5.1.a)

GP 5.1.2| |Analyse.data of the process to identify opportunities for best practices and innovation. PA 5.1.b)

GP 5.1.3| |Identifyzinnovation opportunities of the process from new technologies and process concepts. | PA 5.1.c)

GP 5.1.4| |Derive an implementation strategy based on long-term innovation vision and objectives. |PA 5.1.d)

PA 5.2 Brocess innovation implementation attributes

GP 5.2.1 |Assessthe impact of each proposed change against the objectives of the defined and stand-|PA 5.2.a)
ard process.

GP 5.2.2 |Manage the implementation of agreed changes to selected areas of the defined and standard | PA 5.2.b)
process according to the implementation strategy.

GP 5.2.3 |Evaluate the effectiveness of process change on the basis of actual performance against|PA 5.2.c)
process objectives and business goals.
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Annex B
(informative)

Work product characteristics

.1 Introduction to work product characteristics

ork product characteristics listed in this annex can be used when reviewing potemtial inputs and
utputs of process implementation. The characteristics are provided as guidance, fonthe ass
indicators to look for, in a particular sample work product, to provide objective evidence suppo
ssessment of a particular process. A documented process and assessor judgmentis needed t
that the process context (application domain, business purpose, developmentinethodology, si
rganization, etc.) is considered when using this information. Work products are defined u
schema in Table B.1, which is based on the approach defined in ISO/IEEAEEE 15289. Work products
nd their characteristics should be considered as a starting point férjconsidering whether, g

drganization must have.

dontext, they are contributing to the intended purpose of the proeess, not as a checklist of wh

Table B.1 — Work productidentification

essment
'ting the
b ensure
ve of the
sing the

iven the
at every

Work product identifier #

An identifier number for the work product which is used to reference the
product.

iwork

Work product name

Provides an example ofatypical name associated with the work product

teristics. This name is‘provided as an identifier of the type of work produ
practice or processimight produce. Organizations can call these work pro
by different names. The name of the work product in the organization is nl
significant. Similarly, organizations can have several equivalent work pro
which contain the characteristics defined in one work product type. The f]
for thework products can vary. It is up to the assessor and the organizati
coordindtor to map the actual work products produced in their organizat
the.examples given here.

tharac-
't the
Hucts

ot

ducts
prmats
nal unit
on to

Work product
characteristics

Provides examples of the potential characteristics associated with the wa
product types. The assessor can look for these in the samples provided by
organizational unit.

rk
the

B.2 Generi¢.work products (GWPs)

The genericywork product indicators are sets of characteristics that would be expected to be e
work preducts of generic types as a result of achievement of an attribute. The generic work products
form¢ the basis for the classification of the work products defined as process performance in

These work product types are basic input types to process owners of all types of processes.

rident in

Hicators.

NOTE The set of generic work product classes including its descriptions and typical characteristics is
derived from ISO/IEC/IEEE 15289.
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WPID Generic work Generic work product Generic work product typical characteristics
product class description
1.00 Object An entity created to serve a pur-|Identity, name of object.
ose, or created in the course of . .
pose X Purpose, value that caused its creation.
serving that purpose. Its existence
is observable and rationalized by | Ownership and responsibility for object — status,
its material or behavioral charac- | state and classification of object.
teristics. It can existas a complete, Distineuishing observabl alities and propertie
partial or exemplifying realization stinguishing observable qualities PrOpErties.
ofa prndnrr bhea suhordinate part Eunctionaland behavioral characteristics
of a product, be a by-product or Di ional and tric ch teristi
be a part of an enabling system. imensional and parametric characteristics:
Relationship with and dependencies on surrdundingg.
Observable interactions or effects on othef objects.
Interfaces, connections to surroundings.
Location, position in surroundings.
Safety, security, privacy/and environmental regp
ulations.
2.00 Description Represent a planned or actual|Object, subject or ¢lass'represented.
n f function ign N7 ... -
context of use, function, design, Purpose and applicability of description.
service, or item.
NOTE A description of some- Concerned parties, viewpoints, views.
thing that is required is a speci- | Range efuse, and validity of description.
fication. . .
Accuracy, detail and abstraction level.
Model dimensions, degrees of freedom.
Description language, notation, nomenclature.
Applicable standards, formats and styles.
Representations of function, attributes, properties.
Descriptions of architecture, arrangement, interfaces:
— depiction of composition or form;
— definition of classification, category, ranking
and type.
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WP ID Generic work Generic work product Generic work product typical characteristics
product class description
3.00 Plan Define when, how and by whom | Definition of undertaking, purpose and objectives
specific processes or activities|of plan.
are to be performed. Strategy and policy guiding plan.
Plan owner, stakeholders, responsible parties and
their authorities.
Plan status, version, reviews and modifications.
Proposed events, actions and tasks.
Predicted timescales, durations, dates oflactions.
Assumed dependencies, conditions, constraints, risks.
Allocated resources, laboufr;facilities, mdterials.
Planned budget, cost, expenditures.
Defined milestones, 5esults and progresq targets.
Decision pointsand authorization gates.
Options and-contingency actions.
4.00 Policy Establish an organization’s|Date of issue, effective date, and status.
high-level intention and ap- Scofle
proach to achieve objectives for, RE:
and ensuring effective control |{ssuing organization.
of, a service, process, or mans . . e
b Approval authority and identification jpf those
agement system. . .
accountable for enforcing the policy.
Authoritative references for complianc¢ or con-
formance (such as policies, laws and regplations,
standards, contracts, requirements, and yision or
mission statements).
Body, including objectives.
Glossary.
Change history.
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WP ID

Generic work
product class

Generic work product
description

Generic work product typical characteristics

5.00

Procedure

Define in detail when and how
to perform certain activities or
tasks, including tools needed.

Purpose, outcomes and results of performing actions.
Issuing authority and controls.

Roles, responsibilities and duties.

Actors, their competence and proficiency.

Dependency on requirements, standards and
directives

Achievement, goals, completion criteria.
Definition of transformations and their products.
Work definitions, instructions to act.
Progression and dependencies ofiaetion.
Guiding method and practices?

Enabling tools and infragtructure

6.00

Report

Describe the results of activities
such as investigations, assess-
ments and tests. A report com-
municates decisions.

Purpose or benefit ofreport.

Source, author and-dithority to report.
Stakeholders, negipients, distribution.
Knowledgenunderstanding communicated.
Information, data, facts and evidence contained.
Analysis, inspections and audits employed.
Timing, validity, condition of information use.

Dependence on circumstances, constraints and
assumptions.

Reported status, results, achievements, conform¢
ance, compliance or outcomes.

Identified faults, failings or errors.

Inferred patterns, trends or predications.

Conclusions, recommendations, rationale.

80
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WPID Generic work

product class

Generic work product
description

Generic work product typical characteristics

7.00 Request

Record information needed to
solicit a response.

Objective, purpose or outcome of request.
Expression of a demand, need or desire.

Communication of enquiry, solicitation or an order
to provide.

Initiation of supply, provision or support Definition
of action, change or exchange.

Identification of required products;-services,
capability or resources.

Authorization of tasking or commitiment.

Specified terms, conditionsyto act, agfeement

conveyed.

Required availability of requested provision

communicated.

8.00 Specification

Provide requirements for a re-
quired service, product, or process.

Definition of needs; wishes and circumstiances.
Statement of' requirements.

Definition of constraints and conditions Sfandards
and regulations invoked.

Dimensions of achievement and outcomej
Criteria of conformance, correctness and cofnpliance.

Definition of measures, indicators, limjtations,
values and thresholds.

Statements of action and conduct.

Required functions, performance, behpvior or
service levels.

Definitions of interfaces, interaction, locqtion and
connection.

Conditions of acceptance, permissible exiceptions
and deviations.

Conditions of change and variation.

WP ID Genericwork

product class

Generic work product
description

Generic work product typical charactpristics

.00 Record

Organize the data an organiza-
tional entity retains.

NOTE Consistent with the
ISO/IEC 9000 series, the purpose
of a record is to state results

Record identity or title.
Content, description and reason for record.
Ownership, origin and authorship.

Practices, agreements, commitments and

Acthieved or to provide evidernce
of activities performed by an
organizational entity.

Teguiations applyingto record.

Authorities and condition of storage, retrieval,
replication and deletion.

Medium and format of record.
Location, conditions and periods of storage.

Applicable information privacy, security and in-
tegrity.

Declaration of status, configuration and baseline
information.

Information on audit, validity and history.
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B.3 Work products (WPs) and Generic work products (GWPs)

Work products are typically created by process owners and applied by process practitioners in order to
satisfy an outcome of a particular process.

WP ID Work products Characteristics ID [Outcome]
— Identifies the professionals from multiple do-
mains/processes available for auditing, including
their experience and qualifications.
1.01 AtreitorHst TEN6{OuteomebH
: — Identifies any auditor training required. 7
— Lists the available auditors and scope of audits
to be covered from multiple domains.
RLS1 [Outcemeb), )]
SLN2 [Outceme b), c), ),
8), h)]
— Defines the contract terms. Establishes the war-| 1BRN1)[Outcome c), g), )]
ranties/guarantees, risks and liabilities, and insurance.| RN2 [Outcome a), b), ¢)]
Captures the delivery scope.
TRN3 [Outcome a), b), d)]
— Defines the terms of verification and acceptance:
TRN4 [Outcome a)]
— Definesregulatory obligations, conformance’and
certifications required. TRNS [Outcome f), g), h)]
— Defines the duration and schedule for delivery. TRN6 [Outcome a), i)]
— Defines the performance measurces, targets, re- SDL2 [Outcome a)]
1.02 Contract : ; .
porting and review mechanisms; SDL3 [Outcome a), b)]
— Defines the payments mode and penalties. SDL4 [Outcome e)]
— Defines authorizatiqudevels. Is agreed between| TRQ1 [Outcome a), b), ¢), d)
both parties. £), h), )]
— Specifies condition's/constraints, contract duration TEN7 [Outcome a)]
and review/change control mechanisms.
TENS5 [Outcome a), b)]
— Can include service credits and penalties based
on definéd criteria. TEN2 [Outcome a), d)]
OEN2 [Outcome a)]
OEN4 [Outcome b), d)]
OENG6 [Outcome b), c)]
— Identifies activities and performance to be achieved
to meet each contractual obligation.
— Identifies accountable owners for each of the
1.03 Contract obligation identified obligations. SLN2 [Outcome a), b), d),
' mapping — Provides clarity of roles and responsibilities of e), 1)]
each individual.
— Provides a baseline for measuring performance
of each contracting party.
— Identifies the resource pool available for service
delivery.
— Identifies the resource with skill sets mandated| TRN1 [Outcome b), c), d),
Deployable re- |by the customer. e), g)l
1.04 :
sources list — Identifies whether the induction training is pro- SDL1 [Outcome a)]
vided within the transition timelines. TRO1 [Outcome c), d)]
— ldentifies the training needs for skill set enhance-
ment to meet service delivery requirements.
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WP ID Work products Characteristics ID [Outcome]
1.05 Invoice — Identifies the cost of service provision to be re- TEN2 [Outcome e), f)]
covered based on contractual terms.
— Describes format and contents required for service
delivery performance reporting.
1.06 Service performance| Describes timeliness, compliance with reporting| SDL2 [Outcome a), b), €)]
report templates
process and accuracy.
— Describes data sources.
SEN1 [Outcom¢ b)]
— Identifies all entities playing a key role in the SLN1 [Outeome d)]
suc.ce(sig ofl?n activity, and itis reviewed and updated TRO1 {Qutcomel), f)]
1.07 Stakeholder list | Periodically. 4 b
— Determines the primary and secondary stake- FENA [Outcome b)]
holders. OEN7 [Outcomg b)]
TENS8 [OutcomE f)]
— Contains name of supplier, contact and otlier
information.
1.08 Suppllgcl:gy €on= 1 Pprovides governance structure. RLS2 [Outcomg b)]
— Contains details of specific units, Sub-functions
and responsibilities of contacts
— Identifies the preferred suppliers for selection
1.09 Supplier shortlist |process based on the evaluation against selection RLS2 [Outcome a)]
criteria.
110 Trained and sl.<111ed — Identifies the a\{allable resources w1§h therequired TRN4 [Outcomp d)]
resources list knowledge and skills to delivery service.
— Determines-:otganizational training needs.
— Enhancesemployee morale and organizational
performance:
111 Training needs | — Considers current skills, competencies and per-| ~ TRN1 [Outcomele), f)]
' analysis forpasice. SDL1 [Outcom¢ a)]
< Identifies the type and level of training required.
— Anticipates future shortfalls or problems.
— Influences overall effectiveness of training.
— Identifies strengths and weaknesses of alternative
options for the organization.
— Identifies options for adoption and deployment.
2.01 Business case SEN1 [Outcome h), )]
— Compares benefits and costs of the identified
options.
— Enables decision-making.
TRNT [Outcome i)]
_ ]?escrllbes the s-tructure of an organization, the TRN4 [Outcome a), b)]
202 Delivery organiza- |relationshipsand hierarchy.
' tion chart — Identifies roles and named individuals assigned SDL1 [Outcome a)]
to roles. TENS [Outcome a), b), c),
d), f), h)]
— Defines the authority levels for hierarchical or
functional escalation. OENS5 [Outcome e), f)]
2.03 Escalation matrix OENG6 [Outcome h)]

— Provides the details for up to 3 levels of contacts
who can be contacted if not satisfied with first point
contact.

OEN7 [Outcome )]
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WP ID Work products Characteristics ID [Outcome]

— Describes the space to serve a specific function

Office facilities inFl_uding: -building-structure fpr servi_ce deliygry; TRN3 [Outcome ¢), d)]
2.04 inventor utility services; heating, ventilation and air condition-
y ing; energy and power; facility maintenance; desks, TENS [Outcome a), ¢), €), g)]

chairs, telephones; office equipment.

— Identifies skills required for executing the process
or function.

— Supports recruitment of resources

— Lists training or qualifications required by skill TRN1 [Outcome a), b), €);
2.05 Skills framework |or skill level. e), f)]

— Identifies skills requiring customer verification SDL1 [Outcome.&]]
and approval.

— Identifies scope for continual professional de-
velopment.

— Provides awareness on the relevancy and impor- TRN1 [Outcome e)]
tance of activities. TRN4 [Outcome d)]
SDL1 [Outcome a)]

— Instructs to provide knowledge or skills to'un- OEN2 [Outcome €), f), g]]
dertake an activity or role. OEN3 [Outcome a), €)]

— Describes the objectives for delivering processes,

2.06 Training material o .
activities or services.

— Describes the details of assets to bédransferred
during transition out.

— Provides details of movable and immovable assets
3.01 | Assettransfer plan |which belong to the organization. TRO1 [Outcome d), ), g)]

— Provides details of assets along with the orig-
inal cost and the current.value after depreciation/
appreciation.

— Identifies the.scope of an audit.

— Identifies the list of auditors and the point of

contact as an‘duditee.
3.02 Audit plan TENG6 [Outcome a), b), )]
— Defines the timeline for an audit.

— (_Identifies the required auditor knowledge and
éxperience.

— Identifies the scope of audits over a timeline, e.g.
year as determined by senior management based on
business requirements and performance.

— Details the processes or functions to be audited

3.03 Auditsthedule |and assigned auditors. TENG6 [Outcome a), c)]

— Identifies the timeline planned to complete
the audits.

— Schedules the management meetings following
an audit to review findings.

— ldentifies scope of budget planning and allocation

of budget against planned activities over defined TEN2 [Outcome b)]
timeframe.

3.04 Budget TENS8 [Outcome a), b)]
— Defines breakdown in allocation of budget within
activities, including by resource or work breakdown SEN2 [Outcome ¢]]
structure
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WP ID

Work products

Characteristics

ID [Outcome]

3.05

Business continu-
ity maintenance
schedule

— Schedules key activities to maintain the BCP.

— Defines contact list periodically for reviews of
contact information.

— Initiates periodic reviews of all business conti-
nuity plans.

TENS5 [Outcome a), b)]

— Defines plans to ensure continuity of business
during any disruption.

3.06

Business continuity
plan (BCP)

— Consists of an impact analysis, threat analysis,
and impact scenarios with the resulting BCP plan
requirement and recovery documentation.

— Isregularly reviewed and maintained to reflect
changes to services, environment, requirements,
personnel, etc.

TENS [Outcpmie a), €), g),

h), 1]

3.07

Business continuity
test schedule

— Defines planned schedule of regular BCP and/
or DR tests to assess accuracy and response times,

— Schedules tests in line with BCP requirements.

TENS [Outcome p), b)]

3.08

Business continuity
training plan

— Ensures employees are trained and awate,of their
role in the BCP and its implementation.

— Update periodically to reflectand respond to
changes in the process.

TENS5 [Outcomeg h)]

3.09

Business Plan

— Defines a long-term plan.ofiaction designed to
achieve a particular business;goal or set of goals or
objectives.

— Communicates the direction a business will pursue
and the steps it willitake to achieve its goals

SEN1 [Outcome a)]
TEN1 [Outcome p), b)]

3.10

Calibration plan

— Defines thescope and frequency of calibration to
ensure consistency of evaluation.

— Defines the requirements of customer and the
acceptable limits.

— ‘Details the process flow and procedure of activities.

~— Defines the calibration criteria.

OEN1 [OutcomE c)]

3.11

Change build.and
implementation plan

— Defines the activities and schedule for building
and testing change.

— Documents the change implementation and de-
ployment approach and schedule.

TEN3 [Outcome d), f), h)]

3.12

Change back out
plan

— Defines success criteria for changes.

— Defines timelines for reversing a change that is
unsuccessful.

— Defines restoration method to previous or best
state of process

TEN3 [Outcomeg g)]

3.13

Change/release
schedule

— Provides the agreed implementation schedule
of changes.

— Provides the approval changes details and de-
ployment details.

— Details the schedule of planned changes to stake-
holders.

— Communicates the implementation schedule for
changes to stakeholders.

TEN3 [Outcome d), €)]
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— Identifies the target stakeholders. TENG6 [Outcome €)]
— Identifies timeframe or frequency for commu- TRNS5 [Outcome g)]
nications. SDL3 [Outcome e)]
— Identifies desired outcomes. SDL4 [Outcome f)]
— Defines the appropriate communication approach TRO1 [Outcome i), j)]
and channels for delivery of messages.
—  Defineswho will he rncpnncih]n for dn]ivnry of TEN3 [OUtcome e)]
communications. TENS [Outcome b), f), i}
3.14 [ Communication plan
— Identifies key contents for communication messages. TEN8 [Outcome-g)]
— Isregularly maintained to reflectlatest stakeholders| OEN2 [Outcomeé f), g)]
and business communications needs and approaches. OENS [Outcothe ¢), h)]
RLS1 [Qutcome b), ¢), €)]
SDL1 [Outcome €)]
SPL2 [Outcome c), d)]
SEN2 [Outcome e), f)]
. — Defines the frequency of compliance audits ackoss
315 [ Compliance assess- |a]] service levels/processes in an organization: OEN3 [Outcome c), d)]
' ment/audit plan ’
— Identifies the timelines for each auditand targetarea.
— Defines the importance of compliance in an or-
ganization.
316 Compliance aware- |— Defines atraining plan for awdreness programme OEN3 [Outcome a)]
ness plan for employees.
— Describes the methads used to monitor the
compliance.
— Identifies skill development required for an indi-
vidual to meet sefvice/process delivery requirements.
Continual profes- |— Identifiespersonal development needs. TRN1 [Outcome f)]
3.17 | sional development | _ prqyjdes a plan for individual continual profes- .
plan siondl development. OEN4 [Outcome ), ¢), g), 1)
—, . Tracks progress against planned professional
development.
— Consists of a series of implementation plans to
deploy the strategic plan across each area of the
b Juni organization.
epartment/unit
3.18 impplementation — Defines the plan to move department/business SEN1 [Outcome c), d)]
plans unit(s) from present state to a desired future state.] TEN1 [Outcome a), b)]
Factors to be considered include: size of the unit; types
of ITES-BPO services delivered; physical location;
market areas; Competitiveness; economic trends.
— Defines the disaster recovery procedures.
Disaster recovery TENS [Outcome b), d), e),
3.19 plan — Describes the alternative means of operation of g), h), ]
critical process during a declared disaster.
320 Facilities plan d— _DeS(_:rlbes the special working arrangements TRN3 [Outcome d)]
uring disaster recovery.
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3.21

Financial plan

— Defines the capital requirements.

Defines policies and procedures in relation to
procurement, investment, change control and ad-
ministration of budget.

— Defines the projected budget for the duration of
the contract, the charging mechanism and recovery
of funds, and expected profits.

TEN2 [Outcome a), b), c), g)]

— Defines structure of budget by cost types atlevel
required for financial management and billing.

3.22

Governance plan

— Identifies the reports to be produced, their purpose,
high-level contents, distribution and frequencies.

— Identifies the schedule of governance, management
and performance reviews, including for each review
purpose, attendees and frequency.

Identifies approach to management of actiens
and escalations for any deviations.

SLNT1 [Outcome a)]
TRNS5 [Outcomg g)]

3.23

Improvement plan

— Defines prioritization of improvements ‘aligned
with the business goals.

Describes improvement scope and expected
outcomes.

— Captures costs and benefitss

Defines schedule, resources and timescales for
improvement.

TENS [Outcome p), g)]

3.24

Induction pro-
gramme

Identifies induction‘training schedule.
Identifies scope of induction training.
Identifies-skill sets to be addressed.
Identifies the target delivery organization.
Identifies the induction material.

Identifies assigned trainers.

2

TRN1 [Outcome d)]

3.25

Induction pro-
gramnie outline

Identifies induction training timelines.

Identifies scope of induction training.

Identifies knowledge and skill sets that the in-
duction training needs to cover.

Identifies the delivery organization resources
required to attend.

— Identifies resources responsible for the execution
of programme elements.

TRN1 [Outcome d

»€), h)]

— Defines the importance of information security

3.26

Information securi-
ty awareness plan

fmrammorgamization:

— Details the individuals responsible for the Infor-
mation security awareness programme.

Details the sensitivity of information and the
criticality of applications, systems and processes.

— Defines a training plan for employee awareness.

— Describes the methods used to monitor compliance
to the security policy.

OEN2 [Outcome d), €), g)]
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— Identifies the long-term plan to achieve the
3.27 |Innovation roadmap |innovation goals. SEN2 [Outcome a), g)]

— Identifies key milestones and targets.

— Ensures knowledge for a defined service element,
e.g. process or function, is retained and maintained.

— Requiresregular review and update, incorporating
any process change or improvements. TEN4 [Outcome a), b), )]

Knowledge

3.28
management plan

— Conducts regular audits on adherence to the
process to identify any knowledge gaps, training
required or improved/changed working practices.

— Identifies knowledge transfer goals/requirements.

— Identifies the specific plan for training technical
personnel and end users.

— Defines a strategy for providing training through
the transition project to ensure the training goals
are achieved.

— Identifies tasks, deliverables, resources, tools and
training effort required. TRN4 [Outcome b)]
3.29 Knowledge transfer | Defines measurement for knowledge<{ransfer TRO1 [Outcome e€)]
plan effectiveness

' TEN4 [Outcome c), d)]
— Describes the deliverables to support initial and
ongoing training including user fmanuals, system
manuals, online help and trainingimaterials for tech-
nical/non-technical personnel:

— Defines knowledge transfer for: business and
process knowledge; operational/procedural knowl-
edge of business process; operation, modification or
configuration of systems/tools.

— Identifiessnon-technology requirements in ac-
cordance withJservice delivery and transition plan.

Non-technology |— ldentifies the timeframe for implementing
3.30 | requirementsand |nhon-technology infrastructure. TRN3 [Outcome a), b), ¢)]
fulfilment plan | _ Mdentifies plan of activities to be carried out.

3— Provides abaseline for monitoring for deviations
in timelines enabling corrective actions.

— Defines pilot project scope, activities and timeframe.
— Describes required resources.
— Describes impact of failure.

3.31 Pilot plan — Identifies the acceptance criteria for a| TRN6[Outcome a),b),c),
successful pilot d), e), f), g), h), i)]

— Describes any risk or issues relating to pilot plan
execution.

— Describes performance measures for the pilot.
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3.32

Process documenta-
tion lr_\]ar\

— Defines the activities/tasks and timescales to
establish the required process documentation.

— Provides task descriptions.

— Defines the processes and level of documentation
required based on the intended audience.

— Describes any requirements to meet local
standards or for translation into other languages.

TRN4 [Outcome b)]

— Describes the resources required to deliver the plan.

— Identifies the key milestones and the deliverables
planned for each milestone.

— Describes the approval process and identifies
who will be responsible for approving the plan and
deliverables.

Pl % A B 7 VR
OULT TUULLUIIE a)]

3.33

Ramp down plan

— Describes aresource reduction plan in phase mannet.

TRO1 [Outcome €), f), g), h)]

3.34

Resource forecast

— Identifies the demand for the resources\and
required skills over defined timelines.

— Identifies any deviation between the-forecast
and the actuals.

— Identifies the number of resoutées and skills to
be recruited.

— Monitors whether supplyhas met the demand.

TRN1 [Outcome a), b), d), f)]
TRN4 [Outcomg a)]

3.35

Retention plan

— Identifies the tangible and intangible measures
to retain resources.

— Focuses on keyiemployees to ensure they are
retained.

— Documents the primary reasons for attrition and
required‘detions to retain existing employees.

OEN4 [Outcome ), d)]

3.36

Risk mitigation plan

— (Describes risk identification, risk impact
assessment and risk prioritization analysis.

=" Describes risk mitigation planning

— Tracks implementation and monitors progress
against plan.

TEN7 [Outcome ), f)]

3.37

Reoadmap

— Describes the approach to achieve the
organization’s objectives and goals.

— Defines activities to be performed based on a
clear timeline.

SEN1 [Outcomg¢ d)]
TEN1 [Outcome p), b)]

— Defines delivery objectives.

1d

TRN5 [Outcome a), b), c),

d), e)]

TRN6 [Outcome b),|c), d), €),

3.38

Service delivery plan

1L 1 s d icl rs £
TOCTITITIC S TOW eSS T attt g eSS T peTroT Ira et

boundaries.
— Describes service delivery performance metrics.

— Identifies service delivery targets as agreed with
customer.

£), ), h), 1)]

SDL1 [Outcome b), c), f)]
SDL2 [Outcome a)]
SDL3 [Outcome a), b), )]
SDL4 [Outcome a), b), ¢)]
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— Defines priorities, focus and resources for or-
ganization.
— Communicates direction within an organization. SEN1 [Outcome a)]
3.39 Strategic plan — Ensures employees and stakeholders have common SEN2 [Outcome a), b), g)]
goals and understanding. TEN1 [Outcome a), b)]
— Isregularly reviewed and maintained to align to
changing environments.
— Identifies technology requirements in accordance
with service delivery and transition plan.
— Identifies the time frame for implementing tech-
ire- | nology infrastructure.
sq0 | e RClogy require-| FOTOBY I . | TRNZ [Ouscorie a), b)]
: . — Identifies planned activities to deliver the re-| OEN5 [Outeome a), b), ¢), i)
fulfilment plan quirements.
— Provides a baseline for monitoring for deviations
in timelines or against requirements enabling cor-
rective actions.
] ~|— Defines monitoring plan and frequency to assufe
3.41 Trartl;?icnt;orr)ll;rrllom- transaction quality. OEN1 [Outcome d)]
— Identifies process complexity and critieality.
— Defines the schedule of transition agtivities re-
lating to transition out of processes fremthe service
provider to a different service provider or back to
the customer.
3.42 | Transition out plan |— Providesabaseline to meastre transition timelines. TRO1 [Outcome a), b), e), f)
o . g), h), 1)]
— Identifies the sequence and dependencies for
transition activities.
— Documents the reles and responsibilities of key
stakeholders in transition.
— Defines.the schedule of transition activities| SLN1 [Outcome b), c), d)]
relating totransition in of processes from the cus- .
tomer-Or-a different service provider to the current TRN1 [Outcome a), d), h), i)
seryice/provider. TRN2 [Outcome a), b)]
— Defines the schedule of transition activities. TRN3 [Outcome a), b), ¢), d)
3.43 Transition plan ()~ Provides a baseline to measure transition timelines.| =~ TRN4 [Outcome a), b)]
— Identifies the sequence and dependencies for| TRN5 [Outcome a), b), c),
transition activities. d), e)]
— Documents the roles and responsibilities of key [TRN6 [Outcome b), c), d), €),
stakeholders in transition. £), g), h), i)]
— Describes the verification activities needed to
ensure the conformance of the services.
3.44 |Verification strategy OEN1 [Outcome a), b), g)]
— Defines verification mechanism for base and
derived measures.
— Schedules operational workloads. Allocates op-
erational activities and responsibilities.
3.45 Work schedule |— Identifies operational resource requirements and SDL1 [Outcome b)]
availability for capacity planning.
— Defines working and break times.
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4.01

Contract policy

— Provides principles for executing contracts.

— Identifies contract management activities to be
practiced by an organization.

— Provides a minimum list of clauses to be covered
in a contract.

— Provides guidance for creating mutually tenable
contracts.

SLN2 [Outcome c), d), e), h)]

4.02

Information securi-
ty policy

— Describes the system which keeps the confidential
information secured.

— Describes the system which protects from unau-
thorized modification.

OEN2 [Outecome

), h)]

4.03

Innovation deploy-
ment strategy

Identifies the resource with skill sets required
to deliver the innovation.

Identifies any training requirements and plans:

Identifies the deployment approach.

Identifies the deployment plan for each-area.

Identifies deployment governance.

SEN2 [Outcome b),

), d), e)]

4.04

Knowledge policy

Describes the classification of kripwledge assets.

Describe the procedures to maintain and control
the knowledge assets.

TEN4 [Outcome

p), e)]

5.01

As-is process
documentation

— Defines the business goals and the desired out-
comes and objectives forprocess.

— Describes the structure of the process framework
identifying the process portfolio.

— Defines the workflow of activities.
— Identifies roles within the process.

fdentifies metrics and baselines to enable
assessment of process performance

TRN4 [Outcome a),

b), ¢), d)]

5.02

Calibration process

=" Describes the tolerances for all calibrations.

— All calibrations should be performed in a way that
is traceable to a recognized standard.

OEN1 [Outcome

0), 8)]

5.03

Current process
maps

— Describes the objectives and scope of each process.

— Provides the logical flow of the process with key
inputs and outputs.

— Provides clarity of the process at a micro level.

Identifies the key roles and functions involved
in the process.

SLN1 [Outcom

]

1l 4300 L3 R ) 1d 302
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critical areas and also bottleneck areas in the process.

— Identifies performance measurementand targets
for the process.
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