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Foreword

[SO (the International Organization for Standardization) and IEC (the International Electrotechnical
Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical activity.
ISO and IEC technical committees collaborate in fields of mutual interest. Other international organizations,
governmental and non-governmental, in liaison with ISO and IEC, also take part in the work.

The procedures used to develop this document and those intended for its further maintenance are described
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ment should be noted. This document was drafted in accordance with the editorial rules ofit
ectives, Part 2 (see www.iso.org/directives or www.iec.ch/members experts/refdocs).

] [EC draw attention to the possibility that the implementation of this document ‘may invg
(a) patent(s). ISO and IEC take no position concerning the evidence, validity or-applicability]
l patent rights in respect thereof. As of the date of publication of this document;ISO and IEC |
d notice of (a) patent(s) which may be required to implement this document:Hewever, implen
tioned that this may not represent the latest information, which may bé ebtained from the]
e available at www.iso.org/patents and https://patents.iec.ch. 1ISQ%@nd IEC shall not
sible for identifying any or all such patent rights.
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cument was prepared by Joint Technicalv:‘Committee ISO/IEC JTC 1, Information tech
hmittee SC 40, IT service management and [Tgovernance.

cond edition cancels and replaces the fitst edition (ISO/IEC 30105-2:2016), which has been tecH

in changes are as follows:
ms and abbreviated termshave been added;
use 4 has been restructiired to improve the sequence of the document;

plicated contents-from ISO/IEC 30105-1 and ISO/IEC 30105-3 have been removed from Claus

ure 2 has.been revised to improve clarity;

terms\'work product (WP)” and “generic work product (GWP)” have been changed to “infor
n”7and “generic information item” respectively, following ISO/IEC/IEEE 24774;

nology,

nically

b 4 and

mation

Figure 4 has been revised according to ISO/TEC 33063;

references to ISO/IEC TS 30105-9 have been added, providing an extension to the process assessment
model (PAM) for organizations undergoing digital transformation;

digital strategy for ITES-BPO organizations has been added;

two new tactical enablement processes, TEN9 (Communication management) and TEN10 (Documentation
management), have been added in order to align with ISO/IEC 20000-1 and ISO/IEC TS 33074;

the definitions of process capability levels and process attributes in Clause 5 and Clause 6 have been
aligned to improve consistency with ISO/IEC 33020;
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— editorial errors from the previous edition have been corrected.
Alist of all parts in the ISO/IEC 30105 series can be found on the ISO and IEC websites.

Any feedback or questions on this document should be directed to the user’s national standards
body. A complete listing of these bodies can be found at www.iso.org/members.html and
www.iec.ch/national-committees.
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Introduction

IT Enabled Services-Business Process Outsourcing (ITES-BPO) services encompass the delegation of one
or more IT enabled business processes to a service provider who uses appropriate technology to deliver
that service. Such a service provider manages, delivers, improves and administers the outsourced business
processes in accordance with predefined and measurable performance metrics. This covers diverse business
process areas, such as human resource management, administration, healthcare, financial management,
supply chain management, travel and hospitality, media, market research, data analytics, telecommunication,
manufacturing, etc. ITES-BPO services provide business solutions to customers across the globe and form

part of

the core service delivery chain for customers.

The IS
serviceq
and im

— Ity
the

D/IEC 30105 series specifies the requirements for lifecycle processes performed by an. IT
provider. It defines the processes to plan, establish, implement, operate, monitor, review,/m|
prove its services. Key characteristics of the ISO/IEC 30105 series are as follows.

rovides overarching guidance and requirements for all aspects of ITES-BPO industry from the
service provider that performs the outsourced business processes. This is applicable for any

provider providing services to customers through contracts and in industry vertieals.

— It
pr

— It
ou

— Itf
— Iti
siz

— Pr
iny

covers the entire outsourcing lifecycle and defines the processes that-are considered to b
ctices.

enables process capability gap determination and improvement\for service providers perf
[sourced business processes. It also serves as a process reference'model (PRM) for service prg

bcuses on IT enabled business processes which are outsourced.

5 generic and can be applied to all IT enabled business process outsourced services, regardless
e and the nature of the services delivered.

bcess improvement (PI) implemented using the ISO/IEC 30105 series can lead to a clear ret
estment for customers and service providers,

— Alignment to the ISO/IEC 30105 series camjimprove consistency, delivery quality and predictah

the

Figure
the cus
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other. /

delivery of services.

1 illustrates the key entities @nd relationships involved in an ITES-BPO service. This i}
tomer, the service provider,and various levels of suppliers. This is in line with the suppl)
ship depicted in ISO/IEC 20000-1:2018, 8.3.1. This document and ISO/IEC 20000-1 compleme
Annex C describes the pgtential correlation and differences, and their complementary nature.
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Figure 1 — ITES-BPO key entities
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cument specifies the process assessment model (PAM). It contains process definitions of th

e ITES-

BPO lifgcycle defined in ISO/IEC 30105-1 and a model suitable for assessing process capability. The outcomes
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appliclk]ﬂe in its entirety. Supersets and subsets are selected according to the context and the scopq
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3 Terms, definitions and abbreviated terms

For the

[SO and IEC maintain terminology databases for use in standardization at the following addresses:

— I5(
— IE

AM are clearly defined, observable results, aligned to the business benefits'derived by the cu
vice provider.

consists of a set of indicators for process performance and processycapability. The indicat
a basis for collecting the objective evidence that enables an assésSor to determine ratings.
rators included in this document is not intended to be an all-inclusive set, nor is it intende

ent.

M in this document is directed at assessment sponsors:and competent assessors who wish to
hnd an associated documented assessment process for the ITES-BPO lifecycle processes, for j
ity gap determination.

)rmative references

owing documents are referred to inthe'text in such a way that some or all of their content con;
ments of this document. For dated references, only the edition cited applies. For undated refe
st edition of the referenced doctiment (including any amendments) applies.

[ 20000-10, Information technology — Service management — Part 10: Concepts and terminolog

purposes of this.document, the terms and definitions given in ISO/IEC 20000-10 and the followin

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

stomer

brs are
he set
d to be
e of the

select a
hrocess

titutes
rences,

g apply.

[ Electropedia: available at https://www.electropedia.org/

3.1 Terms and definitions

3.11

assessment indicator
sources of objective evidence used to support the assessor’s judgement in rating process attributes

Note 1 to entry: Examples include practice, information item, or resource.

[SOURCE: ISO/IEC 33001:2015, 3.3.1]

© ISO/IEC 2024 - All rights reserved
1


https://www.iso.org/obp/ui
https://www.electropedia.org/
https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

3.1.2
base practice
activity that, when consistently performed, contributes to achieving a specific process purpose

[SOURCE: ISO/IEC 33001:2015, 3.3.2]

3.1.3

capability dimension

set of elements in a process assessment model explicitly related to the measurement framework for process
capability

[SOURCE: ISO/IEC 30105-4:2022, 3.1.4]

3.14
generig practice
activity that, when consistently performed, contributes to the achievement of a specific proCess attripute

[SOURCE: ISO/IEC 33001:2015, 3.3.6]

3.1.5
generif resource
resourge such as human, financial or technical, that is used when performing.aprocess

3.1.6
objectlve evidence
data sypporting the existence or veracity of something

Note 1 fo entry: Objective evidence can be obtained through observation, measurement, test or by other mean|s.

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

[SOURCE: 1SO 9000:2015, 3.8.3, modified — "verity" has been changed to "veracity" in the definition]|

3.1.7
process assessment
disciplined evaluation of an organization unit’s processes against a process assessment model

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

3.1.8
procesgs assessment model
model suitable for the purpose-of assessing a specified process quality characteristic, based on one dr more
proces$ reference models

Note 1 |to entry: Procéss assessment models addressing a specific process quality characteristic can include the
identifigation of the ¢hiaracteristic in the title; for example, a process assessment model addressing process capability
can be ermed a "prdcess capability assessment model"”.

[SOURCE: ISOAEC 33001:2015, 3.3.9]

3.19
process attribute
measurable property of a process quality characteristic

[SOURCE: ISO/IEC 33001:2015, 3.4.3, modified — admitted term "process quality attribute” has been
removed.]

3.1.10
process capability
characterization of the ability of a process to meet current or projected business goals

[SOURCE: ISO/IEC 33020:2019, 3.4]

© ISO/IEC 2024 - All rights reserved
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3.1.11
process capability level
characterization of a process on an ordinal measurement scale of process capability

[SOURCE: ISO/IEC 33020:2019, 3.5]

3.1.12
process performance
extent to which the execution of a process achieves its purpose

[SOURCE: ISO/IEC 33001:2015, 3.4.7]

3.1.13
tailoripg guideline
instrudtions that enable an organization to adapt standard processes appropriately to meet speeific peeds

Note 1 to entry: Tailoring a process adapts the process description for a particular objective. Fat.example, 3 project
creates|its defined process by tailoring the organization’s set of standard processes to meet the abjectives, congtraints,
and envjironment of the project. The organization’s set of standard processes is described at a general level that cgnnot be
directlylusable to perform a process. Tailoring guidelines aid those who establish the defined processes for specific needs.

Note 2 §o entry: Tailoring guidelines describe what can and cannot be modified and identify process components that
are canglidates for modification.

3.2 Abbreviated terms

BP base practice
GP generic practice
GR generic resource

ITES-BPO IT Enabled Services-Business Procesg’Outsourcing

KPI key performance indicator
MF measurement framework
OEN operational enablement

PA process attribute

PAM process assessment model
PCI processcapability indicator
PI procéss improvement

PPI process performance indicator
PRM process reference model
RLS relationship

SDL service delivery

SEN strategic enablement

SLA service level agreement
SLN solution

© ISO/IEC 2024 - All rights reserved
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TEN tactical enablement
TRN transition in

TRO transition out

UAT user acceptance testing

4 Overview of the process assessment model (PAM)

41 eneral

In ISO/IEC 33001, the PAM is described as a model suitable for the purpose of assessing a specified |

quality] characteristic, based on one or more process reference models (PRMs).

The PAM defines a two-dimensional model of process capability, consisting of:

— aprocess dimension, where processes are defined and classified into process categories;
— acppability dimension, where a set of process attributes (PAs) grouped into’capability levels is d

The PRM defined in ISO/IEC 30105-1, associated with the process description and attributes defined
document, establishes the basis for a PAM that provides a common basis for performing assessm
ITES-BPO lifecycle processes, enabling the results to be reported usiig a common rating scale. Claj
descriljes the relationship with the requirements for PAMs that arespecified in ISO/IEC 33004.

process

efined.

in this
bnts on
1se A.2

The PRM defined in ISO/IEC 30105-1 and the capability dimension defined in ISO/IEC 30105-3 canpnot be

used alone as the basis for conducting reliable and consistent assessments of process capability, si
level off detail available is insufficient. The relationship is shown diagrammatically in Figure 2.

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

ISO/IEC 30105-2

Process assessment model (PAM)

Level 5: Innovating (1 attribute)

— GPs fi h PA
Level 4: Predictable (2 attributes) . GRz f?; (eaj\(c:h PA
Cfapz bll_lty Level 3: Established (3 attributes) — Generic information items for each PA
dimgnsion

~

Level 2: Managed (2 attributes)

Level 1: Performed (1 attribute) —_— [_ BPs for each process

Level 0: Incompleté — Information items for each process

J

Jtrategic
erfablement

Relationship

| Solution

nce the

2, T
0 - -
Ce, Service deliver
S

ISO/IEC 30105-1
Process reference model (PRM)

G
Q1'@@),,0 | Transition out | ———
1'1~
Ss Tactical
enablement
Operational
enablement

Figure 2 — Relationship between PRM, PAM and MF
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The ITES-BPO PAM extends the PRM provided in ISO/IEC 30105-1 with the definition of the ITES-BPO
assessment indicators and their use. The ITES-BPO process descriptions meet the following requirements:

— process descriptions shall contain process purpose and process outcomes;

— the set of process outcomes shall be defined to achieve the purpose of the process;

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

The PAM incorporates the measurement framework (MF) defined in ISO/IEC 30105-3. The PAM addresses all
of the levels (starting at process capability level 1) of the process MF for the process quality characteristics

for eac
4.2 S

4.2.1

Proces
descrilj
outconj
positiv
Satisfy|
capabil

4.2.2

Proces
levels 3
capabil
0 to 5)
proces

A capa

perforin a process at a given capability‘level. The existence (or non-existence) of evidence to mee

proces
improv

PAs ar¢
measu
effectiy
Within|
PAs ar
particy

At eacl
capabi

h of the processes within its scope.
tructure of the ITES-BPO PAM

Process dimension

5 dimension includes all of the processes listed in ISO/IEC 30105-1. Each’process in the
ed by a purpose statement which contains objectives of the process and a set of specific ex
es. The outcomes are associated with the process purpose statements,/and indicate the eX
e result of the process performance.

ing the purpose statements of a process represents the only“step in achieving a level 1 |
ity where the expected outcomes are observable.

Capability dimension

nd PAs are set out in Clause 6, together with the yelevant process capability indicators (PCls).

ity is expressed in the PAM by grouping process assessment indicators into capability levels
. Level 0 does not include any type of indi¢ators. Level 0 reflects a non-implemented proce
5 which fails to even partially achieve its outcomes.

bility level is a set of process assessmient indicators that together describe an ability to oper

5 assessment indicators helps determine the capability levels. The levels constitute a rational
ing capability for any process.and are defined in ISO/IEC 30105-3.

‘e. Each PA describgs,a feature of the overall capability in managing and improving |
reness, in achieving4its process purpose and in contributing to the organization’s business goa

the PAM, the‘measure of capability shall be based upon the nine PAs defined in ISO/IEC 3
e used to determine whether a process has reached a given capability. Each attribute mea
lar aspectof the process capability.

1 level*there is no ordering between the PAs; each attribute addresses a specific aspect
itylevel.

PAM is
pected
pected

process

5 capability levels are defined in ISO/IEC 30105-3,and detailed definitions of the process caEability

rocess
(levels
ssora

hte and
t these
ath for

e process features which ¢an be evaluated on a scale of achievement to provide a process capability

process
S.

D105-3.
sures a

of the

4.3 Assessment indicators

4.3.1

Overview

The PAM is based on the principle that the capability of a process can be assessed by demonstrating the
achievement of PAs on the basis of evidence related to assessment indicators.

There are two types of assessment indicators: PCIs, which apply to capability levels 1 to 5, and process
performance indicators (PPIs), which are defined for capability level 1 but apply to all capability levels 1 to 5.
These indicators are defined in 4.3.2 and 4.3.3.

© ISO/IEC 2024 - All rights reserved
5


https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

PCIs enable assessment of the extent of achievement of a PA in the implemented process. These indicators
concern significant activities, resources or results associated with the achievement of the attribute purpose

by a process.

Types of PCIs are:

— generic practice (GP);
— generic resource (GR);

— generic information item.

As addjtiomatimdicators for supporting the asSesSSMEnt of a process at tevet 1, each process Tas a Set
in the process dimension. These are used to measure the degree of achievement of the process perfos

attribTe for the process assessed.
Types ¢f PPIs are:
— base practice (BP);

— information item.

The pefformance of BPs indicates the extent of achievement of the process purpose and process out

Informption items are either used or produced (or both) when performing-the process.

The PPls and PCls defined in this document represent types of objective evidence that can be foun

of PPIs
‘mance

comes.

d in an

implenjentation of an ITES-BPO process. Therefore, these can be used to judge achievement of capabillity.

The three types of PCls and two types of PPIs are identified in Figure 3.

Capability
dimension Capability
level 0to 5
> PAs
PA achievement
—al...
—a2..
— an...
A 4
A4 G .
pdi GRs GPs o enenie
information items
PPI BPs Information items

Figure 3 — Process assessment indicators

© ISO/IEC 2024 - All rights reserved

6


https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

4.3.2 PCIs

They are intended to be applicable to all processes and are defined for ITES-BPO lifecycle processes in
Clause 6.

All the PCIs relate to the PAs defined in the capability dimension of the PAM. They represent the type of
evidence that supports judgments of the extent to which the attributes are achieved. Evidence of their
effective performance or existence supports the judgment of the degree of achievement of the attribute. The
GPs are the principal indicators of process capability.

The GP indicators are act1v1t1es of a generlc type and they provide guldance on the lmplementatlon of the
1gement
at level

eneral,

perfor ances of all GPs are expected for full achievement of the PA.

The GR indicators are associated resources that can be used when performing the process in ofder to
achievg the attribute. These resources can include human resources, tools, methods-and infrastructure. The
availahility of a resource indicates the potential to achieve a specific attribute.

The assessor should interpret the GRs according to the process assessed. For example, for PA 2.1, "human
resourges with identified objectives, responsibilities and authorities"yan assessor looks for rol¢s with
identiffed objectives, responsibilities and authorities in service delivery management processes, put for
organifzational processes looks for governance structures (e.g, <mandated committees, position§) with
identified objectives, responsibilities and authorities.

The generic information item indicators are sets of characteristics that are expected to be evifdent in
informption items of generic types as a result of achievement of a PA. The generic information itens form
the bagis for the classification of the information itemis defined as PPIs. They represent basic types of
informption items that can be inputs to or outputs frem all types of process.

These three types of indicators help to establish objective evidence of the extent of achievement of a specified PA.

Due to|the fact that level 1 capability of a\process is only characterized by the measure of the extent to
which the process purpose is achieved, the-process performance attribute (PA 1.1) has a single GP indicator
(GP 1.1).1). In order to support the assessment of PA 1.1. To amplify the process performance achieyement
analysis, additional PPIs are defined\in‘the PAM.

4.3.3 | PPIs

PPIs relate to individual processes defined in the process dimension of the PAM and are chosen to explicitly
addresp the achievementof the defined process outcomes.

Evidenfe of performance of the BPs and the presence of information items with their expected charactgristics
provide objective)evidence of the achievement of the process outcomes.

A BP i$ an activity that addresses the purpose of a particular process. Consistently performing the BPs
associdtéd, with a process helps to consistently achieve the process purpose. A coherent set of| BPs is
associated withreach process I the process dimension. T he BPSare described atan abstract tevel, identifying
"what" should be done without specifying "how." Implementing the BPs of a process should achieve the basic
outcomes that reflect the process purpose. BPs represent only the first step in building process capability,
but they represent the unique, functional activities of the process, even if that performance is not systematic.

The performance of a process requires information items that are identifiable and usable in achieving the
purpose of the process. In this PAM, each information item has a defined set of example characteristics
that can be used when reviewing the information item to assess the effective performance of a process.
Information item characteristics can also be used to identify the corresponding information item that is
used or produced by the organization being assessed.
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Clause 5 contains a complete description of the processes, including the BPs and the associated information
items. Annex B describes information item characteristics, with Clause B.2 containing a list of generic
information items and their characteristics, and Clause B.3 containing a list of process-specific information
items, with the generic information items for completeness, and their characteristics.

Similar to the concept of modularity in object orientation, the shared characteristics of a group of information
items have been extracted into a generic information item. An assessor should refer to both the information
items and the generic information items in the PAM in the context of the actual information items when
performing an assessment.

4.3.4 Measuring process capability

The P}

Is and PCIs in PAM give examples of evidence that an assessor can obtain, or obserye;

perforinance of an assessment. The evidence obtained in the assessment can be mapped onto ‘the
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cator is defined as an objective characteristic of a BP or information iteid that supports the ju
erformance or capability of an implemented process. The assessmentindicators and their relat
ess performance and process capability are shown in Figure 4 based on ISO/IEC 33063:2015.
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Figure 4 — Measuring process capability using process assessment indicators

Assessment indicators are used to confirm that certain practices were performed, as shown by observable
evidence collected during an assessment. All such evidence comes either from the examination of information
items or from statements made by the performers and managers of the processes.
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The existence of BPs, information items and information item characteristics provide evidence of the
performance of the processes associated with them. Similarly, the existence of PCls provides evidence of
process capability.

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 PA 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
recordnr‘ n]'\jnr*h'vn avidences

5 Prjocesses and PPIs (level 1)

5.1 eneral

This clpuse defines the processes and the associated PPIs within the PAM as defined in Figure 4|of this
documgpnt. The processes and process categories in PAM can be directly mapped tothose defined in the PRM
in ISO/[EC 30105-1.

The inglividual processes are stated in terms of process name, process purpose and process outcgmes as
defineq in ISO/IEC 30105-1.

For eadh process, the PAM further provides:

a) a det of BPs defining the tasks and activities needed to -accomplish the process purpose and fylfil the
process outcomes; each BP is explicitly associated to a process outcome, e.g. "[Outcome a)]";

b) anumber of information items associated with each.process and related to one or more of its outcomes,
e.g "[Outcome a)]";

¢) characteristics associated with each information item, as indicated in Table B.4.

The BPs and information items constitute thé-set of indicators to assess process performance for a particular
process.

Each BP and information item is cross-referenced to the process outcomes it addresses. All information
items rjelate as inputs or outputs/tethe process as a whole; see the mappings later in this clause.

NOTE Each information item has a unique ID. Detailed characteristics of these information items are indifated in
Annex B with the same ID.

A docymented assessment process and assessor judgment is needed to ensure that process ¢ontext
(applicption domain/business purpose, development methodology, size of the organization, etc.) is exiplicitly
consid¢red when.gvaluating a process. This list of information items is provided as an example and starting
point for considering whether the information items are required to support the purpose of the procgss. The
list of ifems is-hot to be considered as a checklist of what each organization should have.

The assessor should also consider the relationship between this document (ISO/IEC 30105-2) and thle other
parts of the ISO/IEC 30105 series. For example, ISO/IEC TS 30105-6 is referred to for additional guidelines on
risk management. ISO/IEC 30105-8 is referred to for additional information items with regards to continual
performance improvement. ISO/IEC TS 30105-9 provides the guidance on extending process capability
assessment for digital transformation based on the PAM defined in this document, outlining the outcomes
for a digitally transformed ITES-BPO organization’s processes and the corresponding BPs to achieve such
outcomes.
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5.2 BPs and information items for ITES-BPO lifecycle processes

5.2.1 Strategic enablement (SEN) processes

There are two processes under this category:

a) SENT1: Strategic planning and direction setting;

b) SENZ2:Innovation management:

Tables 1 - 6 contain the relevant processes related to strategic enablement:

— Table 1: SEN1 Strategic planning and direction setting process purpose and outcomes;
— Table 2: SEN1 Strategic planning and direction setting process BPs;

— Table 3: SEN1 Strategic planning and direction setting process information items;

— Table 4: SEN2 Innovation management process purpose and outcomes;

— Table 5: SEN2 Innovation management process BPs;

— Table 6: SEN2 Innovation management process information items.

Table 1 — SEN1 Strategic planning and direction setting process purpose and outcomes

teéchnologies within the ITES-BPO organization.

ID SEN1
Name Strategic planning and direction setting
Purpoke The purpose of the SEN1 process is to define.and share business objectives, strategies and organ-
poy izational roadmaps to achieve strategic goals.
As aresult of the successful implementation of this process:
a) business objectives, direction apid strategies are defined and shared to the organizatjon and
relevant stakeholders;
b) business objectives, direction and strategies are defined for service offerings of the service
provider;
Outcores c¢) implementation.plans are defined to achieve business objectives, direction and stratg¢gies;
d) strategic readmaps are developed within the constraints of the service provider resdurces;
e) commitment and leadership with respect to the business is demonstrated;
f) digital vision and strategy are outlined, defining the role and approach for using|digital

© ISO/IEC 2024 - All rights reserved
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Table 2 — SEN1 Strategic planning and direction setting process BPs

ID SEN1

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

BP2. Cascade objectives across organization: Determine specific objectives at a business unit
and department level in line with the organization objectives. [Outcome a), b)]

BP3. Determine roadmaps and targets: Identify specific roadmaps, targets for business lines,
both for long term and short term. [Outcome c), d)]

BP4. Demonstrate commitment and leadership: Demonstrate commitment and leadership
with Tespectto the business: foutcome &)
BP5. Define the approach to leveraging digital capabilities: Outline the digital vision'gnd
strategy. Define the role it is intending to play in the digital ecosystem within the LTES-BPD
organization. [Outcome f)]

BPs

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 1, row "Outcomes’-

Table 3 — SEN1 Strategic planning and direction setting process information items

Information items

Inputs Outputs
2.01 Bysiness case [Outcome a), c), )] 3.09 Business plan‘{Outcome a), )]
2.13 Stpkeholder list [Outcome b)] 3.39 Strategic plan [Outcome a), f)]
2.09 Cdntract obligation mapping [Outcome €)] 8.19 Organizational objectives [Outcome a), )]
3.09 Business plan [Outcome €)] 6.05 Business review report [Outcome b), c)]
3.14 Cogmmunication plan [Outcome f)] 3.18 Department or unit implementation plans [Qut-
4.06 Digital vision and strategy [Outcome f)] come.), d), e)]

337 Roadmap [Outcome d), €)]

2.09 Contract obligation mapping [Outcome e)]
8.24 Roles and responsibilities [Outcome €), )]
4.06 Digital vision and strategy [Outcome f)]
9.05 Communication record [Outcome f)]

NOTE | Letter references [i.e. "Outcome a)", "Outcermre b)"] refer to the list items of Table 1, row "Outcomes".

Table 4 — SEN2 Innovation management process purpose and outcomes

ID SEN2
Name Innovation management
Purpoke The purpose of the SEN2 process is to plan and implement programmes to make major changes to
poy busiiess processes leading to significant benefits by deploying innovation.
As aresult of the successful implementation of this process:
d4) aninnovation framework is created at an organization level;
b) ameasurement framework is established;
c) adeployment strategy is defined at an organization and process level;
Outcomes d) the major change (innovation) is executed and progress is monitored and reviewed against

expected outcomes;

e) the customer organization is involved as appropriate;

f) progressis communicated to stakeholders.
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Table 5 — SEN2 Innovation management process BPs

ID SEN2

BP1. Create innovation framework: Create an organization-level innovation framework which

provides guidance for deployment and management of innovation. [Outcome a)]

BP2. Establish a measurement framework: Design and deploy a measurement framework to

gauge the level of innovation 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. [Outcome c), €)]
BPs BP4. Execute innovation within identified scope: Innovation teams deliver innovation, as

defined in the deployment strategy, at organization and process level. [Outcome d)]

BP5. Monitor innovation progress: Measure innovation using established measurement]frame-

work at periodic intervals. Monitor progress against expected outcomes. [Outcome d)j]

BP6. Communicate progress and involve stakeholders: Communicate innovatien\activities

and progress and engage stakeholders to contribute and prepare to embrace deployéd change.

[Outcome e), f)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 4, row "Outcomes”.

Table 6 — SEN2 Innovation management process information items

Information items
Inputs Outputs
2.20 Pqrtner list [Outcome a)] 2.20 Partner listfJOutcome a)]
5.06 Inpovation framework [Outcome a)] 5.06 Innovation framework [Outcome a)]
3.39 Stfategic plan [Outcome a), b), d)] 3.27 Inneyation roadmap [Outcome a), )]
3.04 Bydget [Outcome c)] 4.03 Innovation deployment strategy [Outcome H),
4.03 Inpovation deployment strategy [Outcome c)] d), e)l
5.11 Programme governance framework [Outcome c), d)] [6@2 Innovation measurement dashboard [Outcome b),
9.20 Inphovation tracker [Outcome c), d)] d), e)] .
5.13 Rgward and recognition process document [Outcopie 9.20 Innovation tracker [Outcome c), d)]
d), )] 5.11 Programme governance framework [Outconpe d)]
3.14 Communication plan [Outcome d), €), f)] 6.21 Innovation benefits report [Outcome d), €)]
9.05 Communication records [Outcome d), f)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 4, row "Outcomes".
5.2.2 | Relationship (RLS) processes
There gre two processes under.this category:
a) RLS1: Customer relations management;
b) RLS2: Supplier management.
Tables [/ - 12 contain the relevant processes related to relationship:
— Table 7:'RES1 Customer relations management process purpose and outcomes;
— Table8: RI.S1 Customer relations management process BPs;

— Table 9: RLS1 Customer relations management process information items;

— Table 10: RLS2 Supplier management process purpose and outcomes;

— Table 11: RLS2 Supplier management process BPs;

— Table 12: RLS2 Supplier management process information items.
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Table 7 — RLS1 Customer relations management process purpose and outcomes

ID RLS1

Name Customer relations management

The purpose of the RLS1 process is to identify and manage customer relations, including the
Purpose management of customer requirements and customer expectations to improve the level of
customer satisfaction.

As aresult of the successful implementation of this process:

a) requirements and expectations of customers, service users and other interested parties
are identified, reviewed and agreed upon;

'L b) customer satisfaction is collected, recorded and measured;
Outcoipes
c) customer escalations, complaints and actions taken are recorded, tracked-and resolved;
d) actions to improve customer satisfaction are identified, recorded and trackegd until
closure.
Table 8 — RLS1 Customer relations management process BPs
ID RLS1

BP1. Document relationship attributes: Identify cultural/market, loyalty and beneficiar-
ies' 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 is maintained. [Outcome a)]

BP3. Identify customer needs and expectations including communication needs: Iden-
tify customer needs and expectations,and plan customer communications. [Outcome(a)]

BP4. Establish and measure customier satisfaction targets: Define measurement targets
BPs for achieving customer satisfaction. Collect data at a defined interval to gauge custonjer
satisfaction. [Outcome b)]
BP5. Communicate customer satisfaction results: Communicate results of customer
satisfaction measurementto stakeholders. [Outcome b)]
BP6. Manage complaints, compliments and escalations: Log complaints and compli-
ments from existinginformation, customer feedback and service reviews. Manage stdtus,
communication,.escalations and closure. [Outcome c)]
BP7. Identify.and act on improvement opportunities: Analyse customer satisfacti¢gn and
service usér experience results for improvement opportunities. Identify and select imjprove-
ment opportunities. Take action on selected improvement opportunities. [Outcome b}, d)]

non

NOTE | Letter references [i.e,~Outcome a)", "Outcome b)"] refer to the list items of Table 7, row "Outcome".
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Table 9 — RLS1 Customer relations management process information items

Information items

Inputs

Outputs

8.07 Customer requirement [Outcome a)]

8.08 Customer satisfaction measurement method [Outcome

a), b), d)]

9.12 Customer feedback [Outcome a), c]
2.08 Contract [Outcome a), d)]

3.14 Communication plan [Outcome b)]

9.13 Custemer relationshin ranacitarv [Outcamao h) 11
: P | 3 J L Jr =1

a)]

2.19 Marketing collateral [Outcome a)]

3.14 Communication plan [Outcome a)]

6.24 Market analysis report [Outcome a)]

8.05 Customer approved solution document [Outcome

8.07 Customer requirement [Outcome a)]

013 Customerralationchin ranacitary [Outcamao a)]
e 1 3 P J L= <.

]

6.11 Customer satisfaction analysis [Outcome, a),|b)]
2.08 Contract [Outcome a), d)]

9.05 Communication record [Outcome b)]
9.12 Customer feedback [Outcome b),-¢)]
9.19 Improvement opportunity recerd [Outcome(b), d)]
9.06 Complaints and compliments action log [Oufcome

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 7, row "Outcome".

Table 10 — RLS2 Supplier management process purpoSe and outcomes

ID RLS2

Name Supplier management

Purpose

The purpose of the RLS2 process is to select'and manage suppliers to provide the r¢quired
service as per the requirements.

Outcomes e) supplierperformance against agreed criteria is monitored and managed;

As aresult of the successful implementation of this process:

a) suppliers are selected for specific services according to the identified criteria;
b) services to be provided aredefined and negotiated with each supplier;

c) roles and relationships’between suppliers are determined;

g)) the supply chain is fully integrated;
h) supplier risks are identified;

i) asupply value chain is established to improve customer satisfaction.

d) supplier obligations to meet requirements, including security and privacy stapdards,
are monitored-and managed;

f) serviee level requirements remain in line with overall committed customer needf or are
actively managed where not;
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Table 11 — RLS2 Supplier management process BPs

ID

RLS2

BPs

criteria. [Outcome a)]

[Outcome a)]

]

and service provider. [Outcome )]
BP5. Review supplier performance and identify supplier risks: Review perfoyma
against committed targets and obligations, security and privacy, and compliancé. Ide
supplier risks. Seek remedial plans from supplier for any non-performange,[@utcome

BP6. Establish and manage the supply value chain: Design, establish, manage and
ure a value chain of suppliers to deliver value to customers. [Outcdme’e), g), h), i)]

BP1. Identify supplier nominations: Shortlist suppliers based on ability to deliver busi-
ness requirements and defined service level agreements (SLAs) according to the identified

BP2. Undertake supplier selection: Determine the services to be provided, scope, time-
lines, cost and other business parameters, and supplier selection criteria. Evaluate supplier.

BP3. Negotiate and agree services: Negotiate and agree on the price, service, service lev-
els, obligations and governance. [Outcome b), f)]
. o . plicr

hce
ntify

d), e),

meas-

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 10, rew"Outcomes".

Table 12 — RLS2 Supplier management process infoermation items

Information items

Inputs

Outputs

2.14 S

8.35S
gl

6.29 Sy
h), ]

plier key contacts [Outcome a)]

8.21 Prjoposal [Outcome a), b)]
8.34 Sypplier requirements [Outcome a), b)]
8.36 Sypplier selection criteria [Outcome a), g)]

pplier roles and responsibilities [Outcome b), c),

8.32 Supplier contract [Outcome c), g)]

pplier performance report [Outcome d), e),f), g),

2.15 Supplier shortlist [Outcome a), h)]
8.32 Supplier contract [Outcome b), c), e), f), g), h)]

8.35 Supplier roles and responsibilities [Outcome b), c),

)]

6.29 Supplier performance report [Outcome d), e),

h), )]

f), g),

9.11 Corrective or preventive actions records [Outcome

g)]

9.32 Supplier meet records [Outcome h), i)]

NOTE

Letter references [i.e. "Outcome a)", "Qutcome b)"] refer to the list items of Table 10, row "Outcomes".

5.2.3
There :
a) SL
b) SL
Tables |
— Tal

Solution (SLN) processes
ire two processes under-this category:
N1: Solution development;

N2: Contractilifécycle management.

13 - 18 contain the relevant processes related to solution:

ble-13* SLN1: Solution development process purpose and outcomes;

— Tal

— Table 15
— Table 16
— Table 17
— Table 18

ble 14: SLNTI: Solution development process BFPs;

: SLN1: Solution development process information items;
: SLN2: Contract lifecycle management process purpose and outcomes;
: SLN2: Contract lifecycle management process BPs;

: SLN2: Contract lifecycle management process information items.
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Table 13 — SLN1 Solution development process purpose and outcomes

ID

SLN1

Name

Solution development

Purpose

requirements within known constraints.

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

As aresult of the successful implementation of this process:

a) customer requirements and known constraints are defined;

business processes;

b) a project plan is developed for transition and delivery of the required outsourced

OutcovLes

c) solutions are identified for the transition and the delivery of services that nieet
current and future business needs;

d) customer success criteria are clearly defined;

e) solutions are formally accepted by the customer.

agreed

Table 14 — SLN1 Solution development process BPs

ID

SLN1

BPs

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

BP2. Develop a feasible solution(s): Develop feasible solutions based on the constra
and requirements of the customer. [Outcome™h), c), d)]

BP3. Develop knowledge transfer proposal: Define an approach to understanding g
cesses to be transitioned and to creating standard operating procedures and training
als. [Outcome a), b), c)]

BP4. Define people mobilization\and transfer proposal: Based on transaction volu
types of transaction and busingss cycles, determine an appropriate headcount to deliy
processes, including the rampiup and ramp-down plan during transfer of processes. [
come a), b), )]

BP5. Define infrastructure proposal: Identify appropriate technology to perform p1
es at the service provider’s organization. This encompasses technology and non-techn
infrastructure, both.to be transferred or any additional infrastructure required, inclyj
licence transfer, [Outcome a), b), c)]

BP6. Definetransition proposal: Define process changes in the service provider opH
timelinegfortransfer of the process. Establish milestone reviews, escalation process 3
projectxisk management. [Outcome b), c)]

BP7Z.Define service delivery proposal: Define processes and procedures required t
farm the processes for service delivery. [Outcome a), b), c)]

BP8. Define plans for risk management, information security and business conti

rced.
nts

ro-
manu-

mes,
er the
Dut-

ocess-

ology
ding

ration,
nd

per-

nuity:

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 di
sion, determine an optimum solution and achieve sign-off. [Outcome d), €)]

SCus-

non

NOTE | Leétter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 13, row "Outcomes".
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Table 15 — SLN1 Solution development process information items

Information items

Inputs Outputs
8.07 Customer requirement [Outcome a), e)] 3.22 Governance plan [Outcome a)]
6.32 Volume seasonality analysis [Outcome b)] 8.07 Customer requirements [Outcome a)]

5.17 Transition methodology document [Outcome b), c), d)] | 3.43 Transition plan [Outcome b), c), d)]

5.03 Current process maps [Outcome c)]
2.13 Stakeholder list [Outcome d)]

8.31 Solution proposal [Outcome c)]

8.31 Solution proposal [Outcome d), €)] d), e)]

9 00 Customersuccace critaria [Outcama o)l
bl bl | J1

8.05 Customer approved solution document [Outcome

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 13, row "Outcomes".

Table 16 — SLN2 Contract lifecycle management process purpose and outcomes

ID

SLN2

Name

Contract lifecycle management

Purposge

The purpose of the SLN2 process is to develop, agree and manage a contract, including m
agreed terms and conditions against which the contracting paxties perform their oblig

utually
ations.

Outcomes

As aresult of a successful implementation of this process:

a) goals and objectives of the contracting parties arg aligned;

b) obligations of the contracting parties are agréed upon;

¢) risksare clarified and agreed upon betwéen’the contracting parties;

d) mutually satisfactory due diligence is\achieved;

e) service level and customer satisfaction targets are agreed;

f)  contracts are accepted andsigned 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 medsured, alignment to all contracted targets is assessed and cor
action is plit in place to address any deviations.

rective

Table 17— SLN2 Contract lifecycle management process BPs

ID

SLN2

BP1. Align objectives: Goals and objectives of contracting parties are aligned. [Outco
d)]

BP2. Define and monitor obligations: Define roles and responsibilities for the contr3
ing parties with obligations. Monitor delivery of obligations, tracking corrective action
invoking dispute resolution for deviations. [Outcome b), i)]

BP3. Establish allocation of risks: Identify risks and assign to the respective parties

ne a),

ct-
sor

[Out-

come )]
+H

BPs

BP4. Agree service levels and targets: Customer satisfaction and SLAs are agreed upon

and signed between contracting parties. [Outcome e), f)]

BP5. Assess performance: Define and agree measures, assess targets and implement
rective actions if required. [Outcome €), i)]

cor-

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)]

NOTE  Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 16, row "Outcomes".
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Table 18 — SLN2 Contract lifecycle management process information items

Information items

Inputs Outputs
8.14 Internal stakeholder requirements [Outcome a)] |2.09 Contract obligation mapping [Outcome a), b), d), ), i)]
6.10 Contracts review report [Outcome a), b), g), h), )] [8.33 Supplier objectives [Outcome a), d)]
8.33 Supplier objectives [Outcome a), d)] 8.06 Customer objectives [Outcome a), i)]
8.06 Customer objectives [Outcome a), d), i)] 9.30 Risk log [Outcome c)]
2.08 Contract [Outcome b), c), f)] 2.08 Contract [Outcome f), g), h)]
9.30 Risk log [Outcome c)] 9.09 Contract tracker [Outcome f), g), h)]
4.01 Cqmtractpoticy tOutconre ;a1 91t8-Contractsrepository tOutconre 13,231t
9.09 Cdntract tracker [Outcome f), g), h)] 9.08 Contract change control [Outcome g), h)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 16, row "Outcomes".

5.2.4 | Transition in (TRN) processes

There gre six processes under this category:

a) TRIN1: People mobilization;

b) TRN2: Infrastructure set-up — technology;

c¢) TRN3: Infrastructure set-up — non-technology;

d) TRIN4: Knowledge transfer;

e) TRNS: Service delivery planning;

f) TRIN6: Pilot implementation.

Tables [19 - 36 contain the relevant processes relatedsto transition in:

— Table 19: TRN1: People mobilization processpurpose and outcomes;

— Table 20: TRN1: People mobilization precess BPs;

— Table 21: TRN1: People mobilization process information items;

— Table 22: TRN2: Infrastructuresset-up — technology process purpose and outcomes;

— Table 23: TRN2: Infrastructure set-up — technology process BPs;

— Table 24: TRN2: Infrastructure set-up — technology process information items;

— Table 25: TRN3Infrastructure set-up — non-technology process purpose and outcomes;

— Table 26: TRNS: Infrastructure set-up — non-technology process BPs;

— Table 275FTRN3: Infrastructure set-up — non-technology process information items;

— Table28: TRN4: Knowledge transfer process purpose and outcomes;

— Table 29: TRN4: Knowledge transfer process BPs;

— Table 30: TRN4: Knowledge transfer process information items;

— Table 31: TRNS5: Service delivery planning process purpose and outcomes;
— Table 32: TRN5: Service delivery planning process BPs;

— Table 33: TRNS: Service delivery planning process information items;

— Table 34: TRNG6: Pilot implementation process purpose and outcomes;
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— Table 35: TRNG6: Pilot implementation process BPs;

— Table 36: TRNG6: Pilot implementation process information items.

Table 19 — TRN1 People mobilization process purpose and outcomes

ID TRN1
Name People mobilization
The purpose of the TRN1 process is to mobilize the required number of people with the required
Purpose skills and experience to meet the identified service delivery requirements and the transition
timescales.
As a result of the successful implementation of this process:
a) required human resource levels and skill sets are determined based on agréed<$olutions;
b) human resources are identified and recruited to meet requirements;
c¢) human resources requirements mandated by the customer are verified;
d) induction activities are completed within the transition timescales;
e) skill sets of transferring resources are verified;
f) skill sets are enhanced to meet service delivery requirements;
Outcomes g) continual professional development requirements are identified and assessed, reforded,
tracked and met;
h) transfer of employees is managed in lineavith relevant regulatory requirements;
i) delivery organization structures,*roles and responsibilities and competencjes are
defined and communicated;
j)  people mobilization activities are accepted by the customer in accordance with the
acceptance criteria;
k) cross-functional andanulti-skilled teams are created within the organization opt]jmizing
sourcing options.

© ISO/IEC 2024 - All rights reserved
19



https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

Table 20 — TRN1 People mobilization process BPs

ID TRN1

BP1. Undertake resource needs analysis: Determine and verify human resource require-
ments 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)]
BP3. Undertake resource selection: Select human resources from internal options.
Comply with the regulatory requirements, acceptance criteria including but not limited to
required background verification. Customer selection for required resources. [Outcome b),

c),d), €), h)]

: T . is
accepted by the customer in accordance with the acceptance criteria. [Outcome b}, €);/i)]
BP5. Develop and deliver induction: Define overall organization and delivery~spécific in-
duction and communicate to ensure new employees understand the culture-and’procgsses.
[Outcome d)]
BPs BP6. Manage training needs: Establish and deploy training needs andlysis, process train-
ing, customer culture training, domain and other identified training~Evaluate to ensyre

adequacy of knowledge and skills. Maintenance of training records:{Outcome d), ), f}]

BP7. Undertake continual professional development: Identify,plan and deliver th¢ con-
tinual professional development requirements for the resources, based on the present and
future roles expected to be performed by the resources. Maintain records of continudl pro-
fessional development requirements (identified, plannéd-and delivered) for each resource.
[Outcome €), f), g)]
BP8. Design delivery organization: Roles, responsibilities, organization structures, etc.
are designed for the delivery of specific services'based on acceptance criteria. [Outcomes i)]
BP9. Gain acceptance of mobilized resoures: Define acceptance criteria for reviey and
acceptance of people mobilization activities»Gain customer acceptance. [Outcomes j)]
BP10: Plan for team agility: Provide a diversity of teams comprised of different skill-sets,
functions and geographies to respond.business changes. [Outcomes e), f), g), k)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refek to the list items of Table 19, row "Outcomes".

Table 21 — TRN1 People mobilization process information items

Information items

Inputs Outputs
8.05 Cystomer approved solution document [Outcome a)] |3.34 Resource forecast [Outcome a)]
2.05 SKills framework [Outcome a)¢b),c), e), f), k)] 2.10 Deployable resources list [Outcome b), c), d), ¢), g),
3.34 R¢source forecast [Outcomé.a), b), d), f), k)] 3]
3.43 Trpnsition plan [Outcomé a), d), h), i)] 9.33 Training records [Outcome c), d), e), h)]
6.28 Sdurcing options report{Outcome b), g), h), k)] 3.24 Induction programme [Outcome d)]
2.08 Cdntract [Outcomee);g), i)] 2.17 Training needs analysis [Outcome e), f), k)]
3.25 Influction progfamine outline [Outcome d), e), h)] 2.06 Training material [Outcome e), k)]
8.22 Rdgulatoryrequirements [Outcome g)] 8.23 Role competencies [Outcome e), k)]
8.01 Adceptanee:cfiteria [Outcome j)] 3.17 Continual professional development plan [Oufcome
2.10 Ddployable resources list [Outcome k)] f), k)]

9.05 Communication record [Outcome h), j)]

2-02 Detivery orgamizationrchart foutcome 133
9.14 Customer sign-off [Outcome i), j)]

8.01 Acceptance criteria [Outcome j)]

2.05 Skills framework [Outcome k)]

6.28 Sourcing options report [Outcome k)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 19, row "Outcomes".
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Table 22 — TRN2 Infrastructure set-up — technology process purpose and outcomes

ID TRN2

Name Infrastructure set-up — technology

Purpose The purpose of the TRN2 process is to set-up the technology infrastructure to meet the service
p delivery requirements.

As aresult 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 requirements and
transition plan;

b) technology infrastructure requirements are implemented and configured inlife with
security and compliance requirements, limiting access to authorized persons based on
role provisioning and authorization;

Outcomes c¢) performance relating to the technology infrastructure is defined, meastred, reyiewed,
improved and reported;

d) technology infrastructure is agreed upon by the customen-in accordance wjith the
acceptance criteria;

e) emerging technology is evaluated and appropriately. applied to meet service delivery
needs.

Table 23 — TRN2 Infrastructure set-up — technology process BPs
ID TRN2

BP1. Identify and validate technology requirements: Identify and validate all teclinology

requirements to meet service delivery néeds, including data analytics and reporting, security

and compliance, evaluating emerging téchnology as appropriate. [Outcome a), €)]

BP2. Plan and implement technolegy: Define plan for the required technology to|ensure

technology requirements are meti Implement planned technology. [Outcome b)]

BP3. Integrate with customer technology: Establish seamless interface with customer’s

technology, with approprjate controls as identified. [Outcome b)]

BPs BP4. Correct technology set-up defects: Take action to correct defects in the teclinology

set-up in a timely manner. [Outcome b)]

BP5. Manage technology performance: Define and measure appropriate metrics related to

technology performance. [Outcome b), c)]

BP6. Gain acceptance of technology: Define acceptance criteria for the review and acc¢ptance

of the technology. Gain customer acceptance. [Outcome c), d)]

BP7. Identify and validate technology requirements: Identify and validate all teclinology

requiréments to meet service delivery needs. [Outcome a), )]

NOTE | Letter references.[ize. "Outcome a)", "Outcome b)"] refer to the list items of Table 22, row "Outcomes".
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Table 24 — TRN2 Infrastructure set-up — technology process information items

Information items

Inputs Outputs

2.08 Contract [Outcome a), b), ¢)]

3.40 Technology requirements and fulfilment plan [Out- come a), e]]

come a), b), e)]
3.43 Transition plan [Outcome a), b), e)]

6.26 Service acceptance report [Outcome b), e)]
6.31 User acceptance reports [Outcome b), e)]

8.24 Roles and responsibilities [Outcome b)] 8.13 Infrastructure technology service definition

8.25 Security and compliance IT checklist [Outcome b), e)] |come b), e)]
8.26 Seeurity-and-compliancerequirementsfOutcomeb)— 017 Incident report or dashboard [Outcome c}]

3.40 Technology requirements and fulfilment plan [Out-

[Out-

e)]

6.27 Service performance report [Outcome c)]

6.27 Service performance report [Outcome c)] 8.01 Acceptance criteria [Outcome d)]
8.15 IT|SLA [Outcome c), d)] 9.14 Customer sign-off [Outcome d)]

8.01 Adceptance criteria [Outcome d)]

6.34 Emerging technology evaluation report [Out

2.18 Emerging technology list [Outcome e)] e)]

come

Table 25 — TRN3 Infrastructure set-up — non-technology process purpose and outcome

ID

TRN3

Name

Infrastructure set-up — non-technology

Purposge

The purpose of the TRN3 process is to set-up the non-technology infrastructure to ny
service delivery requirements.

eet the

Outcoipes

As aresult of the successful implementation/ef this process:

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

b) non-technology infrastructuyre.is planned, selected and implemented in lin
service delivery requirements;

c¢) non-technology infrastructure is tested and validated in line with service d
requirements;

d) non-technologyfacilities for special working arrangements are established;

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

service

e with

elivery

yith the

Table 26 — TRN3 Infrastructure set-up — non-technology process BPs

ID

TRN3

BP1. Identify and validate non-technology requirements: Identify and validate no
hology requirements (including physical security and time constraints) to meet servi
delivery requirements. [Outcome a), )]

BP2. Plan, select and set-up non-technology requirements: Define a plan for the r¢

quired non-technology to ensure non-technology requirements are met, including lea
times. Finalize the delivery location(s). Establish seats, desktops and phones. Establis

n-tech-
e

b

d
h phys-

ical security (e.g. physical frisking, flap barriers, access-controlled delivery centres) 4

nd

BPs

planned non-technology. [Outcome b)]

BP3: Identify and implement special infrastructure needs: Establish non-technology

infrastructure for non-standard working hours and other special requirements (such

as

transport, canteen, medical, physical security requirements, access control and other sup-

port services) based on process requirements. [Outcome d)]
BP4: Gain acceptance of non-technology: Establish the process for formal acceptan

ce,

including definition of non-technology acceptance criteria and monitoring for consistent

achievement. Gain customer acceptance. [Outcome d), €)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 25, row "Outcomes".
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Table 27 — TRN3 Infrastructure set-up — non-technology process information items

Information items

Inputs Outputs
3.43 Transition plan [Outcome a), b), c), d)] 3.30 Non-technology requirements and fulfilment plan
2.08 Contract [Outcome a), b), d)] [Outcome a), b)]
3.30 Non-technology requirements and fulfilment plan 2.04 Office facilities inventory [Outcome c), d)]

[Outcome a), )]

5.09 Physical security controls procedure [Outcome c),

8.26 Security and compliance requirements [Outcome a), c)] |d)]

3.20 Facilities plan [Outcome c)] 8.18 Non-standard working conditions requirement
8_18 Ncn ci—an‘qrd urnrlring caonditionc roquirnmanf [nuf [OUtcome d)]

come d])] 8.01 Acceptance criteria [Outcome e)]

8.01 Adceptance criteria [Outcome €)] 9.14 Customer sign-off [Outcome e)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 25, row "Outcomes”,

Table 28 — TRN4 Knowledge transfer process purpose and outcomes

ID TRN4

Name Knowledge transfer

The purpose of the TRN4 process is to ensure the knowledge of business process, operations

Purpose and information gets transferred between the customer’s organization or current service

provider and the new service provider.

a)
b)
Outcoipes 9
d)
e)

As aresult of the successful implementation of thisprocess:

the scope of required knowledge is identified;

the knowledge transfer plan is defined;

required knowledge assets are.created;

human resources attain therequired knowledge to deliver the service;

knowledge transfer completion is agreed upon by the customer and the gervice
provider in accordanee with the acceptance criteria.
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Table 29 — TRN4 Knowledge transfer process BPs

ID

TRN4

BP1. Identify knowledge transfer scope: Identify the knowledge transfer requirements,

including the processes, specific teams and locations and knowledge management obj
tives. [Outcome a)]

ec-

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)]
BP3. Create knowledge assets: Obtain or produce process knowledge assets during

knowl-

edge acquisition, such as process maps, presentations, videos, etc. Retain knowledge assets

adadt Maoxaca-oia Ao dat haloaai: ]

ased on

BPs

saridla o aan o ica +o o0 33 £ daa o + adiaaa a1l b
- reeharsitotpaateMaaeeatdupdaatethe khowledeseassetseottumaty b
changing customer requirements and processes. [Outcome c)]

BP4. Acquire knowledge: Acquire knowledge to understand implemented procCess c
plexity, customer impact, current methods, tools, transfer procedures, culturalland of
implications. Deploy detailed data collection plan to understand process charvacterist
Track all practice cases based on the knowledge transfer plan. [Outcome.d)]

BP5. Transfer knowledge to identified employees: Transfer knowledge to the mob

bhm-
her
cs.

ilized

teams using the knowledge assets created by the initial core team®who undertook knowl-

edge acquisition. [Outcome d)]

BP6. Develop assessment mechanisms for acceptance: Detérmine and establish ag
sessment mechanisms to assess the completeness of the knewledge acquired. Assesst]
mechanisms can include contextual practical exercises@depending on the process arej
formal acceptance from customers based on assessmentresults against acceptance ¢
[Outcome d), e)]

nent
. Gain
Fiteria.

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list itefiis ‘of Table 28, row "Outcomes".

Table 30 — TRN4 Knowledge transfer process information items

Informationitems

Inputs Outputs

2.08 Cd
3.34 Rg
2.02 Dg
3.43 Tr
5.01 A{
6.12 D¢
8.01 Ad

ntract [Outcome a)] 8.23 Role competencies [Outcome a)]

source forecast [Outcome a)] 3.29 Knowledge transfer plan [Outcome b)]
livery organization chart [Outcome a), b)] 3.32 Process documentation plan [Outcome b)]
Ansition plan [Outcome a), b)] 5.10 Process maps and procedures [Outcome c)]
-is process documentation [Outcome-a), b), c), d)] 9.22 Knowledge asset [Outcome c)]

livery capability assessment report [Outcome e€)] 2.06 Training material [Outcome d)]

ceptance criteria [Outcome(e)] 2.16 Trained and skilled resources list [Outcome

8.01 Acceptance criteria [Outcome e)]
9.14 Customer sign-off [Outcome €)]

NOTE

Letter references [i;eN"Outcome a)", "Outcome b)"] refer to the list items of Table 28, row "Outcomes".
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Table 31 — TRN5 Service delivery planning process purpose and outcomes

ID

TRN5

Name

Service delivery planning

Purpose

The purpose of the TRN5 process is to establish an operational delivery and governance
plan for service delivery.

As a result of the successful implementation of this process:

a) human resource management is planned and established;

b) business process management is planned and established;

Outcomes

c) infrastructure — technology is planned and established;
d) infrastructure— non-technology is planned and established;

e) financial, operations, risk, business continuity, security, compliance and improyement
plans are established;

f) metrics and measurement systems are established;

g) communication and governance mechanisms are establislied to provide monjtoring,
review, joint decision-making and issue resolution;

h) a service delivery plan is agreed upon by thé-gustomer in accordance wijith the
acceptance criteria.

Table 32 — TRN5 Service delivery planning process BPs

ID

TRN5

BPs

BP1. Plan operations: Establish an approach for scheduling, allocation of operationall activ-
ities and responsibilities. [Outcomed);b), c), d), e)]
BP2. Establish measurement and reporting: Establish metrics and measurement systems
to monitor, report and act on thiéprocess performance, including customer feedback gnd

corrective actions. [Outcome-f)]
BP3. Establish communications plan and governance framework: Establish steady state
governance and ongoifng-communication channels to review, report and publish perfor-
mance to stakeholders: [Outcome g)]
BP4. Achieve service delivery plan sign-off: Ensure service delivery plan is in line ith
the acceptance criteria, meets the service delivery requirements and is signed off by 4ll
stakeholdersyand customers. [Outcome h)]

NOTE | Letter references [i.e. "Outcame a)", "Outcome b)"] refer to the list items of Table 31, row "Outcomes".

Table 33— TRN5 Service delivery planning process information items

Information items

Inputs Outputs
3.43 Trpnsitionplan [Outcome a), b), ), d), e)] 3.38 Service delivery plan [Outcome a), b), c), d)] e)]
8.05 Cystomer approved solution document [Outcome a), b), |8.30 Service readiness checklist [Outcome a), b)} c), d),
0),d), ), )] e), h)]
8.30 Service readiness checklist [Outcome a), b), ¢, d), e), h)] | 5.08 Measurement systems [Outcome f)]
2.08 Contract [Outcome f), g), h)] 3.14 Communication plan [Outcome g)]
3.22 Governance plan [Outcome g)] 5.05 Governance framework [Outcome g)]
8.01 Acceptance criteria [Outcome h)] 9.14 Customer sign-off [Outcome h)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 31, row "Outcomes".
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Table 34 — TRN6 Pilot implementation process purpose and outcomes

ID TRN6
Name Pilot implementation

The purpose of the TRN6 process is to verify the solution design in a safe environment before
Purpose . - .

deployment of a full-scale service delivery solution.

As a result of the successful implementation of this process:

a) apilotplan and pilot success criteria are defined;

b) human resource management and knowledge transfer is tested;

c) business process management is tested;

d) infrastructure — technology is tested;

e) infrastructure — non-technology is tested;

f) financial, operations, risk, security, compliance, change, issue and-improvement plans
Outcoipes are tested;

g) business continuity plans are tested;

h) operations are tested;

i) piloted service level performance and volumes are'verified;

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

k) pilot completion and new or changed service deployment are agreed upon by the service

provider in accordance with the acceptance criteria.
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Table 35 — TRN6 Pilot implementation process BPs

ID

TRN 6

BP1. Develop pilot plan: Develop pilot plan with details on the process or 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), g),j)]
BP3. Test infrastructure readiness: Establish and implement processes to ensure b

oth

technology and non-technology infrastructure of the outsourced process are tested in a

333 2| £l

d in-

BPs

p:] foagaxzioga s it I dboacle 1o o rdad 1Ra13a- ot + zabhaldai ) luad oo
Het-envirenment—rteedbackisrecordedcommunicated-to-stakeholders,resolvedan
corporated in service delivery planning. [Outcome c), f), h), j)]

BP4. Verify knowledge transfer: Establish and implement processes to ensuré knoy

of the team performing the outsourced process is tested in a pilot environment, Feedlr]ack

is recorded, communicated to stakeholders, resolved and incorporated in service deli
planning. [Outcome d), f), j)]

BP5. Verify capacity and service performance levels: Establish and\implement prd
es to ensure volumetric and quality of performance of the outsourced’process is teste

ledge
ery

cess-
d in

a pilot environment. Feedback is recorded, communicated to stakeholders, resolved ajnd

incorporated in service delivery planning. Variance between‘quality checks done by t
service provider and customer are tracked and reported. €alibrate to ensure service
levels are consistent. [Outcome e), ), j)]

BP6. Assess service delivery readiness: Summarize conclusions from all testing an
learnings from pilot. Identify any further potential €hanges or improvements for exed
during service delivery. [Outcome b), c), d), e), £),.8), h), )]

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

BP8. Achieve transition sign-off: Ensute-all transition milestones and deliverables 3
completed and acceptance criteria approved and signed off by all stakeholders and cu
ers. [Outcome k)]

he
quality

d other
ution

ept-

A\re
stom-

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 34 row, "Outcomes”.

Table 36 — TRN6 Pilot implementation process information items

Information items

Inputs

Outputs

8.07 Cu
8.05 Cu
b), 0), d|
8.27 Se
2.08 Cd
3.43 Tn
8.01 A

stomer requirement [Outcome:a)]

stomer approved solutionrdeeument [Outcome a),
»e),f), g), h), 1)]

rvice level agreement(SLA) [Outcome a), h)]
ntract [Outcome a@)5i)]

ansition plan [Outcome b), ¢), d), e), ), g), h), )]
ceptance criteria [Outcome j), k)]

3.31 Pilot plan [Outcome a), b), c), d), e), f), g), h),
6.25 Pilot report [Outcome b), c), d), €)]

3.38 Service delivery plan [Outcome b), c), d), €),
h), 1)]

9.11 Corrective or preventive actions records [OY
b), ), d), e), f), g), h), 1)]

9.12 Customer feedback [Outcome b), ), d), e), ),
1]

9.30 Risk log [Outcome f)]

6.02 Business continuity test report [Outcome g)

), 8),

tcome

g)' h)l

8.01 Acceptance criteria [Outcome j), k)]

9.28 Pilot sign-off [Outcome j), k)]
9.35 Transition sign-off [Outcome k)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 34 row, "Outcomes".

5.2.5

Service delivery (SDL) processes

There are four processes under this category:

a) SDL1: Service delivery execution;

b) SD

L2: Service delivery reporting;
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c¢) SDL3: Service level management;

d) SDL4: Business process management.

Tables 37 -48 contain the relevant processes related to service delivery:

Table 37:
Table 38:
Table 39:

SDL1: Service delivery execution process purpose and outcomes;

SDL1: Service delivery execution process BPs;

SDL1: Service delivery execution process information items;

— Table48:-SBlL2:-Service-deliveryreportingprocess-purpose-and-outcones;
— Table 41: SDL2: Service delivery reporting process BPs;
— Table 42: SDL2: Service delivery reporting process information items;
— Table 43: SDL3: Service level management process purpose and outcomes;
— Table 44: SDL3: Service level management process BPs;
— Table 45: SDL3: Service level management process information items;
— Table 46: SDL4: Business process management process purpose and autcomes;
— Table 47: SDL4: Business process management process BPs;
— Table 48: SDL4: Business process management process informadtion items.
Table 37 — SDL1 Service delivery executionprocess purpose and outcomes
ID SDL1
Name Service delivery execution
| The purpose of the SDL1 proeess is to manage, operate and control ongoing service delivery
Purpose : )
to achieve the desired performance levels.
As aresult of the successful implementation of this process:
a) roles and responsibilities for delivering services are maintained and assigned;
b) daily operations are controlled;
c) service delivery is monitored against operational performance targets;
Outcomes d)_Cajgovernance framework is implemented;
e)~ performance of daily operations is communicated to relevant stakeholders;
f) service delivery plans are reviewed and maintained in line with service changes and
customer feedback.
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Table 38 — SDL1 Service delivery execution process BPs

ID

SDL1

BPs

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

the

BP2. Assign and train roles to required competency levels: Train the deployed human
resources in line with the required skills and knowledge for each role and activity. Monitor

delivery against required performance and identify training needs. [Outcome a), c)]

BP3. Schedule operations: Deploy a structured approach for scheduling, allocation of oper-

ational activities and responsibilities. [Outcome a), b), )]

BP4. Monitor operations: Monitor operational performance and identify performance vari-

ILIOTS amd target gaps. foutcore by; T

BP5. Establish communications plan and governance framework: Establish stedd
governance and ongoing communication channels to review, report and publish\petfo
mance to stakeholders. [Outcome c), d), e), f)]

BP6. Update service delivery plan: Ensure changes and feedback are recorded, com
cated to stakeholders, resolved and incorporated in service delivery planning. [Outco

]

y state
r_

muni-
me e),

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 37, row."Outcomes".

Table 39 — SDL1 Service delivery execution process infermation items

Information items

Inputs Outputs

2.05 SKills framework [Outcome a)]
2.06 Trpining material [Outcome a)]

2.02 Delivery organization chart [Outcome a)]
2.10 Deployable resources list [Outcome a)]

8.29 Sqrvice performance targets [Outcome a), )] 2.17.Training needs analysis [Outcome a)]

3.45 Wprk schedule [Outcome b)] 8:24 Roles and responsibilities [Outcome a)]

3.38 Service delivery plan [Outcome b), c), f)] 9.33 Training records [Outcome a)]

5.08 Mgasurement systems [Outcome c)] 3.45 Work schedule [Outcome b)]

6.27 Service performance report [Outcome c), d), €] 9.11 Corrective or preventive actions records [Oytcome
5.05 G@vernance framework [Outcome d)] b), c)]

3.14 Cgmmunication plan [Outcome e)]
9.03 CHange request records [Outcome f)]
9.12 Cystomer feedback [Outcome f)]

5.05 Governance framework [Outcome d)]
3.14 Communication plan [Outcome e)]
9.05 Communication records [Outcome €)]
3.38 Service delivery plan [Outcome f)]

NOTE | Letter references [i.e. "Outcome)a)”, "Outcome b)"] refer to the list items of Table 37, row "Outcomes".

Table 40 —SDL2 Service delivery reporting process purpose and outcomes

ID

SDL2

Name

Service delivery reporting

Purposge

The purpose of the SDL2 process is to produce timely and accurate service reports to g
effective communication and to make informed decisions.

upport

As aresult of the successful implementation of this process:

a) service ﬂn]ivnry rnpnri’ing needs are identified;

Outcomes

b) service delivery reports are produced, according to service report requirements
are understandable and provide effective business support;

c) service delivery reports are communicated to relevant stakeholders;

d) improvement actions are identified and reported;

, which

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

customer feedback;

f) decisions are made based on quantifiable and accurate reported performance da

ta.
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Table 41 — SDL2 Service delivery reporting process BPs

ID SDL2

BP1. Define the reporting mechanism: Define the content, format, graphics, channels and
templates for reporting performance and metrics, review and maintain. [Outcome a), €)]
BP2. Plan reporting: Define the types of reports, frequency of reporting and relevant
stakeholders to receive the reports. [Outcome a)]

BP3. Collect data and distribute report: Collect defined data, produce defined reports and
communicate reports to stakeholders. [Outcome b), c)]

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

BP5. MaKke decisions based on data: Business decisions are based on relevant data ith
resulting quantifiable improvements in operational performance. [Outcome b), c);f)]

BPs

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 40, row "Outcomes".

Table 42 — SDL2 Service delivery reporting process information items

Information items

Inputs Outputs
2.08 Cdntract [Outcome a)] 2.12 Service performane€ report templates [Outcome
3.38 S¢rvice delivery plan [Outcome a)] a), b), e]]
8.28 Sarvice performance reporting requirements [Outcome |6.04 Business perfermance reports [Outcome B)]
a), b), e)] 9.05 Communi¢ation record [Outcome b, c), d)]
3.40 Tgchnology requirements and fulfilment plan [Outcome |9.19 Imprdévement opportunity record [Outcome b),
b)] d), f)]
6.04 Bysiness performance reports [Outcome b)] 6.27:Service performance report [Outcome b), ¢), f)]

3.14 Cogmmunication plan [Outcome b), c), d), )]

8.29 Seqrvice performance targets [Outcome b), c), f)]
5.08 Mgasurement systems [Outcome b), e)]

6.05 Business review report [Outcome b), f)]

6.27 Service performance report [Outcome b), f)]

NOTE | Letter references [i.e. "Outcome a)", "Outcoméb)"] refer to the list items of Table 40, row "Outcomes".

Table 43 — SDL3 Service level management process purpose and outcomes

ID SDL3
Name Service levelmanagement
Purpose The purpose of the SDL3 process is to ensure that the agreed service level targets are pet.

As aresult of the successful implementation of this process:

a)\~’service level targets, workload characteristics and exceptions for services are defined in
SLAs;

Outcomes b) service performance is monitored against SLAs;

c) corrective and preventive actions are identified and tracked to closure in order tp avoid
or correct them according to service level performance deviations.
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Table 44 — SDL3 Service level management process BPs

ID SDL3

BP1. Define measurable service level targets: Identify and agree service, service level
targets, dependencies and workload characteristics in line with the contract. [Outcome a)]
BP2.1dentify deviations to SLA: Monitor service levels against the target, identify deviations
where SLA is missed. [Outcome b)]

BP3.Identify and take corrective and preventive actions: Analyse deviations to the agreed
SLAs, determine corrective and preventive actions and implement the actions. [Outcome c)]

BPs

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 43, row "Outcomes".

Table 45 — SDL3 Service level management process information items

Information items

Inputs Outputs
2.08 Cantract [Outcome a)] 8.27 SLA [Outcome a)]
3.38 S¢rvice delivery plan [Outcome a), b)] 6.27 Service performance reportyOutcome b)]
5.08 Mgasurement systems [Outcome a), b)] 9.11 Corrective or preventive actions records [Oytcome
8.27 Service level agreement (SLA) [Outcome b)] c)]
6.27 Sdrvice performance report [Outcome b), ¢)] 9.19 Improvement opportunity record [Outcome )]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table-43, row "Outcomes".

Table 46 — SDL4 Business process management process purpose and outcomes

ID SDL4

Name Business process management

The purpose of the SDL4 process is to manage delivery of business processes, aligned to customer
Purposge requirements and related external requirements, leading to consistency, reliability, quality, effi-
ciency, effectiveness, continual improvement and regulatory compliance.

As aresult of the successful implefnentation of this process:
a) businessprocessesare defined and implemented in accordance with customer requirg¢ments;
b) business process ohjéctives and service delivery objectives are aligned;
c¢) performance of business processes is monitored, reviewed, controlled;

Outcomes d)

corrective(agtions are taken when necessary and tracked to closure;

e) Dbusiness. processes perform in alignment with service level and customer satidfaction
targets;

f) ¢ business process performance is communicated to stakeholders.
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Table 47 — SDL4 Business process management process BPs

ID

SDL4

outcome for the outsourced business process. [Outcome a), b)]

cesses and targets. [Outcome a)]

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

BP4. Define implementation approach: Document deployment charts, process steps

BPs

TeSponsibitity forimptementationfoutconte aj; bji
procedures and implementation approach. [Outcome a), b)]

cess performance to ensure the process objectives are achieved. Engage inregular per

)]
BP7. Monitor business process execution: Monitor operational performance and ide
performance variations and deviations against targets. [Outcome c), d)]

targets, determine corrective and preventive actions andimplement the actions. [Outd
d)]
BP9. Communicate adherence and actions takén: Communicate performance to tar
and actions taken for deviations to the stakeholders. [Outcome f)]
BP10. Maintain and communicate modifications to targets and processes: Reviey
requested changes to the service level and customer satisfaction targets and processe
ensure all changes required to the processes are evaluated. Define, agree and commur
changes in the processes. [Outcome a}»b), f)]

BP11. Review and update processes: Review and update processes periodically, as a

with customers. [Outcome d), e);f)]

BP1. Define process mission: Develop process mission based on the expected business

BP2. Document customer requirements: Discuss and finalize the specific expectations
from the customer at different levels. Integrate customer requirements into business pro-

S,

and

BP5. Execute business process: Execute business process according to standardopefating

BP6. Assess the status and performance of business processes: Review the businefgs pro-

for-

mance reviews and discussions with the responsible parties to discuss pérformance against
committed targets and obligations. Seek remedial plans for any non-performance. [Oufcome

ntify

BP8. Identify and take corrective and preventive actions:'Analyse deviations to agreed

ome
gets
/
5 to

icate

oreed

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"Jrefer to the list items of Table 46, row "Outcomes".

Table 48 — SDL4 Business process management process information items

Information items

b), )]
]

tcome

d), e)]
)]

Inputs Outputs
3.32 Prjocess documentation plani [@utcome a)] 5.10 Process maps and procedures [Outcome a), ), )]
8.02 Bysiness process objectives {Outcome a)] 5.16 Standard operating procedures [Outcome a)
8.07 Cystomer requirements_JOutcome a)] 6.27 Service performance report [Outcome b), €)
3.38 Service delivery planJOutcome a), b), c}] 9.11 Corrective or preventive actions records [OY
5.08 Mg¢asurement systems [Outcome c)] c),d)]
6.27 Sdrvice perfermance report [Outcome c), €)] 9.19 Improvement opportunity record [Outcome
6.04 Bysinessperformance reports [Outcome d), e), f)] 6.04 Business performance reports [Outcome e),
9.12 Cystomerfeedback [Outcome d), e), )] 9.05 Communication record [Outcome f)]

2.08 Cq

nfract [Outcome e)]

6.11 Cu

Stomer satisiaction analysis [OUtcome €, 1J]
3.14 Communication plan [Outcome f)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 46, row "Outcomes".

5.2.6 Transition out (TRO) process

There is one process under this category:

a) TRO1: Transition out.
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Tables 49 - 51 contain the relevant processes related to transition out:

— Table 49: TRO1: Transition out process purpose and outcomes;

— Table 50: TRO1: Transition out process BPs;

— Table 51: TRO1: Transition out process information items.

Table 49 — TRO1 Transition out process purpose and outcomes

ID TRO1
Name Transitionout
The purpose of the TRO1 process is to transfer the services, in part or full, to anothergervice
Purposge provider or back to the customer to meet defined business requirements and contyactual
commitments.
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'processes are defined;
c) modified service delivery plans are formally accepted by the customer;
d) customer success criteria are clearly defined;
e) knowledge is transferred;
Outcoipes 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 service transition out
i)  transition out progress is.e0Ommunicated to relevant stakeholders;
j)  transition out is agreéd upon by the customer and both the incumbent and new service
provider in accorddnce with the acceptance criteria.

© ISO/IEC 2024 - All rights reserved
33



https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

Table 50 — TRO1 Transition out process BPs

ID

TRO1

BP1. Define transition out requirements: Define required process changes (changed pro-
cess 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),
c), d), g)]

BP3. Establish transition out governance structure: Establish a governance structure to

effectlvely manage tran51t10n out, monitor effectlveness of transition out, identify potential
paal |

BPs

+ ad-adds Ot 12
servicetmpactsandaddressisstes{outeomealbheH

BP4. Define ramp-down plan: Develop ramp-down plan with financial reports and xIneas-
ures to reduce the volume and infrastructure supported by the current providerina phased
manner. [Outcome e), ), g)]
BP5. Define knowledge transfer out plan: Develop plan for transfer out of the applicable
standard operating procedures with transferred roles and responsibilities, training materi-
als and manuals created. [Outcome e)]

BP6. Define resource redeployment plan: Develop redeploymentplan, in line with
relevant regulatory and customer contractual requirements, tolappropriately reallocate re-
sources (with maintained knowledge, skills and continuing professional development]) into
new roles and responsibilities. Release resources in line with redeployment plan. [Oufcome
]
BP7. Define assets transfer and disposal plan: Develop plan for transfer out or salg/re-
lease of any identified assets or as defined in the contract, such as buildings and furniture.
[Outcome g)]
BP8. Establish communication plan: Establish plan and mechanisms to communicalte to
stakeholders the progress of transition andraddress issues. [Outcome i)]
BP9. Undertake transition out: Execute'transition out activities aligned with the tran-
sition out plans. Monitor and report progress with corrective actions for any deviatiops.
[Outcome h), j)]
BP10. Achieve acceptance of tfansition out: Define acceptance criteria and obtain formal
acceptance of transition out completion from customer. [Outcome c), j)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)'] refer to the list items of Table 49, row "Outcomes".

Table 51 — TRO1 Transition out process information items

Information items

Inputs Outputs

2.08 Cd
8.01 Ad

3.42 Tr
9.22K
9.23 K
2.10 Dg

7.01 Transition out request [OQutcome a), b), i)] 2.08 Contract [Outcome a), b), f)]

ntract [Outcome c), d};f7, h), j)] 3.42 Transition out plan [Outcome a), b), i)]
ceptance criteria {Qutcome c), d), j)] 8.01 Acceptance criteria [Outcome c), d), j)]
2.13 Stakeholder list fOutcome e), )] 9.14 Customer sign-off [Outcome c), d), j)]
hnsition outiplan [Outcome e), f), g), h)] 3.01 Asset transfer plan [Outcome d), ), g)]
owledge assets [Outcome e€), g)] 3.29 Knowledge transfer plan [Outcome e)]
owledge repository [Outcome e), g)] 3.33 Ramp down plan [Outcome e), ), g), h)]
pleyable resources list [Outcome f), g)] 6.27 Service performance report [Outcome g)]

ONE Cammumnicatinn racnrd IOntcnmio ‘)]

oo R e HeRFecofra ™~ HEcohe

3.14 Communication plan [Outcome i), j)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 49, row "Outcomes".

5.2.7 Tactical enablement (TEN) processes

There are ten processes under this category:

a) TEN1: Management review;

b) TEN2: Financial management;
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TEN3: Change management;

TEN4: Knowledge management;

TENS: Business continuity management;

TENG6: Audit management;

TEN7: Risk management;

TENS8: Continual improvement;

T

NQ: Communication managamant:

TE

Tables

Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal

ble 52
ple 53

: TEN6

: TEN1:
: TEN1:
: TEN1:
: TEN2:

: TEN2:
: TEN2:
: TEN3:

: TEN3:

: TEN3:

: TEN4:
: TEN4:

: TEN4:
: TENS:

: TENS5:

: TENS5:

: TENG:

 TENG6:

[N T O T T O T T T CO C T O T T T L T o ST 1Ty

N10: Documentation management.

b2 — 81 contain the relevant processes related to tactical enablement:

Management review process purpose and outcomes;
Management review process BPs;

Management review process information items;
Financial management process purpose and outcomes;
Financial management process BPs;

Financial management process informatiop-items;
Change management process purpose and outcomes;
Change management process BPs;

Change management process information items;
Knowledge management process purpose and outcomes;
Knowledge management process BPs;

Knowledge manageément process information items;
Business continuity management process purpose and outcomes;
Businessicontinuity management process BPs;

Businéss continuity management process information items;

{Audit management process purpose and outcomes;

Audit management process BPs;

Audit management process information items;

Tal

Table 71:
Table 72:
Table 73:
Table 74:

ple /0:

I'EN7:
TEN7:
TEN7:
TENS:
TENS:

Table 75: TENS:

RISk management process purpose and outcomes;

Risk management process BPs;

Risk management process information items;

Continual improvement process purpose and outcomes;
Continual improvement process BPs;

Continual improvement process information items;
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— Table 76: TEN9: Communication management process purpose and outcomes;

— Table 77: TEN9: Communication management process BPs;

— Table 78: TEN9: Communication management process information items;

— Table 79: TEN10: Documentation management process purpose and outcomes;

— Table 80: TEN10: Documentation management process BPs;

— Table 81: TEN10: Documentation management process information items.

Table 52 — TEN1 Management review process purpose and outcomes

ID

TEN1

Name

Management review

Purpose

The purpose of the TEN1 process is to assess the business performance of the’outsourced
provider and to identify and make decisions regarding potential improverhents.

service

Outcomes

a)
b)

o)

As aresult of the successful implementation of this process:

the objectives of the review are established;

the status and performance against the business plan/(identified activity or proc
assessed in terms of the established objectives;

risks, problems and opportunities for improvementare identified.

£SS are

Table 53 — TEN1 Management review process BPs

ID

TEN1

BPs

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

BP2. Assess the status and pefformance of an activity or process: Review of the sg
provider’s performance by topimanagement to ensure the direction and derived strate
followed. [Outcome b)]

cus-

rvice
gy is

BP3. Identify risks, prablems and opportunities for improvement: Assess opportuni-

ties for improvementaid the need for changes to the direction of the policy and objectives.

Record the results'efmanagement reviews, concerns and actions. [Outcome c)]
NOTE | Letter references [i.e. "Outcome.a)", "Outcome b)"] refer to the list items of Table 52, row "Outcomes".

Table 54—TEN1 Management review process information items
Information items
Inputs Outputs

3.09 Bysiness plan{fQutcome a), b)] 8.17 Management review objectives [Outcome a)
3.18 D¢partment/unit implementation plans [Outcome a), |9.24 Management review record [Outcome b)]
b)] 9.19 Improvement opportunity record [Outcome|c)]
3.37 Rqadrhap [Outcome a), b)] 9.30 Risk log [Outcome c)]

3.39 Stfategic plan [Outcome a), b)]

6.05 Business review report [Outcome a), b)]

6.11 Customer satisfaction analysis [Outcome a), b)]
6.27 Service performance report [Outcome a), b)]
6.29 Supplier performance report [Outcome a), b)]
8.19 Organizational objectives [Outcome a), b)]

9.19 Improvement opportunity record [Outcome c)]
9.30 Risk log [Outcome c)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 52, row "Outcomes".
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Table 55 — TEN2 Financial management process purpose and outcomes

ID TEN2
Name Financial management
The purpose of the TEN2 process is to acquire and sustain the appropriate level of funding to de-
Purpose sign, develop and deliver services that meet the strategy of the organization and agreed customer
requirements.

As aresult of the successful implementation of this process:

a) the cost to design, develop and deliver services is understood in accordance with the

strategy of the organization and agreed customer requirements and communicated to
relevant stakeholders;

b) the fundsrequired to provide the services are obtained;
c) pricing, costs and incomes are monitored and reported to stakeholders;
d) therelationship between cost and incomes and their variance is identified;
Outcomes
e) the costs of service provision are recovered;
f) clear and justifiable invoices are produced;
g) investment strategy is established to support the orgafization’s strategic and innpvation
objectives;
h) investment performance is managed, and financial risk for initiatives is identified and
managed.
Table 56 — TEN2 Financial management process BPs
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 accordancg with
organization strategy and customer requirements. [Outcome a), d)]
BP2. Produce budgets by ‘establishing service costs: Produce budgets and determine cost
of design, development'and delivery of services. Communicate to stakeholders. [Outcome a),
b)]
BP3. Build financial plan and secure budget approval: Develop the finance plan based on
previous cost-revenue analysis and secure required approvals. [Outcome a), b)]
BP4. Review'income and expenditure: Review income, expenditure, revenue, profitability
BP and costs(and identify any changes required. [Outcome d)]
s BP5. Report on financials: Publish profit, loss, assets, liabilities, cash flow, revenue spurces,
busin€ss reinvestment and costs to stakeholders. [Outcome c), f)]
BP6. Recover costs of service provision: Recover costs or invoice for service. Manage any
disputed costs. [Outcome e), f)]
BP7. Adjust financial plan: Update the financial plan based on changes from the costjreve-
nue analysis. [Outcome b), d), €)]
BP8: Establish financial strategy for strategic and innovation investment: Establsh fi-
nancial strategy to support long-term strategic investments and innovation. [Outcomgd b), g)]
BP9. Manage investment performance and risk: Operate a flexible budgeting procefs

which allows initiatives to be evaluated and funded in a timely manner. [Outcome h)]

non

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 55, row "Outcomes".
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Table 57 — TEN2 Financial management process information items

Information items

Inputs

Outputs

6.03 Business demand report [Outcome a)]
6.16 Financial reports [Outcome a), c), g), h)]
2.08 Contract [Outcome a), d)]

6.15 Financial data [Outcome b), ¢), d), e), f), g), h)] |9.17 Escalated issues log [Outcome d), €)]
6.30 Unpaid invoices/aged debt report [Outcome e), |6.16 Financial reports [Outcome d), h)]

]

9.16 Di *pufod nvoice rnnnrd [nufﬁnmn n)’ F)]

9.05 Communication records [Outcome a)]
3.21 Financial plan [Outcome a), b), c), g), h)]
3.04 Budget [Outcome b), g), h)]

9.19 Improvement opportunity record [Outcome e)]

9.30 Rigk log [Outcome h)]

9.29 RCVUIIUC I cu—;ivcd I'CLUI d [Gutt.uuu—; C)]
2.11 Invoice [Outcome e), f)]
9.30 Risk log [Outcome h)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 55, row "Outcomes'(

Table 58 — TEN3 Change management process purpose and outconies

ID TEN3
Name Change management
p | The purpose of the TEN3 process is to ensure all changes.are assessed, approved and imple-
urposge .
mented in a controlled manner.
As aresult of the successful implementation of this pyocess:
a) change requests are recorded, classified and‘prioritized;
b) change requests are analysed;
c) criteria for evaluating changes arg defined;
Outcomes d) changes are evaluated and approved using defined criteria;
e) an implementation schedirle of changes and releases is communicated to rglevant
stakeholders;
f) changes that meetdefined criteria are implemented and verified;
g) changes that do'not meet defined criteria are reversed or remedied.
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Table 59 — TEN3 Change management process BPs

ID

TEN3

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

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

classi-

fol-

BP3. Assess the impact of the change: Assess the process, technical, business, risk, finan-

cial, contractual, regulatory, legislative impacts of the change. [Outcome b)]

BP4. Develop the change plan and approve the change: Develop the change plan and
test prior to deployment. Verify the impact of the change and readiness to deploy based on

BPs

thetestresults Make formed deciSIons O CITange approvat, based Ol te aSSeSSIITe
ensure minimum negative impact. [Outcome c), d)]

BP5. Schedule and communicate changes: Establish a schedule of change contaihin
tails of the approved changes and deployment dates. Communicate the schedule’of ch
to stakeholders. [Outcome d), )]

BP6. Implement the change: Implement the change based on the charigeplan and ap
al. [Outcome f)]

BP7. Evaluate the change: Evaluate that the implemented change delivers the desirg
sults and identify changes that do not meet defined criteria. [Outcome f)]

BP8. Remedy changes that do not meet defined criteria:lnvestigate changes that
meet defined criteria and take corrective actions. [Outcome)g)]

1t to

g de-
hnges

prov-
d re-

Ho not

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table-58, row "Outcomes".

Table 60 — TEN3 Change management process information items

Information items

Inputs Outputs

9.02 CHange log [Outcome a)] 9(02"Change log [Outcome a)]

8.03 CHange policy [Outcome a), b), )]

9.03 Change request records [Outcome a), b), c), f)]

9.03 CHange request records [Outcome a), d)] 9.08 Contract change control [Outcome c)]

3.13 CHange/release schedule [Outcome d), €)] 3.12 Change build and implementation plans [Outd
3.14 Cgmmunication plan [Outcome €)] d), f)]

3.12 CHange build and implementation plan JQutcome f), |9.05 Communication record [Outcome e)]

g)]

3.11 CHange back out plan [Outcome g}]

9.04 Change test results [Outcome f)]
9.11 Corrective or preventive actions records [Out

g)]

ome

come

NOTE | Letter references [i.e. "Out¢oni€ a)", "Outcome b)"] refer to the list items of Table 58, row "Outcomes".

Table 61 ——TEN4 Knowledge management process purpose and outcomes

ID

TEN4

Name

Knowledge management

Purpose

The purpose of the TEN4 process is to create, disseminate and leverage knowledge an
lectual property based on the contract with the customer.

d intel-

As aresult of the successful implementation of this process:

Outcomes

a) knowledge assets are identified, classified, maintained and controlled;

b) knowledge assets are verified and agreed upon by the stakeholders, in accordance with

acceptance criteria;

c¢) business process knowledge and delivery capabilities are assessed and identified gaps

are addressed to meet service delivery requirements;

d) knowledge assets are available and used throughout the service lifecycle.
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Table 62 — TEN4 Knowledge management process BPs

ID

TEN4

BPs

BP1. Identify needs for knowledge management: Identify knowledge management re-
quirements 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), d)]

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)]
BP4. Assess business process knowledge gaps: Evaluate business process knowledge
levels, and identify and implement actions to address gaps. [Outcome c)]

BP5. Create a kKnowledge repository and ensure availability throughout service]life-
cycle: Create a knowledge repository based on learnings, workshops, standard proeedures,
projects, services, experience, innovation, gaps identified, etc. Ensure it can be used and
referenced by identified stakeholders with appropriate access controls. [Outconde b), f), d)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 61, row "Outcomé€s-?

Table 63 — TEN4 Knowledge management process informationiitems

Information items

Inputs Outputs
4.04 Krpowledge policy [Outcome a)] 9.22 Knowledge assét [Outcome a), b), c), d)]
3.28 K}owledge management plan [Outcome a), b)] 3.28 Knowledge-management plan [Outcome c)]
9.22 Kjowledge asset [Outcome a), b), c), d)] 3.29 Knowlédge transfer plan [Outcome c), d)]
2.13 Stakeholder list [Outcome b)] 9.33 Training records [Outcome c), d)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the listitéems of Table 61, row "Outcomes".
Table 64 — TENS Business continuity management process purpose and outcomes
ID TENS
Name Business continuity management
| The purpose of the TEN5S process is to ensure continuity of business services during and after
Purpose di . .
isruptions to agreed.service levels.
As aresult of the fuccessful implementation of this process:
a) business ¢ontinuity requirements and plans are defined;
b) disasterrecovery plans are defined;
c) _preventive measures to avoid invocation of continuity measures, including facilities and
work environment controls are identified;
d) alternative means of operation of critical processes are defined and invoked, when
needed;
Outcompes e) riskor potential disruptions in business continuity is analysed and minimized;
f) eventstatusupdates on disruption and alternate means of operations are commuhicated
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.
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Table 65 — TEN5 Business continuity management process BPs

ID

TENS

BPs

BP1. Define business continuity requirements and plan: Define and maintain business
continuity requirements and business continuity plan (BCP) in line with the contractual
requirements and changes in the service ecosystem. [Outcome a)]

BP2. Define disaster recovery plan: Establish disaster recovery plan based on the custom-
er contractual and the service provider’s requirements to ensure business process operabil-
ity to agreed continuity levels of service. [Outcome b)]

BP3. Define and implement preventive measures: Identify, plan and implement preven-
tive measures to avoid invocation of continuity measures, including data centre controls.

foutcome Tt

BP4. Establish critical recovery procedures: Establish plans to ensure that critical|func-
tions and alternate means of operating them are documented. [Outcome c), d)}

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

BP6. Maintain service levels: Maintain agreed service levels by implementing business

continuity and disaster recovery plans during disruption and return to normal servide lev-
els post-disruption. [Outcome g)]
BP7. Define communications plan: Establish a plan for comintinication of the statuq of
business continuity events to stakeholders. [Outcome f), i]]
BP8. Validate business continuity plan: Establish anndimplement a cycle for testing|of a
business continuity plan as defined by organization,-at a minimum biannually or annyally.
[Outcome h)]
BP9. Raise employee awareness: Establish effective awareness programme for employees
on the business continuity plans and measures. [Outcome i)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to thelistitems of Table 64, row "Outcomes".

Table 66 — TEN5 Business continuity management process information items

Information items

Inputs Outputs

5.10 Pr
2.08 Cd
2.02 Dq
h)]

2.04 Offfice facilities inventory [Outcome a), b), d), e), g)]

3.06 By
3.19 Di
3.14 Co

pbcess maps and procedures [Outcome aJ]
ntract [Outcome a), b)]
livery organization chart [Outcome ), b), ¢), d), f), |3.07 Business continuity test schedule [Outcomeja), b)]

3.05 Business continuity maintenance schedule [Out-
come a), b)]

3.06 Business continuity plan [Outcome a), €)]
3.14 Communication plan [Outcome b), f), i)]

siness continuity plan [Qutcome a), g), h)]
caster recovery planfOutcome b), d), g), h)]
mmunication plan [Outcome f), )]

5.12 Recovery process and procedures [Outcome

g)]

3.19 Disaster recovery plan [Outcome d), )]
9.33 Training records [Outcome e), h)]

6.13 Disaster recovery test report [Outcome f), g
6.02 Business continuity test report [Outcome f)
3.08 Business continuity training plan [Outcome

c), d),

—_—

g), h]
h]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 64, row "Outcomes".
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Table 67 — TEN6 Audit management process purpose and outcomes

ID TEN6
Name Audit management
Purpose The purpose of the TEN6 process is to independently determine conformity of services and
p processes to the requirements, policies, plans and agreements, as appropriate.
As a result of the successful implementation of this process:
a) thescope and purpose of each audit is defined;
b) the objectivity and impartiality of the conduct of audits and selection of auditors are
assured;
c) conformity of selected services, products and processes with requirements;)plgns and
Outcomes agreements is determined;
d) non-conformities are recorded;
e) non-conformities are communicated to those responsible for ¢orrective actigns and
resolutions;
f)  corrective actions for non-conformities are verified.
Table 68 — TEN6 Audit management processBPs
ID TEN6

BP1. Define the audit scope, purpose and schedule: Define the scope of each audit,con-
sidering the status and importance of the progesses and areas to be audited, the results of
previous audits and schedule. [Outcome a)j

BP2. Assure the objectivity and impartiality of audit conduct: Ensure selection of audi-
tors 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 selected service
products and processes with requirements, plans and agreements. [Outcome c)]

BPs BP4. Record non-conforniities: Identify non-conformities against the process framgwork
requirements, the requirements identified by the service provider or the service reqyire-

ments. Record the results of internal audits, including non-conformities, concerns andl
actions identified([Qutcome d)]
BP5. Communicate non-conformities: Communicate non-conformities to those responsi-

ble for corrective actions and resolutions. Prioritize results and actions and allocate rjespon-
sibility foractions. Communicate to stakeholders. [Outcome €)]
BP6. Verify corrective actions for non-conformities: Ensure corrective actions arg taken
without undue delay to eliminate non-conformities and their causes for the area being audit-
ed.\Verify actions are taken with follow-up activities. [Outcome f)]

2

NOTE | Letter referencés [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 67, row "Outcomes".

Table 69 — TEN6 Audit management process information items

Information items

Inputs Outputs
3.03 Audit schedule [Outcome a), c)] 3.02 Audit plan [Outcome a)]
2.07 Auditor list [Outcome b)] 2.07 Auditor list [Outcome b)]
3.02 Audit plan [Outcome b), )] 6.01 Audit reports and action plans [Outcome c), d), e),
9.01 Audit non-conformity record [Outcome c), d), e), f)] ]

non

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 67, row "Outcomes".
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Table 70 — TEN7 Risk management process purpose and outcomes

ID TEN7
Name Risk management
Purpose The purpose of the TEN7 process is to identify, analyse, evaluate, mitigate and monitor the risks.

As aresult of the successful implementation of this process:

a) criteria for the assessment of risks and the acceptable level of risk are identified;
b) risks are identified;

c) identified risks are analysed;

Outcorpes
d) risksare evaluated against defined criteria;
e) risksare selected for treatment;
f) selected risks are treated.
Table 71 — TEN7 Risk management process BPs
ID TEN7

BP1. Establish criteria: Establish criteria for risk evaluation and acceptance. [Outcome a)]
BP2. Identify risks: Identify risks during the set-up of.aprocess or a service and on 4 con-
tinuous basis. [Outcome b)]
BP3. Categorize and assess risks: Categorize aid assess identified risks and deternjine the
priority in which to apply resources to the treatment of these risks. [Outcome c)]
BPs BP4. Evaluate risks: Evaluate risks against defined criteria. Establish plans to commnjuni-
cate risks and their proposed mitigation plans to stakeholders. [Outcome d)]
BP5. Monitor risks: Establish and implement processes to monitor assessed risks. Identify
risks for treatment. [Outcome e)]
BP6. Develop treatment plans to,avoid unacceptable risks: Define and implement{appro-
priate treatment plans to correet, alleviate or avoid unacceptable assessed risks. [Outjcome

]

NOTE | Letter references [i.e. "Outcome a)", "Outcome'b)"] refer to the list items of Table 70, row "Outcomes".

Table 72 — TEN7'Risk management process information items

Information items

Inputs Outputs
2.08 Cqntract [Outcome a), b)] 8.01 Acceptance criteria [Outcome a)]
8.16 Lejgal, statutory and regulatory requirements [Out- 9.30 Risk log [Outcome b), c), e), f)]
come aj, b)] 9.05 Communication record [Outcome d)]
9.30 Risk log [Outcomrieb), c), d), e), )] 3.36 Risk treatment plan [Outcome f)]
5.15 Segcurity riskmanagement approach [Outcome f)] 5.15 Security risk management approach [Outcoie f)]

NOTE | Letterweferences [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 70, row "Outcomes".
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Table 73 — TENS8 Continual improvement process purpose and outcomes

ID TENS
Name Continual improvement
The purpose of the TEN8 process is to manage the identification, analysis, prioritization and
Purpose . . . .
implementation of continual improvements.
As a result 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 priority anfl value
Outcomes added;
d) programmes are executed, monitored and reviewed against objectives;
e) the effectiveness of implemented improvements is evaluated;
f)  the customer organization is involved as appropriate.
Table 74 — TEN8 Continual improvement processBPs
ID TENS
BP1. Identify improvement opportunities: Define ‘opportunities for improvement gnd
identify those improvement opportunities capturedand recorded through the executjon of
delivery and all service processes. [Outcome a)]
BP2. Evaluate improvement opportunities: Evaluate improvement opportunities against
defined criteria. [Outcome a)]
BP3. Establish objectives, goals for the.planned improvement programme: Defirle
objectives and goals based on priority@nd value. Align goals to business strategy, customer
requirements, etc. [Outcome c)]
BPs BP4. Plan and implement improvement programmes: Identify and implement impjrove-

ment programmes. [Outcome\bJ]

BP5. Monitor programmes and ensure adherence to objectives: Track adherence
selected objectives and goals. [Outcome b), d)]

BP6. Evaluate the effectiveness: Evaluate the effectiveness of implemented improvsg
[Outcome €)]

BP7. Involve éustomer in improvements: Where appropriate, involve customer org
ization in improvement programmes, such as in planning, goal selection, implementir
monitoringand communication. [Outcome f)]

Lo

ments.

NOTE | Letter references [i.e. "Qutcome a)", "Outcome b)"] refer to the list items of Table 73, row "Outcomes".
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Table 75 — TEN8 Continual improvement process information items

Information items

Inputs Outputs
8.01 Acceptance criteria [Outcome a)] 8.11 Improvement goals [Outcome a)]
8.09 Customer success criteria [Outcome a)] 9.18 Improvement log [Outcome a)]
3.04 Budget [Outcome a), b)] 9.19 Improvement opportunity record [Outcome a)]
8.19 Organizational objectives [Outcome a), b)] 3.23 Improvement plan [Outcome b)]
8.11 Improvement goals [Outcome a), c), d), €)] 5.11 Programme governance framework [Outcome b)]
9.19 Improvement opportunity record [Outcome a), €)] 6.09 Continual improvement report [Outcome b), c), d),
8.02 Bysimress process U‘ujcx,iivca [Gutt.uuu—; ‘U)] a)]
8.06 Cyystomer objectives [Outcome b)] 9.05 Communication records [Outcome e)]
3.23 Injprovement plan [Outcome b), €)] 9.14 Customer sign-off [Outcome f)]

5.11 Prppgramme governance framework [Outcome d), €)]
3.14 Cogmmunication plan [Outcome e)]

9.18 Inmprovement log [Outcome e)]

2.13 Stakeholder list [Outcome f)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 73, row "Outcomes".

Table 76 — TEN9 Communication management process purpose and outcomes

ID TEN9

Name Communication management

Purpose

The purpose of TENO is to produce timely and/@cetirate information products to support effec-
tive communication and decision-making.

a)
b)
9
d)
e)
f)

Outcomes

As aresult of the successful implementation of this process:

the scope and purpose of each ¢cémmunication is identified;

roles and responsibilities fpi~communication are identified;

communication content,is produced according to the communication purpose;
the channel to identified recipients is identified;

information isseommunicated to stakeholders;

unsuccessful communication is identified, monitored, reported and addressed.
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Table 77 — TEN9 Communication management process BPs

ID

TEN9

ment and management of communication. [Outcome a)]
responsibilities and competencies required for communication. [Outcome c)]

terms of identified communication needs and requirements. [Outcome b)]

BPs

target stakeholders and define the appropriate communication approach and channe
delivery of messages. [Outcome d)]

BP5. Communicate to stakeholders: Communicate information to stakehplders bas
the communication plan. [Outcome €)]

BP1. Identify communication scope, purpose and plan: Define the scope and purpose of
each required communication, considering the desired results, importance and schedule,
and content to communicate. Define communication plan to provide guidance for deploy-

BP2. Manage roles responsible for communication: Define and manage specific roles,

BP3. Define contents for communication messages: Define communication content in

Hentify
s for

ed on

BP6. Evaluate the effectiveness, identify and implement correctivé actions: Monjitor
and evaluate the effectiveness of communications. Identify ineffective communication. Iden-
tify and implement corrective actions to resolve ineffective communication and repoited in
a timely manner. [Outcome f)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 765 row "Outcomes".
Table 78 — TEN9 Communication management process.information items
Information items
Inputs Outputs
2.08 Cdntract [Outcome a), c)] 3.14 Cemmunication plan [Outcome a), b), c), d)]
3.38 Service delivery plan [Outcome a), c)] 9.05"Communication record [Outcome a), b), ¢}, d), e), f)]

3.43 Trpnsition plan [Outcome a), c)]

8.07 Cystomer requirement [Outcome a), c)] f)]

8.14 Internal stakeholder requirements [Outcome a), ¢)j
8.24 Rales and responsibilities [Outcome b)]
2.13 Stakeholder list [Outcome d)]

9.11 Corrective or preventive actions records [Oytcome

non

NOTE | Letter references [i.e. "Outcome a)", "Outceime b)"] refer to the list items of Table 76, row "Outcomes".

Table 79 — TEN10 Documentation management process purpose and outcomes

ID TEN10
Name Documerntation management
Purpoke Thepurpose of TEN10 is to provide relevant, timely, complete, valid documented inforjmation
poy to-designated parties.
As aresult of the successful implementation of this process:
a) thescope and purpose of each document is identified, and documentation is identfifiable;
b) documented information is identifiable and available in appropriate formats and media;
Outcomes c)  documented information is npprnvpd and released m‘rnrding to defined criteria:

24

d) documented information is current, complete and is available to stakeholders;

e) documented information is archived, changed or disposed of, as required.
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Table 80 — TEN10 Documentation management process BPs

ID

TEN10

BP1. Identify information to be documented: Define the scope, purpose and requir

e-

ments of documented information. Determine the documented information required based
on the organization's size, type of activities, process, products and services. [Outcome a)]

BP2. Define the documented information attributes: Define the identifier, description

(e.g. title, date, author and references), format (e.g. language, software version, graphi
media (e.g. paper, electronic), status, and purpose. [Outcome b)]

cs),

BP3. Document the identified information: Document the identified information to de-

fined requirements for the documented information type. [Outcome a), b)]

BPs

umented information for suitability and adequacy, and release to stakeholders, inelud
distribution, access, retrieval and use. [Outcome c)]

BP5. Control documented information and ensure availability to stakeholders:
storage and preservation for documented information, including preservation of secu
privacy and legibility. Maintain documented information to be current complete and
able for use. Ensure documented information is available for use, whemand where ne
and adequately protected, including confidentiality, integrity and improper use. [Out
d), e)]

BP6. Manage and rescind documented information, as reguiired: Control changes
documented information. Record changes and analyse theimpact of changes. Define 1
tention, archive and disposal needs for documented inforinmation and manage docume
information accordingly. Identify issues and improvements for documentation manag
controls, and measures. [Outcome €)]

doc-
ing

Define
rity,
suit-
bded,
ome

to

e_
nted
ement

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list itefiis 'of Table 79, row "Outcomes".

Table 81 — TEN10 Documentation management process information items

Informationitems

Inputs Outputs

2.02 Dg
2.08 Cd
3.32 Py
8.07 Cy
2.13 St

livery organization chart [Outcome a)] 5.01 As-is process documentation [Outcome a), b
ntract [Outcome a)] 5.17 Transition methodology document [Outcom
ocess documentation plan [Outcome a),\b)] 9.05 Communication records [Outcome a), b)]

stomer requirement [Outcome a), b),¢);-d), e)]
hkeholder list [Outcome d)] a), b)]

9.19 Improvement opportunity record [Outcome
9.02 Change log [Outcome €)]

]
P a), b)]

9.11 Corrective or preventive actions records [Oytcome

@), b)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 79, row "Outcomes".

5.2.8
There :
a) OF
b) OFE

Operational enablement (OEN) processes
ire seven prégesses under this category:
N1: Transaction quality management;

N2<Information security management;

¢ O

No: Lompliance management;

d) OEN4: Human resource management;

e) OENS5: Infrastructure and technology management;

f) OEN6: Work environment management;

g) OEN7:Issue management.
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Tables 82 - 102 contain the relevant processes related to operational enablement:

Table 82: OEN1:
Table 83: OEN1:
Table 84: OEN1:
Table 85: OEN2:
Table 86: OEN2:
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal
Tal

s Information cacurity manaagamant nracacc informatingy oo
—rH O Hate-Se ettt 5SS >

Transaction quality management process purpose and outcomes;
Transaction quality management process BPs;

Transaction quality management process information items;
Information security management process purpose and outcomes;

Information security management process BPs;

ble 98: OEN6

ble 99: OEN6

ple 88: OEN3:
ple 89: OEN3:
ble 90: OEN3:
ble 91: OEN4:
ble 92: OEN4:
ple 93: OEN4:
ble 94: OENS:
ple 95: OENS:
ple 96: OENS:
ble 97: OENG6:

: Work environment managementprocess BPs;

: Work environment management process information items;
ple 100: OEN7: Issue management process purpose and outcomes;

ble 101: OEN7: Issue managementprocess BPs;

ple 102: OEN7: Issue manggement process information items.

Table 82 — OEN1.Transaction quality management process purpose and outcomes

Compliance management process purpose and outcomes;

Compliance management process BPs;

Compliance management process information items;

Human resource management process purpose and outcomes;

Human resource management process BPs;

Human resource management process information itents;

Infrastructure and technology management procéss purpose and outcomes;
Infrastructure and technology managementprocess BPs;

Infrastructure and technology management process information items;

Work environment management process purpose and outcomes;

Y oo s ST e pr o IO o c o ree Ty

ID OEN1
Name Transaction quality management
Purpoke The purpose of the OEN1 process is to provide independent assurance through defined cpntrols,
poy ensuring transactions, services and processes adhere to specified requirements.
As aresult of the successful implementation of this process:
a) an independent verification strategy is developed, implemented and maintained for all
required transactions, services and processes;
b) verification criteria are identified for all required transactions, services and processes;
c¢) acalibration process is established and deployed to ensure consistency of evaluation;
Outcomes
d) verification of selected transactions, services and processes with requirements is
determined and performed;
e) defects are identified, recorded, prioritized and resolved;
f) results of the verification activities are communicated to relevant stakeholders.
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Table 83 — OEN1 Transaction quality management process BPs

ID

OEN1

BPs

BP1. Define a verification process: Define a verification process to ensure service quality
by analysing and calibrating strategy, plans, processes, procedures, etc. Ensure verification
criteria is defined for all information items. [Outcome a), b), c)]

BP2. Align verification: Ensure verification remains aligned to the requirements of the

service provider, customer and end user. [Outcome a)]

BP3. Collect defects data: Gather defects based on verification plan. [Outcome 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 observations,tr
verification activities to the stakeholders. [Outcome f)]

bm the

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 82, row "Outcomes".

Table 84 — OEN1 Transaction quality management process information‘items

Information items

Inputs

Outputs

3.44 Vdrification strategy [Outcome a)]

8.37 Vdrification parameters [Outcome b), c)]

3.10 Callibration plan [Outcome c)]

3.41 Trpnsaction monitoring plan [Outcome d)]

9.11 Corrective or preventive actions records [Outcome

e), f)]

d), )]

3.44 Verification strategy\[©@utcome a), b)]
9.34 Transaction monitoring results [Outcome a), dl), f)]
5.02 Calibration process [Outcome c)]

6.06 Calibration ariance Report [Outcome c)]
9.15 Defect records [Outcome d)]

9.11 Corrégtive or preventive actions records [Out

9.19 Iimprovement opportunity record [Outcome d
9.05/Communication records [Outcome f)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refex to the list items of Table 82, row "Outcomes".

non

Table 85 — OEN2 Information security management process purpose and outcomes

ID

OEN2

Name

Information security management

Purposge

The purpose of the OEN2 process is to protect the confidentiality, integrity and availability of
information relevant to the services at an agreed level across all ITES-BPO activities.

Outcomes

a)
b)
J

d)

As aresult of the successful implementation of this process:

information security requirements are identified;

information security controls are defined and implemented;

information security incidents are identified, resolved, closed and reported

customer;

the effectiveness of controls is monitored, reviewed and revised.

to the
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Table 86 — OEN2 Information security management process BPs

ID OEN2

BP1. Agree on new and changed information security requirements: Analyse evolving
business requirements, information flows, organizational policies, customer requirements,
contractual obligations, regulatory requirements, technology environments and threat
environments from the perspective of information security on a regular basis. [dentify, eval-
uate, modify and report information security requirements in agreement with all relevant
stakeholders. [Outcome a)]

BP2. Deploy selected information security controls: Secure information with selected

information security controls related to the information security risks, including threats
BPs and vulnerabilities which are identified and assessed [ﬂnfr‘nmp h)]

BP3. Establish awareness of information security: Define and implement trainingjand
awareness for information security. [Outcome b)]
BP4. Manage information security incidents to closure: Manage informatiotvsecurity
incidents including identification, categorization, notification, response, resolution, close
and reporting. [Outcome b), c)]
BP.5 Monitor, review and revise controls: Monitor, review and reyise the effectivenjess of
controls. [Outcome d)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 85, row "Outcomes".

Table 87 — OEN2 Information security management process.information items

Information items

Inputs Outputs
8.12 Information security requirements [Outcome a)] 8.12 Inforniation security requirements [Outconie a)]
3.26 Information security awareness plan [Outcome c)] 4.02 Information security policy [Outcome b)]
6.18 Information security action log [Outcome c)] 2,06\ Training material [Outcome c)]
6.19 Information security audit report [Outcome c)] 6.20 Information security incident report [Outcofme c)]
3.14 Cogmmunication plan [Outcome d)] 9.33 Training records [Outcome c)]
5.14 Sefurity controls procedure [Outcome d)] 5.14 Security controls procedure [Outcome c), d)

9.05 Communication record [Outcome d)]

NOTE | Letter references [i.e. "Outcome a)", "Outcame b)"] refer to the list items of Table 85, row "Outcomes".

Table 88 — OEN3 Compliance management process purpose and outcomes

ID OEN3

Name Compliance management

Thepurpose of the OEN3 process is to meet and avoid breaching applicable legislative, regu-

Purpoge latery and statutory requirements.

As’a result of the successful implementation of this process:

a) contracted compliance requirements are identified, tracked and communicated to
stakeholders;

b) contracts, solutions, relationships and service delivery are aligned with cHanging
Outcmrles compliance requirements;

c) compliance requirements are adhered to;

d) non-compliances are identified, monitored, reported and addressed.
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Table 89 — OEN3 Compliance management process BPs

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)]
BP BP3. Update contract: Raise contract change control as required following analysis of
S changes in laws, regulations, contracts, policies, etc. [Outcome b)]
; i T > - 1T; ts such
as system logs, audit trails, etc. to demonstrate compliance. [Outcome )]
BP5. Identify non-compliances: Conduct self-assessments, internal audits, exteprial pudits
at a defined frequency to identify non-compliances. [Outcome c), d)]
BP6. Address and communicate non-compliances: [dentified non-compliahces are|re-
solved and reported in a timely manner. [Outcome a), d)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 88, row "Qutcomes".
Table 90 — OEN3 Compliance management process information items
Information items
Inputs Outputs
3.16 Compliance awareness plan [Outcome a)] 2.06 Training material [Outcome a)]
8.16 Legal, statutory and regulatory requirements [Out- 9.05 ComMmunication record [Outcome a), d)]
come a), b)] 9.08 Contract change control [Outcome b)]
8.04 Cqmpliance requirements [Outcome a), c]] 6.08-Compliance assessment/audit results [Outc¢me c),
9.07 Cdmpliance monitoring logs [Outcome c)] dj}
3.15 Cdmpliance assessment/audit plan [Outcome c), d)] 9.25 Non-compliance log [Outcome d)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer'to the list items of Table 88, row "Outcomes".
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Table 91 — OEN4 Human resource management process purpose and outcomes

ID OEN4
Name Human resource management
The purpose of the OEN4 process is to provide the organization with necessary competent
Purpose . . . > .
human resources and to improve their competencies aligned to business needs.
As a result of the successful implementation of this process:
a) organizational structure, roles, responsibilities and competencies required for service
delivery are maintained;
b) employees understand how their roles and activities contribute to achieving
organizational objectives;
c) performance assessment of human resources is carried out;
d) recruitmentand attrition are managed;
e) training or other actions are completed to address identified compeétency gaps o meet
Outcores service delivery requirements;
f) grievances are managed;
g) reward and recognition mechanisms are defined and implemented;
h) feedback mechanisms are implemented to identify levels of employee satisfactjon and
improvements;
i) non-standard working arrangements areydefined and managed;
j)  continual professional development\réquirements are reviewed, assessed, reforded,
tracked and met.
Table 92 — OEN4 Human reseurce management process BPs
ID OEN4
BP1. Manage human resource roles, responsibilities: Define and manage specific roles,
responsibilities and competencies required for service delivery. [Outcome a), j)]
BP2. Ensure employees understand roles and activities: Each person demonstrptes an
understanding of roles and activities, and contribution to achieving organizational obj¢ctives.
[Outcome b)]
BP3. Assess performance: Assess employee performance against the set goals. [Outcpme c)]
BP4. Hire’and manage resource retention: Implement programmes aimed at hirjng and
retaining employees. [Outcome d), €]
BR5.Provide fair treatment for employees: Provide fair treatment for employees with op-
portunities for career development and role changes, including a consultation procesg where
BPs required. [Outcome f), g), h), i), j)]
BP6.Implement rewards and recognition: Create and implement mechanism to reward and
recognize workforce and ensure implementation. [Outcome g)]
BP7. Measure employee feedback: Create feedback mechanisms, such as an employ€e satis-
faction survey, to understand employee and improve satisfaction levels. [Outcome h)]

BP8Defineand mamnage prlel WOT kmg'reqmrements—l}efme-arrd-mmge-amd'rt ons for
employees working non-standard conditions or employees with non-standard needs. [Outcome i)]
BP9. Design the work and policies to improve employee experience: Establish a flexible
and engaged work environment and culture to improve the employee experience. [Outcome i)]
BP10. Manage continuous development process: Plan, deliver and track individual training
and development needs to continually develop employee skills and competencies for career
development and aligned to current and future business needs. [Outcome €), g)]

NOTE Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 91, row "Outcomes".
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Table 93 — OEN4 Human resource management process information items

Information items

Inputs Outputs
8.20 Performance goals [Outcome a), j)] 9.27 Personnel records [Outcome a), c), €), f), g), h)]
2.09 Contract obligation mapping [Outcome b)] 2.09 Contract obligation mapping [Outcome b)]
3.09 Business plan [Outcome b)] 3.18 Department/unit implementation plans [Outcome
3.39 Strategic plan [Outcome b)] b)]
8.06 Customer objectives [Outcome b)] 3.37 Roadmap [Outcome b)]
8.19 Organizational objectives [Outcome b)] 3.39 Strategic plan [Outcome b)]
3.17 Comtimrat PT ofesstomat dcvcluplucut p}au [Gut&,uuu—: b), 8-24-Rolesand rocpn"c”‘"iﬁao [nufnnmn k)]
d), e), f), g), h), )] 5.04 Employee care process document [Outcoemie(c), ),
2.08 Cdntract [Outcome c), €)] f), g), h), 1), )]
9.26 Pdrformance results [Outcome c), €), g), h), j)] 6.14 Employ_ee_satisfaction survey results [Outcome c),
3.35 Rqtention plan [Outcome d), e), g)] e), f), ), h), 1), j)] _
2.06 Trhining material [Outcome e), g)] 9.26 Performance results [Outcome¢); e), g), h), j)]
2.17 Trpining needs analysis [Outcome e), g)] 3.35 Rete-ntlon plan [O}ltcome d)e), 8), h)]
5.13 Rgward and recognition process document [Outcome 3).17)]Cont1nual professionaldevelopment plan [Optcome
e), g)] e 8 _
8.10 Employee satisfaction survey [Outcome f), g), h)] 8.23 Rol_e (?ompetenmes [Ottcome e), g)]
6.33 Dilgital scoreboard [Outcome g)] 9.33 Training records.[Outcome e), g)]
9.26 Prformance result [Outcome g)] 5.13 Reward and recognition process document [Out-
5.04 Erpployee care process document [Outcome g), h)] come g)] ) . i
- 8.18 Non-stafidard working conditions requiremgnt
3.14 Cogmmunication plan [Outcome h)]
[Outcome h)]
9.05 Gommunication record [Outcome h)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to thé'jst items of Table 91, row "Outcomes".
Table 94 — OENS Infrastructure and technology management process purpose and outcomes
ID OEN5
Name Infrastructure and technology management
The purpose of the OENS process is to ensure that the organization has the necessaty tech-
Purposge nology and infrastrycture services and support to meet business needs and service delivery
requirements,
As aresult efthe successful implementation of this process:
a) factors related to infrastructure and technology, such as business demand, cgpacity,
perfermance and availability, affecting service delivery are assessed and identified;
b)-Ninfrastructure and technology requirements for business and service delivéry are
defined and implemented;
c) changes to infrastructure are planned according to customer requirements;
d) incidents and service requests are recorded, prioritized and resolved;
e) unresolved incidents, changes and service requests are escalated as per agreed service
Outcomres }cvc}a,
f) contact and escalation points for issues with infrastructure — technology are
established;
g) supportservice is provided according to safety, security and compliance requirements;
h) infrastructure and technology capacity, performance and availability are managed,
measured, reviewed and reported;
i)  the technology strategy, architecture and roadmap are clearly defined and implemented
to ensure the effective use of technology across organization.
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Table 95 — OENS Infrastructure and technology management process BPs

ID

OEN5

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

upgrades are identified. [Outcome a), b)]

BP2.Manage infrastructure and technology changes: Record required changes in technol-
ogy 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)]

BP3. Manage incidents, changes and service requests: Establish incident management,

......

d tech-

BPs

nology. Provide capability to record, classify and prioritize all incidents, changes and|re
and track to resolution and closure. [Outcome c), d), e), g)]

BP4. Establish escalation process: Establish escalation process and SLAs for.any unr
incident/service requests or undelivered changes. [Outcome e), )]

BP5. Support security and compliance requirements: Support conformity to security
and compliance requirements with periodic monitoring and regulag-checks. [Outcom
BP6. Manage infrastructure and technology requirements: Define and maintai
structure and technology requirements based on contracted sérvice, services levels,

quests,
psolved

r, safety
e g), h)]
h infra-
availa-

bility, workload characteristics and planned business demandiCommunicate requirenjents to

stakeholders. Assess impact of any changes to requirements.(e.g. due to changes in b
demand) for infrastructure and technology, such including capacity, performance and
bility of the service, and identify changes required. [Qutcome h)]

BP7.Manage technology performance: Define and'measure all metrics related to tecl
performance, including IT SLA, availability and-€apacity. Ensure performance report
establish performance review frequency. Uddertake regular reviews of technology
mance. Identify any performance deviations, determine corrective and preventive acti
implement the actions. [Outcome h)]

BP8. Establish technology policy andtoadmap: Define and implement a technology s
governance, architecture and roadniap to ensure agility and co-ordination at scale. [Out

lisiness
availa-

nology
ng and
perfor-
bns and

rategy,
omei)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 94, row "Outcomes".

Table 96 — OENS5 Infrastructure andtechnology management process information item

Information items

Inputs Outputs

3.40 Technology requirements and fiilfilment plan [Outcome |9.03 Change request records [Outcome a), b), c)

a), b), ¢]]

6.03 Business demand report [Qutcome a), €)]

8.26 Sdcurity and compliance reéquirements [Outcome b), g)] |6.23 Major incident report [Outcome d), €)]

8.18 Nagn-standard workinig'conditions requirements [Out- 9.17 Escalated issues log [Outcome e), f)]
come b)), h)]

8.25 Security and compliance IT checklists [Outcome c)] e), ), g), h)]
9.08 Cqntract change control [Outcome c)]

9.03 CHange réquest records [Outcome c), h)] 3.37 Roadmap [Outcome i)]
5.07 IT|service continuity and support procedure [Outcome

d), e), f), gJl

6.07 Change report/dashboard [Outcome c), h)]
6.17 Incident report/dashboard [Outcome d), €]

9.31 Service performance review minutes [Out

6.27 Service performance report [Outcome e), §

—

fome

), h)]

2.03 Escalation matrix [Outcome e), f)]

8.15IT SLA [Outcome e), g), h)]

3.14 Communication plan [Outcome e), h)]

8.29 Service performance targets [Outcome h)]
4.07 Technology strategy [Outcome i)]

NOTE

Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 94, row "Outcomes".
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Table 97 — OEN6 Work environment management process purpose and outcomes

ID

OEN6

Name

Work environment management

Purpose

The purpose of the OEN6 process is to provide appropriate conditions in the workplace that
enable and motivate employees to deliver effectively, in healthy and safe working conditions.

As a result 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 according to health,

Outcomes

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 requirements and,identified|health,
safety, requirement and motivation gaps are identified and implemented;

e) changes to work environment are planned according to custemer requirementsg;

f) support service is provided according to health, safety; security and compliance
requirements;

g) the condition, safety and performance of work eftvironments are measured, reviewed
and reported;

h) contact and escalation points for issues with working conditions are established.

Table 98 — OEN6 Work environment management process BPs

ID

OENG6

BPs

BP1. Identify external factors: Identify cultural, organizational and legal or regulatpry
requirements that are mandated for the work environment. [Outcome a)]
BP2. Identify employee factors: Identify specific factors to be considered for design/alter-
ations of the work environnient, both physical and cultural. [Outcome b)]
BP3. Identify non-standard working arrangements: Identify and confirm non-stapdard
arrangements to be‘considered for design of appropriate work environment. [Outcomie c)]
BP4. Design workenvironment to enhance employee well-being: Design the worl envi-
ronment to meet requirements, including those for physical environment, cultural atfrib-
utes and employee well-being, using emerging technology as appropriate. [Outcome a)), b), c),
]
BP5. Implement work environment requirements: Implement work environment lpased
on.the designs for standard and non-standard working requirements. [Outcome d), e)} f)]

BP6. Measure and monitor work environment: Measure safety and performance ahd
continuously monitor according to the desired work environment. [Outcome e), g)]

BP7. Provide points of contacts and escalation. [Outcome h)]

NOTE | Letterreferences [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 97, row "Outcomes".
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Table 99 — OEN6 Work environment management process information items

Information items

Inputs

Outputs

8.22 Regulatory requirements [Outcome a)]

8.18 Non-standard working conditions requirement [Out-
come a), b), ¢), d), e), f), g)]

5.04 Employee care process document [Outcome a), b), c),
d), f), h)]

8.10 Employee satisfaction survey [Outcome a), b), d), e),

]

5.04 Employee care process document [Outcome a), b), c),
d), 0]

8.38 Work environment design [Outcome a), b), c), d), ),
gl

6.14 Employee satisfaction survey results [Outcome a),
b), e), f)]

2.03 Escalation matrix [Outcome h)]

4.03 Inhovation deployment strategy [Outcome a), b), f)]
8.19 Orjganizational objectives [Outcome a), b), f)]

2.08 Cdntract [Outcome b), c)]

6.14 Employee satisfaction survey results [Outcome b), c),

d)]

9.17 Escalated issues log [Outcome h)]

NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table 97, row "Outcomes".
Table 100 — OEN7 Issue management process purpose and outcomes
ID OEN7
Name Issue management
| The purpose of the OEN7 process is to ensure that issues can be resolved in a timely fnanner
Purpose . : :
at the tactical, operational or strategic levels.
As aresult of the successful implementationef this process:
a) criteria are identified for the assessment of issues;
b) issues are logged, classified, prioritized, escalated and communicated based dn their
severity;
c) issues are reviewed by the relevant stakeholders;
Outcomes
d) unresolved issues are-€scalated according to agreed criteria;
e) resolution of jssues and their closure are agreed upon between stakeholders;
f) knowledge management systems are updated with issue and resolution recgrds to
preventi€currence.
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Table 101 — OEN7 Issue management process BPs

ID OEN7
BP1. Identify issue criteria: [dentify issue criteria for impact evaluation. [Outcome a)]
BP2. Log, classify and prioritize issues: Record identified issues in the issue register. En-
sure issues are classified, prioritized and communicated based on their severity. [Outcome
b)]
BP3. Review issue: Relevant stakeholders assess whether an issue should be accepted, re-
jected or merged with another issue. Assign the issue to the appropriate person for review.
Communicate status to the relevant stakeholders. [Outcome c)]
BP4. Escalate unresolved issues: Agree criteria for escalating unresolved issues. Escalate
A0 COMIITUITICAted UNTESOIvVed 1SSUES to Tetevant stakehotders based o theagreed criteria
BPs and their severity. [Outcome b), d)]
BP5. Investigate issue and propose resolution: Analyse the root cause of the'isstie pnd
recommend a plan for resolution. Identify and contact all concerned parties-needing to pro-
vide input for the resolution. Monitor and record issue status. [Outcome ¢)]
BP6. Resolve issue: Ensure actions are created and agreed upon between’'stakeholdgrs
from the proposed resolution plan. Monitor actions periodically and-track to closure. [Out-
come e)]
BP7. Update knowledge management systems: Update knowledge management syptem
with satisfactory resolutions of the issues identified. Commuificate to relevant stakeholders
to prevent recurrence. [Outcome f)]
NOTE | Letter references [i.e. "Outcome a)", "Outcome b)"] refer to the list items of Table4100, row "Outcomes".
Table 102 — OEN7 Issue management process information items
Information items
Inputs Outputs
8.01 Adceptance criteria [Outcome a)] 8.39 Issue criteria [Outcome a)]
9.21 Isgue register [Outcome a), b), c), e)] 9.21 Issue register [Outcome b), c), d), f)]
2.13 Stpkeholder list [Outcome c)] 9.11 Corrective or preventive actions records [Oytcome
2.03 Egcalation matrix [Outcome d)] e)]
9.22 Knjowledge asset [Outcome f)] 9.22 Knowledge asset [Outcome f)]
NOTE | Letter references [i.e. "Outcome a)", "Outcdome b)"] refer to the list items of Table 100, row "Outcomes”.
6 P(Is (levels 0 to 5)
6.1 (eneral
This clause presents the’PCIs relating to the PAs associated with capability levels 0 to 5 that are definef in the
capability dimension/ef a PAM as shown in Figure 3. PCls are the means of assessing the capabilities addressed
by the ¢lefined PAs. Evidence from PCIs supports the judgment of the degree of achievement of the PA.
Each of the proecess assessment indicators in the PAM outlined in this document is identical to the PA ¢efined
in the MF. The GPs address the characteristics from each PA. The GRs and generic information item$ relate

to the PACas‘a whole.

NOTE 1

NOTE 2

related achievement which is satisfied by this indicator. See 6.2.2.2 for an example.

6.2 Process capability levels and PAs

6.2.1 Process capability level 0: Incomplete process

The process is not implemented, or fails to achieve its process purpose.
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At this level there is little or no evidence of any systematic achievement of the process purpose.
6.2.2 Process capability level 1: Performed process

6.2.2.1 Overview of process capability level 1

The implemented process achieves its process purpose. The following PA demonstrates the achievement of
this level.

6.2.2.2 PA 1.1 Process performance PA

The process performance PA is a measure of the extent to which the process purpose is achieved. As.a result
of full achievement of this attribute:

a) the process achieves its defined process outcomes.

Table 1j03 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed.dbove.

Table 103 — PA 1.1 PCIs

GPs for PA 1.1

GP ID GP GP indicators Result of
achievement

GP 1.1.1 |Achieve the process — Achieve the intent of the BPs, a)

outcomes.
— Relevant information items.prove that process outcomes
have been identified.

GRsfor PA1.1

Indicators Result of
achievement

Resourfces are used to perform the intent of process:specific BPs a)

Generic information items for PA 1.1

Indicators Result of
achievement

2.00 Dgscription a)

Informption items exist that provide evidence of the achievement of the process outcomes.

NOTE The letter references inthe Result of achievement” column make reference to the list included in 6.2.2)2.

NOTE The assessment ofa performed process is based on PPIs, which are defined in 4.3.3
6.2.3 | Process capability level 2: Managed process

6.2.3.1 Overview of process capability level 2

The pieviously described “Performed” process is now implemented in a managed fashion (planned,
monitored and adjusted) and its documented information is appropriately established, controlled and
maintained.

The following PAs, together with the previously defined PA, demonstrate the achievement of this level.

6.2.3.2 PA 2.1 Performance management PA

The performance management PA 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) results to be achieved are determined and communicated;
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b) risks that can affect performance of the process are determined and addressed;

c) performance of the process is planned, monitored, measured, evaluated and adjusted (as needed);

responsibilities and authorities for performing the process are determined, assigned and communicated;

e) resources necessary for performing the process are determined, provided and maintained (as needed);

f) person(s) performing the process are competent on the basis of appropriate education, training or
experience;

g) interfaces between the involved parties are managed to ensure both effective communication and the

levetoftomtrotexpected:
Table 104 provides details on the GPs, GRs and generic information item indicators that provideguidance on
the implementation of the attribute's characteristics to achieve the results as listed above.

Table 104 — PA 2.1 PCIs

GPID GP GP indicators Result of
achievement
GP2.111 Determine results to be — Results to be achieved are determined. a)
achieved for the performance
of the process. — Process performance goals are-defined.

— Assumptions and constraints are considered
when identifying the perfformance goals.

— Results to be achieved are communicated to
involved parties.

NOTE Progcess performance goals for resources, effort,

schedule.and output are normally stated.

GP 2.1]2 Determine and address risks |— Risks that can affect performance of the process|b)
relevant to the performance are identified and evaluated for effect and severity.
of the process.

'— Actions to mitigate the risks are planned and
performed.

— Monitor the risks and record the mitigation
activities throughout the performance of the
process.

GP 2.1{3 Plan the performance ofthe |— Plan(s) for the performance of the process are|c)
process td achieve the deter- developed.
mined fesults.

— Process activities and tasks are defined.

— Schedule and milestones are defined and aligned
with the approach to performing the process.

- DUL ulllUlltUd illfUl IlldtiUll I UViUWb dl'T l)}dlllltd.

GP 2.1.4 Control the performance of |— Process performance measures are established. |c)

the process.

Process performance is monitored and the results
are controlled.

Appropriate actions are taken when planned
results are not achieved.

The plan(s) are adjusted and rescheduling is
performed, as necessary.
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Table 104 (continued)
GPID GP GP indicators Result of
achievement
GP 2.1.5 Assign competent people — Responsibilities and authorities to perform|d),f)
with the relevant responsi- the process are determined, assigned and
bilities and authorities for communicated.
performing the process.
— Required competencies are identified based on
the responsibilities.
— Competencies for management and execution of
THE ProCesS are ensured by traiming or work-based
learning.
— Person(s) performing the process are considered
competent on the basis of appropriate education,
training, or experience.
— Necessary competencies are acquired extennally
when needed.
GP 2.1]6 Allocate and maintain — The human and infrastructure resgurces needed |e)
resources to perform the pro- for performing the process are™ determined,
cess according to the plan. provided and maintained.
— The information necessaryto.perform the process
is identified and made agailable.
— The use of the %esources is measured and
monitored to identify possible deviations.
GP 2.1{7 Manage the interfaces be- — Theindividuals'and groups involved in the process|g)
tween the involved parties. performance.are identified.
— Responsibilities of the involved parties are
assighed.
— , Communication is assured between the involved
parties.
— Communication between the involved parties is
effective.
GRs for PA 2.1
Indicators Result of
achievement
Humarn resources with idéentified objectives, responsibilities and authorities a), b), o), (ll), e),
f), g)
Facilitips and infrastructure resources a),b), c), ¢),g)
Planning, management and control tools, including time and cost reporting, shift, off-time rosters |b), c)
Workflpw management system d), g)
Email dnd/pr other communication mechanisms a),d), e), g)
Information and/or experience repository b), c), e), f)
Problem and issue management mechanisms )
Generic information items for PA 2.1
Indicators Result of
achievement
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— Pr

— Co

— M

pvides evidence of communication, meetings, reviews and corrective actions.
ntains status information about corrective actions; schédule and work allocation rosters.

nitors identified risks.

Table 104 (continued)

GPID GP GP indicators Result of
achievement

3.00 Plan a),b), c),d), e),
f), g)

— Describes assumptions and constraints considered in defining the objectives.

— Includes milestones and a timetable for producing the information items of the processes.

— Identifies tasks, resources, responsibilities and infrastructure needed to perform the processes.

— CoprsidersTisks Tetatedtofutfittimgdefimedobjectives:

— Id¢ntifies stakeholders and communication mechanisms to be used.

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

6.00 Rgport b), c)

— Mgnitors process performance against defined objectives and plans. Identifies deviatiens in

prpcess performance.

— Ddscribes results and status of the process.

— Prpvides evidence of management activities.

9.00 Rgcord b), ), d), ¢), f),
g)

— States results achieved or provides evidence of activities performed/in a process.

NOTE 1

'he letter references in the "Result of achievement" column make reference to the list included in 6.2.3

]

6.2.3.3

The dd
inform

PA 2.2 Documented information ' management PA

attrib

e:

a) requirements for the documented information of the process are determined;

b) requirements for control of the documented information are determined;

c¢) do
d) do
pldg

nnediarrangements and adjusted as necessary to meet requirements;

e) do

cumented information management PA is a measure of the extent to which the docul
htion produced by the praocess is appropriately managed. As a result of full achievement

rumented information is appropriately identified and controlled according to requirements;

tumented.information is reviewed and approved for suitability and adequacy in accordan

mented
of this

e with

cubiented information is determined, maintained and retained to the extent necessary tlo have

confidence that the process has been performed as planned and to demonstrate the conformity of
products and/or services to their requirements.

NOTE 1

NOTE 2

Requirements for documentation and control of documented information can include requirements for the
identification of changes and revision status, approval and re-approval of documented information, and the creation
of relevant versions of applicable documented information available at points of use.

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

Table 105 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed above.
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Table 105 — PA 2.2 PCIs

GP ID GP

GP indicators

Result of
achievement

GP2.2.1
documented information.

Define the requirements for the |—

The requirements for the documented
information to be produced are defined.
Requirements may include defining contents
and structure.

Quality criteria of the documented information
are identified.

a)

Appropriate review and approval criteria for
the documented information are defined.

GP 2.2)2
documentation and control of
the documented information.

Define the requirements for —

Requirements for the documentation and
control of the documented information are
defined. Such requirements may include
requirements for (1) distribution, (2)
identification of documented informatiofrand
their components, (3) traceability.

Dependencies between documented
information are identified andunderstood.

Requirements for the approval of documented
information to be contralled are defined.

b}

GP 2.2{3
the documented information.

Identify, document and control |—

The documented infermation to be controlled
is identified.

Change contrel)is established for documented
information,

The documented information is documented
andceontrolled in accordance with
reguirements.

Versions of documented information are
controlled.

The documented information is made available
through appropriate access mechanisms.

The revision status of the documented
information may readily be ascertained.

9

GP2.2|14
informationto meet the defined
requirements.

Review and adjust documented |—

Documented information is reviewed against
the defined requirements in accordance with
planned arrangements.

Issues arising from documented information
reviews are resolved.

d)

GP 2.2]5
products to demonstrate that

Maintain and retain information | —

Documented information needed to confirm
the performance of the process is determined.

planned results are acnieved.

Documented information is used to
demonstrate that the products and/or services
satisfy their requirements.

GRs for PA 2.2

Indicators

Result of
achievement

Requirement management method

a),b), ), d), e)

Detailed elaboration and support tool

b), c)

Document identification and control procedure

b),c), d), e)
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Table 105 (continued)

GPID GP GP indicators Result of
achievement

Documented information review methods and experiences d), e)

Review management method/toolset d), e)

Intranets, extranets and/or other communication mechanisms b), c), d), e)

Problem and issue management mechanisms d), e)

Generic information item for PA 2.2

Indicators Result of
achievement

2.00 D¢scription a), b, o, (ll)

— Ddmonstrates process-specific documented information to be managed.

3.00 Plan b)

— Exlpresses selected policy or strategy to manage documented information.

— Ddscribes requirements to develop, distribute and maintain the documented infepmation.

— Ddfines quality control actions needed to manage the quality of the documented information.

9.00 R¢cord b), c), d), ¢)

— D¢gmonstrates documented information reviews and contributes to.traceability.

— Rdcords the status of documentation or documented informatior.

— Contains and makes available documented information.

— Supports monitoring of changes to documented information.

— Ddscribes non-conformity detected during documeiited information reviews.

— Prpvides evidence that the changes are under'control.

8.00 Sgecification a), b)

— Ddfines the functional and non-functional requirements for documented information.

— Idéntifies documented information dependencies.

— Identifies approval criteria\for documents.

— Ddfines the attributes associated with the documented information to be created.

NOTE The letter referénces in the "Result of achievement" column make reference to the list included in 6.2.3)3.

6.2.4 | Process capability level 3: Established process

6.2.4.1] ~Overview of process capability level 3

The previously described “Managed” process is now implemented using a defined process which is assured
and continually improved.

The following attributes of the process demonstrate the achievement of this level.
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6.2.4.2 PA 3.1 Process definition PA

The process definition PA is a measure of the extent to which an organizational standard process is
established and maintained. As a result of full achievement of this attribute:

a) a standard process, including appropriate tailoring guidelines, is established and maintained that

describes the fundamental elements that need to be incorporated into a defined process;

b) the required inputs and the expected outputs for the standard process are determined;

¢) sequence and interaction of the standard process with other processes is determined;

d) rolf imined;
e) regources for performing the standard process are determined;
f) knpwledge necessary for the operation of the standard process is determined and maintained.
NOTE An organizational standard process can be used when deploying a defined processhin-which case tpiloring
guidelirjes are not necessary.
Table 106 provides details on the GPs, GRs and generic information item indicators’that provide guidance on
the implementation of the attribute's characteristics to achieve the results as'listed above.
Table 106 — PA 3.1 PCIs
GPID GP GP indicators Result gf
achievement
GP 3.1{1 Establish and maintain |— A standard process is developed that includes the a)
a standard process that fundamental process’elements.
will support the de-
ployment of the defined |— The standard process identifies the deployment needs
process. and deployment context.
— Guidance-ahd/or procedures are provided to support
implerhentation of the process as needed.
— Appropriate tailoring guideline(s) are available as
needed.
>~ The standard process is maintained to meet the
improvement needs and opportunities.
GP 3.12 Determine the inputs — Required inputs are identified, including information  |b)
and outputs of the.stand- needed.
ard process,
— Expected outputs are identified.
— Startand stop criteria for the standard process are
defined as needed.
GP 3.13 Determine the sequence |— The process’s sequence and interaction with other )
and interaction of the processes are determined.
process as an integrated
System of processes. — —Deploymentof the standard process as a defined
process maintains the integrity of processes.
GP 3.1.4 Determine the roles, — Roles and related competencies for performing the d)

competencies, respon-
sibilities and authori-
ties for performing the
standard process.

process are determined.

— Authorities necessary for executing responsibilities are
determined.
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Table 106 (continued)
GPID GP GP indicators Result of
achievement
GP 3.1.5 Determine the resourc- Appropriate resources are identified and determined. |e)
es for performing the
standard process. Requirements for the quality of the resources are
defined.
Process infrastructure components are identified
(facilities, tools, networks, methods, etc.).
AL 1 H i H 4 ot pu |
VVUI' N CIIVITIUIIITITIIU T Cblull CITITTILOS AI'T UCTTITITU.
GP 3.1}6 Determine and maintain Information and understanding needed to perform the |f)
necessary knowledge process is determined and maintained.
for the operation of the
standard process.
NOTE The term "knowl-
edge" refers to facts,
information, and skills
acquired by a person
through experience or
education; the theoret-
ical or practical under-
standing of a subject.
GRs for PA 3.1
Indicators Result gf
achievement
Procesf modelling methods/tools a), b), c)|d),
e), f)
Trainirjg material and courses a), b), ¢)(d)
Resourfce management system b), ¢),d)
Proces} infrastructure a),b), c)
Audit alnd trend analysis tools e), f)
Procesf monitoring method e), f)
Proces$ transition method a), b), ¢){d),
e), f)
Generijc information items for PA3:1
Indicators Result gf
achievement
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Table 106 (continued)
GPID GP GP indicators Result of
achievement
2.00 Description a), b), ¢), d)

— 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.

— Addresses methods to monitor process eitfectiveness and sultability.

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

— Identifies and communicates the personnel competencies, roles and responsibilities for. ‘the
organizational standard and defined process.

— Id¢ntifies the personnel performance criteria for the organizational standard and’defined
prpcess.

— Ideéntifies the tailoring guidelines for the organizational standard process.

— Id¢ntifies process measures.
3.00 Plan e), f)

— Id¢ntifies approaches for defining, maintaining and supportingsa Standard process, including
infrastructure, work environment, training, internal audit andimanagement review.

4.00 Pdlicy a), d), e)| f)

— Prpvides evidence of commitment to maintaining an grganizational standard process to support
the deployment of the defined process.

5.00 Prjocedure a), b), ¢)|d),

e), f)

— Prpvides evidence of organizational commitment to maintaining a standard process to support
the deployment of the defined process-

8.00 Sgecification a)

— Prpvides reference for the standards used by the standard process and identification about how
they are used.

9.00 Rgcord d)

— Ispsed to support@nd maintain the standard process assets.

N

NOTE The letter references in the "Result of achievement" column make reference to the list included in 6.2.4.

6.2.4.3] PA-3.2 Process deployment PA

The prpeess deployment PA is a measure of the extent to which the organizational standard prqcess is
effectively transitioned and deployed as a defined process. As a result of full achievement of this attribute:

a) adefined process is deployed based upon an appropriately tailored standard process;

b) required roles, responsibilities and authorities necessary for performing the defined process are
assigned and communicated;

¢) required person(s) necessary for performing the defined process are competent on the basis of defined
education, training and experience;

d) required resources necessary for performing the defined process are made available, monitored and
measured;

© ISO/IEC 2024 - All rights reserved
66


https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

e) information items are available to ensure that the defined process achieves its intended results.

Table 107 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed above.

Table 107 — PA 3.2 PCIs

GPID GP GP indicators Result of
achievement
GP 3.2.1 Deploy a defined process that — The defined process is appropriately selected |a)
satisfies the context-specific and/or tailored from the standard process.
IUL{uil CIIICIILS Uf LilU usc Uf L}lc
standard process. — Criteria to verify conformity of the defined
process with the standard process are
determined.

— The defined process is used to achieve the
process outcomes.

GP 3.2{2 Deploy competent people with |— Competency criteria for the requiredmoleés are |b), c)
defined responsibilities and defined.
authorities to support the per-
formance of the defined process.|— The roles for performing the defined process

are assigned and communijcated.

— The responsibilities and«authorities for
performing the defined-process are assigned
and communicated:

— Competency of the required person(s) is
monitoredé@nd maintained with appropriate
educationytraining or experience.

GP 3.2]3 Provide resources and informa- |— Required human resources are made available, |d)
tion to support the performance allocated and used.

of the process.
— . Information required for performing the

process is made available, allocated and used.

— Resources are measured and monitored to
ensure their effective use.

GP 3.2{4 Maintain informationitems as |— Information items are maintained. e)
evidence of the procéss achiev-
ing expected results) — Information items are available for review.

— Information items can be verified by person(s)
independent of those performing the process.

GRs for PA 3.2

Indicators Result gf
achievement

Proces§ repository a), b)

Resourc€management system b), c), d)

Knowledge management system d)

Working environment and infrastructure e)

Generic information items for PA 3.2

Indicators Result of
achievement
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— De

— De

Table 107 (continued)
GPID GP GP indicators Result of
achievement
2.00 Description a)

scribes the defined process for use by the project.

scribes the verification activities needed to ensure the conformity of the project’s defined

process with the organization’s standard process.

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

3.00 P1

in

— Dd
de

£301

— Expresses the strategy for the organizational support, allocation and use of the process

rastructure.

scribes the project’s resources and the elements of the infrastructure needed to deploy the

fined process.

— Exlpresses the strategy to satisfy the training need.

a), b),g)|d), &)

5.00 Py

— Dd
kn

— Dd
in

ocedure

fines the training requirements for required roles and competencies ineldding training goals,
owledge and acceptance criteria.

scribes the achievement of deploying required resources and.the use of documented
ormation.

c),d), e)

9.00 R4

— Pr

— Rd
pr

cord

pvides results of required education.

tains data on deploying required resources and:documented information when performing
bcesses.

a), b), ¢)|d), ¢

NOTE 1

'he letter references in the "Result of achievement" column make reference to the list included in 6.2.4.

1

6.2.4.4 PA 3.3 Process assurance PA

The pr
improy

a) ap

ed. As a result of full achiévement of this attribute:

pcess assurance PA is a measitire of the extent to which the defined process is assured and confinually

bropriate data and information are collected and analysed from monitoring and measurement of the

process to evaluate theyeffectiveness and risks of the process, and to identify needs and opporfunities

fon

improvement;

b) criteria and methods needed to ensure effective operation and control, and continuing suitability,

ad

bquacy, effectiveness and risks of the process are determined and evaluated;

c¢) conformity of the defined process (and associated activities, outputs and information it¢ms) is

ob

ectively assured;

d) action is taken on any non-conformity, based on its nature and effect, and tracked to closure;

e) the standard process is continually improved based on identified needs and opportunities.

Table 108 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed above.
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Table 108 — PA 3.3 PCIs

GP ID

GP

GP indicators

Result of
achievement

GP 3.3.1

Collect and analyse data
about performance of the
process to identify needs
for improvement.

Data required to understand the behaviour,
suitability and effectiveness of the defined process
are identified, collected and analysed.

Results of the analysis are used to identify where
continual improvement of the standard and/or
defined process can be made.

a)

NOTE Data about process performance can be qualitative
or quantitative.

GP 3.3{2

Determine suitable
methods and measures to
monitor and evaluate the
process.

Methods and measures for monitoring suitability,
effectiveness and adequacy of the process are
determined.

Appropriate criteria and data needed to monitor the
process are defined.

The need to conduct internal audit;ptocess
compliance audit/reviews and,miahagement review is
established.

Suitability, adequacy and effectiveness of the process
are measured and analysed continually using
appropriate methods.

Identified risks'atre evaluated and managed.

b)

GP 3.3{3

Assure conformity of the
defined process.

Associated activities, outputs and information items
are evaluated.

Conformity of the defined process with the standard
process requirements is verified.

Any non-conformities are identified and
documented.

Assurance activities are performed independently of
the process instance to ensure objectivity.

GP 3.3{4

Act on non-conformities to
adjust the performance of
the process.

The nature and effect of non-conformities are
analysed to plan appropriate actions.

Any changes needed are implemented to ensure that
the process achieves its intended results.

Actions are managed and tracked to closure.

d)

GP 3.3]5

Improve the process based
on the monitoring of the

Suitability, adequacy and effectiveness of the process
are measured and analysed continually using

Process.

appropriate methods:

Internal audits, process capability audits/reviews
and management reviews are performed when
needed.

Process changes are implemented to maintain the
standard process.

GRs for PA 3.3

Indicators

Result of
achievement
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Table 108 (continued)
GPID GP GP indicators Result of
achievement
Feedback mechanisms (customer, staff, other stakeholders) a)
Problem and change management system a), d)
Data collection analysis system a)
Process assessment framework a),b), )
Audit/review system a), c)
Process modelling methods/tools b), c)
Audit a|nd trend analysis tools b)
Procesf monitoring method b)§c)
MF )
Proces} control tools/applications d)
PI franjework a), e)
Generic information items for PA 3.3
Indicators Result gf
achievement

2.00 Dgscription b)
— Addresses methods for monitoring process effectiveness and suitability.
— Idéntifies process measures.
3.00 Plan a),b), e)
— Id¢ntifies PI proposal(s) based on analysis of suitability and effectiveness.
— Id¢ntifies approaches for defining, maintaining and:supporting a standard process, including

infrastructure, work environment, training, interridl audit and management review.
— Allocates resources for improvement activities.
4.00 Pdlicy b)
— Prpvides evidence of commitment to mdintaining an organizational standard process to support

the deployment of the defined process.
5.00 Prjocedure b)
— Prpvides evidence of organizational commitment to maintaining a standard process to support

th¢ deployment of the'defined process.
6.00 R¢port a),c),d)
— Prpvides results of the analysis, recommended corrective action and feedback to the process

owner of the'erganization’s standard process.
— Idé¢ntifies improvement opportunities of the defined process.
— Provides evidence on the suitability and effectiveness of the defined process.
— Provides results of process data analysis to identify process performance parameters.
— Identifies corrective actions to address non-conformity.
8.00 Specification a)

— Pr

ovides evidence that information is made available for performing the defined process.
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Table 108 (continued)
GPID GP GP indicators Result of
achievement
9.00 Record a),b),d)
— Provides evidence that the project personnel possess the required authorities, skills, experience
and knowledge.

Provides evidence that project personnel have received the required training to satisfy the
needs of the project.

Pr]
m

Re

pvides evidence that project inirastructure and Working environment are made available and
lintained for performing the defined process.

cords the status of required corrective actions.

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

Pr

pvides evidence that information is made available for performing the defined process:

— Ispsed to support and maintain the standard process assets.

— Ddcuments corrective actions to be implemented.

— Mgnitors the status of corrective actions.

NOTE The letter references in the "Result of achievement" column make reference to the list included in 6.2.4 4.

6.2.5 | Process capability level 4: Predictable process

6.2.5.1 Overview of process capability level 4

The previously described “Established” process is new performed predictively. Quantitative management

needs pre identified and measurement data are-gollected and analysed to identify assignable cajses of

variatipn.

The following PAs, together with the previpusly defined PAs, demonstrate the achievement of this leyel.

6.2.5.21 PA 4.1 Quantitative analysis PA

The qupntitative analysis PA is a‘measure of the extent to which information needs are defined, relatignships

betwegn process elements are-identified, and data are collected. As a result of full achievement|of this

attribufte:

a) process informatiertneeds in support of relevant defined quantitative business goals are establighed;

b) process measurement objectives are derived from process information needs;

c¢) mdasurable relationships between process elements that contribute to the process performance are
idgntified;

d) soals;

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

f) techniques for analysing the collected data are selected;

g) results of measurement are collected, validated and reported in order to monitor the extent to which
the quantitative objectives for process performance are met.

NOTE1 Information needs can typically reflect customer, management, technical, service, process or product needs.
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Measures can be process measures, product measures or satisfaction measures, or a combination of the three.

Table 109 provides details on the GPs, GRs and generic information item indicators that provide guidance on
the implementation of the attribute's characteristics to achieve the results as listed above.

Table 109 — PA 4.1 PCIs

GPID GP GP indicators Result of

achievement

GP 4.1.1 |Establish process information needs,|— Quantitative business goals relevant to the |a)
in support of quantitative business process are identified.

SUGID.

— Stakeholders of the identified business goals
and the quantitatively measured process,
and their information needs are identified,
defined and agreed upon.

GP 4.1{2 |Derive process measurement ob- — Process measurement objectives to satisfy.) |b)
jectives from process information defined process information needs are
needs. defined.

GP 4.1{3 |Identify measurable relationships — Relationships between process élements are |c)
between process elements. determined which contributeto,the derived

measurement objectives.

GP 4.144 |Establish quantitative objectives for |— Process performance objectives are defined |d)
the performance of the defined pro- to explicitly reflect thé\quantitative business
cess, according to the alignment of goals.
the process with the business goals.

— Process perfotmdnce objectives are
validated with process stakeholders to be
realistic and useful.

GP 4.1{5 |Identify product and process meas- |— Detailed’'measures are defined to support e)
ures that support the achievement monitoring, analysis and verification needs
of the quantitative objectives for of‘the quantitative objectives.
process performance.

~ Frequency of data collection is defined.

— Algorithms and methods to create derived
measurement results from base measures
are defined, as appropriate.

— Verification mechanism for base and derived
measures is defined.

NOTE 1 Typically, the standard process definition

is extended to include the collection of data for
process measurement.

GP 4.1/6 |Selectanalysis techniques, appropri- |— Process control analysis methods and f)
ateto collected data. techniques are defined.

— Selected techniques are validated against

process control objectives.
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Table 109 (continued)
GPID GP GP indicators Result of
achievement
GP 4.1.7 |Collect product and process meas- |— A data collection mechanism is created for |g)
urement results by performing the all identified measures.
defined process.
— Required data is collected in an effective and
reliable manner.
— Measurement results are created from the
collected data and analysed within the
tefimed frequency.
— Measurement results are reported to those
responsible for monitoring the extent to
which qualitative objectives are met.
NOTE 2 A product measure can contribute to a
process measure.
GRs for PA 4.1
Indicators Result gf
achievement
Manage¢ment information (cost, time, reliability, profitability, customer bénefits, risks, etc.) a), b), c){d),
e), g)
Applicgble measurement techniques e)
Produdt and process measurement tools and results databases e), g)
MF c),d), e)|g)

Tools fr data analysis and measurement

b), ), d)] e), g

Proces} control and analysis techniques

f)

Generic information items for PA 4.1

Indicators Result gf
achievement

2.00 D¢scription a), c), e)

— Ddfines information needs for(the process.

— Specifies candidate meastres.

3.00 Plan b), d), e)} f)

— Ddfines quantitative objectives for process performance.

— Specifies méasures for the process.

— Ddfines tasks and schedules to collect and analyse data.

— Allocates responsihilities and resources for measurement

— Defines analysis methods and techniques at detailed level.

9.00 Record 8)

Defines data to be collected as specified in plans and measures.
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— Dd

— Dd

Table 109 (continued)
GPID GP GP indicators Result of
achievement
6.00 Report ), g)
— Provides results of process data analysis to identify process performance parameters.
— Monitors process performance based on results of measurement.
— Ensures that selected techniques are effective and measures are validated.
8.00 Specification a).b). e
— Ddscribes information needs and performance objectives.

— Prpvides a basis for analysing process performance.

fines explicit criteria for data validation.

fines the frequency of data collection.

NOTE The letter references in the "Result of achievement" column make reference to the list included in 6.2.5

]

6.2.5.3

The qu
contro
a) asy
b) di

q

—

c) col

PA 4.2 Quantitative control PA

rective actions are taken to address assignable ‘causes of variation;

ignable causes of process variation are determined through analysis of the collected data;

tributions that characterize the performance of the process are established;

antitative control PA is a measure of the extent to which objective data are used to mangge and
process performance that is predictable. As a result of full achievement of this attribute:

d) separate distributions are established (as negéssary) for analysing the process under the influence of

asy

ignable causes of variation;

e) process performance data are used todevelop predictors of process outcomes.

Table 1

10 provides details on the GPs,.GRs and generic information item indicators that provide guidance on
the implementation of the attribute'sicharacteristics to achieve the results as listed above.
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Table 110 — PA 4.2 PCIs

GPID GP GP indicators Result of
achievement
GP4.2.1 Determine assignable causes of Variation in process performance is a)
process variation by analysing the attributed to a specific, unpredictable cause.
collected data.
Assignable cause indicates a possible
problem in the defined process.
GP 4.2.2 Establish distributions that charac- Variation in measurement results is used to |b)
terize the process performance. analyse process performance.
Deviations are analysed to identify potential
cause(s) of variation.
Trends of process performance are
identified.
GP 4.2{3 Identify and implement correc- Results are provided to those responsible-for |c)
tive actions to address assignable taking action.
causes.
Corrective actions are determinedto
address each assignable cause,
Corrective actions are imiplemented to
address assignable causes of variation.
Corrective action®ésults are monitored.
Corrective actions are evaluated to
determine their effectiveness.
GP 4.2{4 Establish separate distributions for Consequences of process variation are d)
analysing the process. analysed.
Distributions are used to quantitatively
understand process performance under the
influence of assignable causes of variation.
GP 4.2{5 Develop predictors for process Process performance data are used. e)
outcomes.
Predictors are independent variables for
forecasting process outcomes.
GRs for PA 4.2
Indicators Result gf
achievement
Proces§ control and analysistechniques a)
Statistical analysis toels/applications a),b),d)} e)
Proces§ control todls/applications b), ¢), d)] e)
Generijc information items for PA 4.2
Indicators Result qf
achievement
2.00 Description a), b),d)

— Defines parameters for process control.

— Defines and maintains control limits for selected base and derived measurement results.
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Table 110 (continued)
GPID GP GP indicators Result of
achievement
6.00 Report b), c), d)

— Provides analysed measurement results of process performance.

— Identifies corrective actions to address assignable causes of variation.

9.00 Record

J— Prevdidestneasurementdatatoidentifirspecial-causes-ofvariation
HeeseasteeRtaa HeeRtHy-Speciareatse s variatioh-

a), b), ¢, d), ¢

— Prpvides information on defects and problems.
— Rdcords the changes.

— Ddcuments corrective actions to be implemented.
— Mgnitors the status of corrective actions.

— Cdlllects the data and provides the basis for analysis, corrective actions and resulfs réporting.

NOTE The letter references in the "Result of achievement" column make referenceto\the list included in 6.2.5

=

6.2.6 | Process capability level 5: Innovating process

6.2.6.1 Overview of process capability level 5

The previously described predictable process is now continutally improved to respond to changes through

identified innovative approaches for process innovation.

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

achiev¢ment of this level.

6.2.6.2] PA 5.1 Process innovation PA

The prpcess innovation PA is a measure of the extent to which changes to the definition, management and
perforinance of the process are identified and effectively implemented from identified innovative apprfoaches
for process innovation using internal resources and/or using external ideas according to defined process

innovafion objectives. As a result.of full achievement of this attribute:

a) process innovation objéctives for the process are defined that support the relevant business goal

b) appropriate data ar€analysed to identify opportunities for best practice and innovation;

c) innovation opportunities derived from new technologies and process concepts are identified;

d) an|implemerntation strategy is established to achieve the process innovation objectives;

«

e) the¢ impactofall proposed changes is assessed against the objectives of the defined process and standard

proeess;

f) implementation of all agreed changes is managed to ensure that any disruption to the process

performance is understood and acted upon;

g) effectiveness of process change on the basis of actual performance is evaluated against the defined

product requirements and process and innovation objectives.

Table 111 provides details on the GPs, GRs and generic information item indicators that provide guidance on

the implementation of the attribute's characteristics to achieve the results as listed above.
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Table 111 — PA 5.1 PCIs

GPID GP GP indicators Result of

achievement

GP 5.1.1 |Define the process innovation New business visions and goals are analysed to give |a)
objectives for the process that guidance for new process objectives and potential
support the relevant business areas of process change.
goals.

Quantitative and qualitative process innovation
objectives are defined and documented.

GP 5.1.2 |Analyse data of the process Feedback on opportunities for innovation is b)
to idnnfify nppnr‘fnnifinc for nr‘fivn]y cnnghf, inr‘]nﬂing an:\]ycic ofthe results
best practice and innovation. from the process measurements.

Innovation opportunities are identified.
Best practices are identified and evaluated.

GP 5.1{3 |Identify innovation oppor- Possibilities of new process concepts on the c)
tunities of the process from innovation of process performance are identified
new technologies and process and evaluated.
concepts.

Impact of new technologies on procesSperformance
is identified and evaluated.

Emergent risks are considered in evaluating
innovation opportunities.

GP 5.144 |Define an implementation Commitment to innovation is demonstrated by d)
strategy based on long-term organizational mandgement, including the process
innovation vision and objec- owner(s), and othérrelevant stakeholders.
tives.

Measures thatialidate the results of process
changes are defined to determine expected
effectiveness of the process change and the
expected impact on defined business objectives.
Theproposed process changes are planned and
prioritized based on their impact on defined
innovation objectives.

GP 5.1]5 |Assess the impact of each Objective priorities for process innovation are e)
proposed change against.the established.
objectives of the defingdand
standard process. Specified changes are assessed against product

quality and process performance requirements and
goals.

The impact of changes to other defined and
standard processes is considered.
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Table 111 (continued)

GPID GP GP indicators Result of
achievement

GP 5.1.6 |Manage the implementation |— A mechanism is established for incorporating f)
of agreed changes. accepted changes into the defined and standard
process(es) effectively and completely.

— The factors that impact the effectiveness and full
deployment of the process change are identified
and managed, such as:

—©COTIOINIC [aCToTs Productivity, profit, growtly,
efficiency, quality, competition, resources and
capacity);

— human factors (job satisfaction, motivation,
morale, conflict/cohesion, goal consensus,
participation, training, span of control);

— management factors (skills, commitmerit,
leadership, knowledge, ability, opganizational
culture and risks);

— technology factors (sophistication of system,
technical expertise, development methodology,
need of new technologies).

— Training is providedtp'users of the process.

— Process changes axe effectively communicated to
all affected parties.

— Records of the change implementation are
maintained.

GP 5.17 |Evaluate the effectiveness of |— Performance and capability of the changed process |g)
process change. aremeasured and compared with historical data.

<<\JA mechanism is available for documenting and
reporting analysis results to management and
owners of standard and defined process.

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

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

GRsfor PA5.1

Indicafors Result of
achievement

PI framework a), c), d)

ProcessTeedback and analysis system (measurement data, causal analysis results, etc.) b)

Piloting and trialling mechanism b), c)

Change management system e), f), g)

Process evaluation system (impact analysis, etc.) e), g)

Generic information items for PA 5.1

Indicators Result of
achievement
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Table 111 (continued)

GP ID

GP GP indicators

Result of
achievement

2.00 Description

Identifies potential areas of innovation and new technology.

Documents changes as a result of PI actions.

c), d), f)

3.00 Plan

D\.

finacimnravamant ohiactivac forthag nracacc
HehRt-obiectives+or+trepr S

a), d), e),

Al
Sc
De
Id
De
Al
As
D¢
Al

Sp

Tt THPT Oy

ocates resources for improvement activities.

hedules activities for root cause analysis.

fines an approach to implementing selected innovations.

entifies the scope of pilot innovation activities.

fines the activities and schedule for pilot change implementation.
ocates resources for pilot implementation.

signs responsibility for pilot implementation.

ocates resources and responsibilities for organizational implementation.

ecifies the scope of pilot implementation of proposed change.

fines the activities and schedule for organizational implementatiof of process change.

f)

5.00 Py

Es|

ocedure

tablishes expectations for conduct and evaluatigw of pilot innovations.

6.00 R¢

Id
De
Ev
Pr

Dd

port

bntifies potential innovations and procéss changes.

scribes results of pilot implementation of process change.

hluates the effectiveness of the'process compared to process innovation objectives.
pvides details on implemenitation of organizational changes.

scribes proposed changes to the organizational standard and defined process.

b), c), e),

f), g

8.00 S{

Dd

Pr

Sp|

ecification
fines and/mdintains business goals.
pvideS-evidence of management commitment.

ecifies measures derived from PI objectives.

a), g)
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Table 111 (continued)
GPID GP GP indicators Result of
achievement
9.00 Record b), f)

Provides analytical data to identify opportunities for best practice and innovation.

Identifies potential innovation opportunities.

Records information on new technology and techniques.

C

Re

- 3 el 1 1 1 -1 - 1 .
LILAIIIS TCLOUTUS Ul dIl COMIPICLEU dllU TIIFPTOgTIESS PIIUUHITPICITICIILAUIOILS .

cords history of and justification for changes.

NOTE 1

'he letter references in the "Result of achievement" column make reference to the list included‘in/6.2.6

o
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Annex A
(informative)

Conformity of the PAM

A.1 General

This d(l)cument sets out a PAM that meets the requirements for conformity defined in ISO/IEC 330

PAM cd
This an

n be used in the performance of assessments that meet the requirements of ISO/IEC 33002

nex serves as the statement of conformity of the PAM to the requirements laid outin ¥SO/IEC

The following clause provides cross-references to relevant requirements from ISO/IEC 33004, follo

explan

Since t
the con

A2 |

A2.1

htions of how the PAM outlined in this document conforms to these requirements.

nis PAM has been explicitly constructed to be an elaboration of the PRM defined in ISO/IEC 3
formity claim is relatively simple.

fequirements for PAMs

Introduction

Introdiictory requirements concerning the purpose, scope and.elements, and mapping of PAMs are |

in ISO/|

In this

[EC 33004:2015, 6.1.

Introdyiction, Scope and 4.2.

A.2.2
Requir

The Sc
a PRM
PAM is

PAM scope
pments concerning the Scope of the PAM are laid out in ISO/IEC 33004:2015, 6.2.

ppe of the PAM outlined in this document is as specified in the PRM in ISO/IEC 30105-1, which
satisfying the requirements-of ISO/IEC 33004:2015, Clause 5. The process capability scope
defined in the MF specified/in ISO/IEC 30105-3 which defines an MF for process capability sat

the requirements of ISO/IEC-33003.

A2.3

Requirements

General requirements-concerning PAMs are laid out in ISO/IEC 33004:2015, 6.3.

The PA
the pra

M outlined in this document is based upon the PRM specified in ISO/IEC 30105-1, addressin
cessés-identified in Clause 5 of this document.

D4. The

33004.
wed by

0105-1,

aid out

document, the purpose, scope and elements;;and mapping of the PAM are covered undger the

defines
of this
isfying

g all of

In the

tapability dimension of this PAM, the model addresses all of the PAs and capability levels def

ined in

the MF

A2.4

in ISO/IEC 30105-3:2016, Clause 7, for the process quality characteristic of process capability.

Assessment indicators

Requirements concerning assessment indicators for PAMs are laid out in ISO/IEC 33004:2015, 6.3.4.

The PAM outlined in this document provides a two-dimensional view of process capability for the processes
in the PRM, through the inclusion of assessment indicators as shown in Figure 4. The assessment indicators

used, a

— BP

s shown in Figure 4 are:

s and information items;
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— GPs, GRs and generic information items.
They support the judgment of the performance and capability of an implemented process.
A.2.5 Mapping PAMs to PRMs

Requirements concerning the mapping of PAMs to PRMs are laid out in ISO/IEC 33004:2015, 6.3.5.

Each of the processes in the PAM outlined in this document is identical in scope to the process defined in the PRM.
The process dimension of the PAM outlined in 4.2.1 of this document includes the processes defined in PRM.

A.2.6 Mapping PAMs to ME
Requirpments concerning the mapping of PAMs to MF are laid out in ISO/IEC 33004:2015, 6.3.92.

Each of the assessment indicators in the PAM outlined in this document is identical in scope to the PAs
defined in the MF. The PCIs of the PAM outlined in Clause 6 of this document include the PA§ defined jn MF.
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Annex B
(informative)

Information item characteristics

B.1 Overview

Informption item characteristics listed in this annex can be used when reviewing potential inputs and (Lutputs
of prodess implementation. The characteristics are provided as guidance for the assessment-indicdtors to
look fof in a particular sample information item, to provide objective evidence supporting-the asselssment
of a particular process. A documented process and assessor judgment are needed to ensugethat the process
context (application domain, business purpose, development methodology, size of the brganization,|etc.) is
consid¢red when using this information.

B.2 ((eneric information items

Generi¢ information item indicators are sets of characteristics that would be expected to be evident in
informption items of generic types as a result of the achievement of ah attribute. The generic information
items form the basis for the classification of the information items defined as PPIs (see Table B.1)| These

informption item classes are basic input classes used for processing owners of all types of procesges (see
Table H.2).

NOTE The set of generic information item classes covered i 'this annex, including its descriptions and| typical
charactgristics, is derived from ISO/IEC/IEEE 15289.

Table B.1 — Descriptions of the@lements of generic information item

Generic information item ID Identifiers of the information items.

Generic information item class Identifies the types of information item that are produced from prac-
tices or processes.

Generjc information item description Explains the content of a generic information item.

Generic information item typicaleharac- |Explains the characteristics of a generic information item.

teristigs

© ISO/IEC 2024 - All rights reserved
83


https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

Table B.2 — Generic information items

Generic Generic information Generic information item de- Generic information item typical
information item class scription characteristics

item ID

1.00 Object (Obsolete) An entity created to serve a — Identity, name of object.

purpose, or created in the course
of serving that purpose. Its exist-
ence is observable and rational-

ized by its material or behaviour-
al characteristics. It can exist as a
complete, partial or exemplifying

— Purpose, value that caused its
creation.

— Ownership and responsibility
for object — status, state and

realization of a product, be a
subordinate part of a product, be
a by-product, or be a part of an
enabling system.

classitication ot object.

— Distinguishing obsergable
qualities and propetrties.

— Functional andbehavioura
characteristics.

(g}

— Dimensional and parametr
characteristics.

— (Relationship with and
dependencies on surroundings.

— Observable interactions or pffects
on other objects.

— Interfaces, connections to
surroundings.

— Location, position in
surroundings.

— Safety, security, privacy ang
environmental regulations
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Table B.2 (continued)

Generic Generic information Generic information item de- Generic information item typical
information item class scription characteristics

item ID

2.00 Description Represents a planned or actual |— Object, subject or class

context of use, function, design,
service, or item.

NOTE A description of some-
thing that is required is a specifi-
cation.

represented.

— Purpose and applicability of
description.

— Concerned parties, viewpoints,

VIEWS.

— Range of use, and validity of
description.

— Accuracy, detaitand abstraftion
level.

— Model dimensions, degrees|of
freedom.

— (Description language, notation,
nmomenclature.

—— Applicable standards, formpats and
styles.

— Representations of function,
attributes, properties.

— Descriptions of architecturp
arrangement, interfaces:

— depiction of compositi¢n or
form;

— definition of classificatjion,
category, ranking and type.
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Table B.2 (continued)

Generic
information
item ID

Generic information
item class

Generic information item de-
scription

Generic information item typical

characteristics

3.00

Plan

Defines when, how and by whom
specific processes or activities
are to be performed.

Definition of undertaking,
purpose and objectives of plan.

Strategy and policy guiding plan.

Plan owner, stakeholders,
responsible parties and their

aUtnorities.

Plan status, version, reviéws and
modifications.

Proposed evertsy actions and
tasks.

Predictedtimescales, durations,
dates.of actions.

Assumed dependencies,
conditions, constraints, risks.

Allocated resources, labour
facilities, materials.

Planned budget, cost,
expenditures.

Defined milestones, results|and
progress targets.

Decision points and authorjzation
gates.

Options and contingency adtions.

4.00

Policy

Establishes an organization’s
high-level intention and approach
to achieve objectives for, and
ensuring effective control of, a
service, process, or management
system.

Date of issue, effective date} and
status.

Scope.
Issuing organization.

Approval authority and
identification of those accoyintable
for enforcing the policy.

Authoritative references for
compliance or conformity
(such as policies, laws and
regulations, standards, confracts,

TEUITEIENtS, and visiom o
mission statements).

Body, including objectives.
Glossary.

Change history.

© ISO/IEC 2024 - All rights reserved
86



https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

Table B.2 (continued)

Generic
information
item ID

Generic information
item class

Generic information item de-
scription

Generic information item typical

characteristics

5.00

Procedure

Defines 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.

Act £l o2 4 d
LATTUL S, LTI CUHITPTLTIITT Clm

proficiency.

Dependency on reqtiitemerts,
standards and ditéctives.

Achievement;goals, compldtion
criteria.

Defirlition of transformatiops and
theif products.

Work definitions, instructigns to
act.

Progression and dependendies of
action.

Guiding method and practiges.

Enabling tools and infrastrjicture.

6.00

Report

Describes the restits of activ-
ities such as iivestigations,
assessments and tests. A report
commuuicates decisions.

Purpose or benefit of report.

Source, author and authorify to
report.

Stakeholders, recipients,
distribution.

Knowledge, understanding
communicated.

Information, data, facts and
evidence contained.

Analysis, inspections and apidits
employed.

Timing, validity, condition ¢f
information use.

Dependence on circumstanges,

constraints and nccnmpfinms_

Reported status, results,
achievements, conformity,
compliance or outcomes.

Identified faults, failings or errors.

Inferred patterns, trends or
predications.

Conclusions, recommendations,
rationale.
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Table B.2 (continued)

Generic
information
item ID

Generic information
item class

Generic information item de-
scription

Generic information item typical

characteristics

7.00

Request

Records information needed to
solicit a response.

Objective, purpose or outcome of
request.

Expression of a demand or need.

Communication of enquiry,
solicitation or an order to provide.

Initiation of supply, provisipn or
support.

Definition of action, change| or
exchange.

Identification of required
products,services, capabilify or
resources.

Authorization of tasking or
commitments.

Specified terms, conditions|to act,
agreement conveyed.

Required availability of requested
provision communicated.

8.00

Specification

Provides requirements for a
required serviceyproduct, or
process.

Definition of needs and
circumstances.

Statement of requirements

Definition of constraints and
conditions. Standards and
regulations invoked.

Dimensions of achievement|and
outcome.

Criteria of conformity, corrgctness
and compliance.

Definition of measures, indjcators,
limitations, values and thregsholds.

Statements of action and conduct.

Required functions, perforinance,
behaviour or service levels

Dafa 13 £ i1 £
DJUITIITIVIUILIS UL ITILCT 1Al T s,
interaction, location and
connection.

Conditions of acceptance,
permissible exceptions and
deviations.

Conditions of change and
variation.
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Table B.2 (continued)

Generic Generic information Generic information item de- Generic information item typical
information item class scription characteristics

item ID

9.00 Record Organizes the data an organiza- |— Record identity or title.

tional entity retains.

NOTE In accordance with

IS0 9000, the purpose of a record
is to state results achieved or to
provide evidence of activities
performed by an organizational

— Content, description and reason
for record.

— Ownership, origin and authorship.

entity.

Pl a\,ti\,co, asl CClllClltD,
commitments and regulatigns
applying to record.

— Authorities and condition of
storage, retrieval, replicati¢on and
deletion.

— Medium and format of recofd.

— Logdtion, conditions and pdriods
of storage.

—"" Applicable information priyacy,
security and integrity.

— Declaration of status and bjseline
information.

— Information on audit, validity and
history.

B.3 Information item

Informption items are typically created by.process owners and applied by process practitioners in grder to

satisfy|an outcome of a particular process,which is conformant to ISO/IEC TS 33074.

Informption items in Table B.4 are defined using the schema in Table B.3, which is based on the agproach
defined in ISO/IEC/IEEE 15289. Information items and their characteristics should be consider¢d as a
starting point for considering whether, given the context, they are contributing to the intended purpose of
the prdcess.

NOTE

The set of items.in’ generic information item class and information items are ordered alphabetically in
principle. Information jtems, which are classified based on generic information items, form part of PPI as deffined in
Clause % of this docunient.
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Table B.3 — Information item identification

Information item identifier

Identifiers for the information item which is used to reference the information item.

Information item name

Provides an example of a typical name associated with the information item charac-
teristics. This name is provided as an identifier of the type of information item the
practice or process might produce. Organizations can call these information items by
different names. The name of the information item in the organization is not signif-
icant. Similarly, organizations can have several equivalent information items which
contain the characteristics defined in one information item type. The formats for

the information items can vary. It is up to the assessor and the organizational unit
coordinator to map the actual information items produced in their organization to

the examples given here.

Provides examples of the potential characteristics associated with the infermattion

Infor natmI} 1t.em charac- item types. The assessor can look for these in the samples provided by the orgdniza-
teristics . .
tional unit.
Information items associated with each process and related to ofie er more of ifs
Process outcomes

outcomes.

Table B.4 — Information items descriptions

Information item

ID

Information items

Characteristics

Process outcpmes

2.01

Business case

Identifies strengths and weaknesses of
alternative options fof,the organization.

Identifies options\for adoption and
deployment.

Compares benefits and costs of the
identified options.

Enables decision-making.

SEN1 [Outcomg a), c),
£)]

2.02

Delivery organization
chart

Describes the structure of
an organization, the relationships and
hierarchy.

Identifies roles and named individuals
assigned to roles.

TRN1 [Outcoine i)]
TRN4 [Outcomeg a), b)]
SDL1 [Outcome a)]
TENS5 [Outcomg a), b),

c),d), ), h
TEN10 [Outcome a)]

—_—

2.03

Esealation matrix

Defines the authority levels for
hierarchical or functional escalation.

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

OENS5 [Outcome e), f)]
OENG6 [Outcorne h)]
OEN7 [Outcome d)]

2.64

Office facilities inven-
tory

Describes a space that serves a specific
function, including: building structure
for service delivery; utility services;
heating, ventilation and air conditioning;

TRN3 [Outcome c), d)]
TENS [Outcomge a), b),

ETETEY It POWET; faciity TTaiTTteTarce;
desks, chairs, telephones; office
equipment.

aj,e), )
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Table B.4 (continued)
Informe}gon item Information items Characteristics Process outcomes
— Identifies skills required for executing
the process or function.
— Supports recruitment of resources.
— Lists training or qualifications required | TRN1 [Outcome a), b),
2.05 Skills framework by skill or skill level. c), e), f), k)]
e e o SDL1 [Outcome a)]
luclltll ICS SINITIS T C\.iull llls LthUlllCl
verification and approval.
— Identifies scope for continual
professional development.
— Provides awareness on the relevancy and
importance of activities. TRN1 [Outcomg e), k)]
TRN4 [Outcorhe d)]
2.06 Training material | pracesses, actvites o services. ¢ | SDLLIOutcorge )
' & P ' ' OEN2 [Outcothe o)]
— Provides instructions on knowledge or OEN3 [Outcorpe a)]
skills relevant to undertaking.an activity | OEN4 [Outcomg¢ e), g)]
or role.
— Identifies the professionals from
multiple domains/processes available for
auditing, including.their experience and
qualifications,
2.07 Auditor list TENG6 [Outcorhe b)]

— Identifies-afny auditor training required.

— Liststhe available auditors and scope
of audits to be covered from multiple
domains.
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Defines the contract terms. Establishes
the warranties/guarantees, risks and
liabilities, and insurance. Captures the RLS1 [Outcome a), d)]
delivery scope. SLN2 [Outcome b), ¢),
f), g), h)]
Defines the terms of verification and TRN1 [Outcome c),
acceptance. g), )]
TRNZ [Outcome a),
Defimes Teguiatory obiigations, b), O]
conformity and certifications required. ’
TRN3 [Outcome a), b),
Defines the duration and schedule for d]
delivery. TRN4/[Outcorne a)]
TRN5 [Out b ), g),
Defines the performance measures, [ uh)c]om ). 8)
targets, reporting and review Ly
208 Contract mechanisms. TRN6 [Outcomg a), i)]
SDL2 [Outcome a)]
Defines the payments mode and SDL3 [Outcome a)]
penalties. SDL4 [Outcome €)]
Defines authorization levels™s agreed TROL [ccl)utfco}rln e_a), b),
upon between both parties. c), d), ), h){j)]
TEN2 [Outcomg a), d)]
Specifies conditionsyconstraints, TEN5 [Outcomg a), b)]
contract duratien‘and review/change TEN7 [Outcom¢ ), b)]
control mechanisims. TEN9 [Outcomé a), ]
Can includéService credits and penalties | TEN10 [Outcome a)]
based en‘defined criteria. OEN4 [Outcomge c), e)]
OENG6 [Out e b),
Thecontract should be decided by both [Outcomg b), c]]
parties.
Identifies activities and performance
to be achieved to meet each contractual
obligation.
Identifies accountable owners for each of | SLN2 [Outcomg a), b),
Contract obligation the identified obligations. d), e), )]SEN1{[Out-
2.09 .
mapping come e)]
Provides clarity of roles and OEN4 [Outcorhe b)]
responsibilities of 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 bhuthe custamer DA [
Y FRNt{Outcome b), ¢),
d’ ) ) ) k
2.10 Deployabll_e resources Identifies whether the induction training SDLl) (e)) g), K]
1st is provided within the transition [Outcome a)]
timelines. TRO1 [Outcome f), g)]
Identifies the training needs for skill set
enhancement to meet service delivery
requirements.
211 Invoice Identifies the cost of service provision to TEN2 [Outcome e), f)]

be recovered based on contractual terms.
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Describes format and contents required
for service delivery performance
reporting.
212 Service performance SDL2 [Outcome a), b),
' report templates Describes timeliness, compliance with e)]
reporting process and accuracy.
Describes data sources.
SEN1 [Outcoie b)]
Identifies all entities playing a key role SLNT [Qut¢onte d)]
in the success of an activity, and it is TRO1 [Outcome e), f)]
213 Stakeholder list reviewed and updated periodically. TEN4{Outcorpe b)]
’ TENS [Outcorpe f)]
Dtetlfr}rlnilr(ljes the primary and secondary TEN9 [Outcorhe d)]
stakenolders. TEN10 [Outcofne d)]
OEN7 [Outcorpe )]
Contains name of supplier, contagt\and
other information.

2.14 Supplier key contacts Provides governance strygture. RLS2 [Outcome a)]
Contains details of specific units,
sub-functions and responsibilities of
contacts.

Identifies the preferred suppliers for the

2.15 Supplier shortlist selectionptocess based on the evaluation | RLS2 [Outcomg a), h)]
against selection criteria.

Trained and skilled Ideritifies the available resources with

2.16 resources list the required knowledge and skills to TRN4 [Outcome d)]
deliver a service.

Determines organizational training

needs.

Enhances employee morale and

organizational performance.

Considers current skills, competencies TRN1 [Oul‘g:]ome e), f),
s - and performance.

2.17 Trainjing needs analysis SDL1 [Outcorpe a)]
Identifies the type and level of training | OEN4 [Outcom¢ e), g)]
required.

Anticipates future shortfalls or problems.
Influences overall effectiveness of
training.

Emereine technolo Tdentifies potential emerging

2.18 8 %ist 8y technologies that may provide business TRN2 [Outcome €)]

value.
Material or media to promote an
organization’s products or services.
2.19 Marketing collateral RLS1 [Outcome a)]

Targets and tailors promotions to the
potential valuable customers.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

2.20

Partner list

Identifies the preferred partners
for selection process based on the
evaluation.

Takes partners' cultural risks,
performance risks and relational risks
into consideration.

SEN2 [Outcome a)]

Describes the details of assets to he

3.01

Asset transfer plan

transferred during transition out.

Provides details of movable and
immovable assets which belong to the
organization.

Provides details of assets along with the
original cost and the current value after
depreciation/appreciation.

TROT [Outcorhe d),
f), g)]

3.02

Audit plan

Identifies the scope of an audit.

Identifies the list of auditorstand the
point of contact as an auditee.

Defines the timelinefof an audit.

Identifies the required auditor
knowledge andiexperience.

TENG6 [Outcome a), b),
]

3.03

Audit schedule

Identifies the scope of audits over a
timeline(e.g. year) as determined by
seniormanagement based on business
reqirements and performance.

Details the processes or functions to be
audited and assigned auditors.

Identifies the timeline planned to
complete the audits.

Schedules the management meetings
following an audit to review findings.

TENG6 [Outcom¢ a), c)]

3.04

Budget

Identifies the scope of budget planning
and allocation of budget against planned
activities over a defined timeframe.

Defines breakdown in allocation of
budget within activities, including by
resource or work breakdown structure.

SEN2 [Outcorhe c)]
TEN2 [Outcome b), g),
h)]
TEN8 [Outcomg a), b)]

Schedules key activities to maintain the
BCP.

3.05

Business continuity
maintenance schedule

Defines a contact list periodically for
reviews of contact information.

Initiates periodic reviews of all business
continuity plans.

TENS5 [Outcome a), b)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

Defines plans to ensure continuity of
business during any disruption.

Consists of an impact analysis, threat
analysis, and impact scenarios with the
resulting BCP plan requirement and
recovery documentation.

3.06

BUSINess continuity
plan (BCP)

TsTegutarty reviewed and matntatned to
reflect changes to services, environment,
requirements, personnel, etc.

Is updated with changes to: staffing,
including specialized technical resources,
important customers, suppliers/
authorities, organization structure
changes, alternative site for business
continuity recovery.

TENS [Outcomg a), €),

g)M)}

3.07

Business continuity
test schedule

Defines a planned schedule of regular
BCP and/or DR tests to assesS-aecuracy
and response times.

Schedules tests in liné with BCP
requirements.

TENS [Outcomg a), b)]

3.08

Business continuity
training plan

Ensures employees are trained and
aware of theirwrole in the BCP and its
implementation.

Updates periodically to reflect and
resppiid to changes in the process.

TENS [Outcore h)]

3.09

Business plan

Defines a long-term plan of action
designed to achieve a particular business
goal or set of goals or objectives.

Communicates the direction a business
will pursue and the steps it will take to
achieve its goals.

SEN1 [Outcome €)]
TEN1 [Outcomg a), b)]
OEN4 [Outcorhe b)]

3.10

Calibration plan

Defines the scope and frequency of
calibration to ensure consistency of
evaluation.

Defines the requirements of the customer
and the acceptable limits.

Details the process flow and procedure of
activities.

Defines the calibration criteria.

OEN1 [Outcorpe c)]

3.11

Change build and im-
plementation plan

Defines the activities and schedule for
building and testing change.

Documents the change implementation
and deployment approach and schedule.

TEN3 [Outcome g)]
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Table B.4 (continued)
Informe}gon ltem Information items Characteristics Process outcomes
Defines success criteria for changes.
Defines timelines for reversing a change
3.12 Change back out plan that is unsuccessful. TEN3 [f(;ug]ome d),
Defines restoration method to previous
or best state of process.
Provides the agreed implementation
schedule of changes.
Provides the approval changes details
) and deployment details.
3.13 Change/release sched TEN3 [Outcomé d), €]
ule Details the schedule of planned changes
to stakeholders.
Communicates the implementation
schedule for changes to stakeholdets:
SEN1 [Outcome f)]
Identifies the target stakeholders. SEN2 [Outcomg d), ),
f)]
Identifies a timeframe or\frequency for | R.S1 [Outcomg a), b)]
communications. TRNS5 [Outcothe g)]
Identifies desired dutcomes. SDL1 [Outcome e)]
SDL2 [Outcomg b), c),
Defines the appropriate communication d), )]
approachand channels for the delivery of | gpj 4 [Outcorhe )]
3.14 Communication plan messages: TRO1 [Outcomg i), j)]
Defifres who will be responsible for TEN3 [Outcorpe e)]
delivery of communications. TENS5 [Outcorpe b),
o f), 1]
Ident1f1e§ kiy contents for TENS [Outcothe e)]
communication messages. TENO [Outcomé a), b),
Is regularly maintained to reflect q), d)]
latest stakeholders and business OENZ2 [Outcorpe d)]
communications needs and approaches. OEN4 [Outcore h)]
OEN5 [Outcomg e), h)]
Defines the frequency of compliance
audits across all service levels/processes
315 Compliance assess- in an organization. OEN3 [Outcom¢ c), d)]
’ ment/audit plan ’
Identifies the timelines for each audit and
target area.
Defines the importance of compliance in
an organization.
316 Compliance awareness Defines a training plan for an awareness OEN3 [Outcome a)]

plan

programme for employees.

Describes the methods used to monitor
the compliance.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.17

Continual professional
development plan

Identifies skill development required for
an individual to meet the service/process
delivery requirements.

Identifies personal development needs.

Provides a plan for individual continual
professional development.

TRN1 [Outcome f), k)]
OEN4 [Outcome b), d),
e), f), g), h), )]

Tracks progress against planned
professional development.

3.18

Department/unit im-
plementation plans

Consists of a series of implementation
plans to deploy the strategic plan across
each area of the organization.

Defines the plan to move department/
business unit(s) from present state to

a desired future state. Factors to be
considered include: size of the unit; types
of ITES-BPO services deliveredsphysical
location; market areas; competitiveness;
economic trends.

SEN1 [Outcomg c), d),

e)]

TEN1 [Outcomg a), b)]
OEN4 [Outcorhe b)]

3.19

Disaster recovery plan

Defines the disasterré&covery
procedures.

Describes thealternative means of
operation of critical process during a
declared-\disaster.

TENS5 [Outcomg¢ b), d),
e), g), h)]

3.20

Facilities plan

Describes the special working
artangements during disaster recovery.

TRN3 [Outcorpe c)]

3.21

Financdial plan

Defines the capital requirements.

Defines policies and procedures in
relation to procurement, investment,
change control and administration of
budget.

Defines the projected budget for the
duration of the contract, the charging
mechanism and recovery of funds, and
expected profits.

Defines structure of budget by cost
types at the level required for financial
management and billing.

TEN2 [Outcomg a), b),
<), g), h)}

Identifies the reports to be produced,

their purpose, high-level contents,
distribution and frpr}npnr‘ipc

3.22

Governance plan

Identifies the schedule of governance,
management and performance reviews,
including for each review purpose,
attendees and frequency.

Identifies approach to management
of actions and escalations for any
deviations.

SLN1 [Outcome a)]
TRNS5 [Outcome g)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.23

Improvement plan

Defines prioritization of improvements
aligned with the business goals.

Describes improvement scope and
expected outcomes.

Captures costs and benefits.

TENS8 [Outcome b), €)]

Dafi 1 pu - | |
DTTITITS SUITTUUIT, TTOSUUTLTS dliu

timescales for improvement.

3.24

Induction programme

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 trainets.

TRN1 [Outcorhe d)]

3.25

Induction programme
outline

Identifies induction training timelines.
Identifies scope of induction training.

Identifies knowledge and skill sets that
the inductign training needs to cover.

Identifiesthe delivery organization
resguyces required to attend.

Identifies resources responsible for the
execution of programme elements.

TRN1 [Outcorpe d),
e), h)]

3.26

Information security
awareness plan

Defines the importance of information
security in an organization.

Details the individuals responsible for
the Information 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
rnmp]i;mrp to the security pn]irv

OEN2 [Outcorpe c)]

3.27

Innovation roadmap

Identifies the long-term plan to achieve
the innovation goals.

Identifies key milestones and targets.

SEN2 [Outcome a), c)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.28

Knowledge manage-
ment plan

Ensures knowledge for a defined service
element, e.g. process or function, is
retained and maintained.

Requires regular review and update,
incorporating any process change or
improvements.

TEN4 [Outcome a), b),
9]

CONMAUCTS TegUar audits o ad erence to
the process to identify any knowledge
gaps, training required or improved/
changed working practices.

3.29

Knowledge transfer
plan

Identifies knowledge transfer goals/
requirements.

Identifies the specific plan for training
technical personnel and end users.

Defines a strategy for providingfraining
through the transition projeetto’ensure
the training goals are achieved.

Identifies tasks, deliverables, resources,
tools and training effort required.

Defines measuteément for knowledge
transfer effectiveness.

Describes.the deliverables to support
initial'and ongoing training including
usefdananuals, system manuals, online
help and training materials for technical/
non-technical personnel.

Defines knowledge transfer for: business
and process knowledge; operational/
procedural knowledge of business
process; operation, modification of
systems/tools.

TRN4 [Outcorne b)]
TRO1 [Outcorpe e)]
TEN4 [Outcomg c), d)]

3.30

Non-technology re-
quirements and fulfil-
ment plan

Identifies non-technology requirements
in accordance with service delivery and
transition plan.

Identifies the timeframe for
implementing non-technology
infrastructure.

Identifies a plan of activities to be carried
out.

TRN3 [Outcome a),
b), 0]

Provides a baseline for monitoring
for deviations in timelines enabling
corrective actions.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

3.31

Pilot plan

Defines a pilot project scope, activities
and timeframe.

Describes required resources.
Describes the impact of failure.

Identifies the acceptance criteria for a

TRN6 [Outcome a), b),

c.d).e)f) g

h), 1)]

£..1 alad
SuUtiLtTooIul PpIivut.

Describes any risk or issues relating to
pilot plan execution.

Describes performance measures for the
pilot.

3.32

Process documentation
plan

Defines the activities/tasks and
timescales to establish the required
process documentation.

Provides task descriptions.

Defines the processes anddevel of
documentation required‘based on the
intended audience.

Describes any requirements to meet local
standards or¢for translation into other
languages.

Describes the resources required to
deljver 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.

TRN4 [Outcor

SDL4 [Outcon

TEN10 [Outco
b)]

ne b)]
he a)]
me a),

3.33

Ramp down plan

Describes a resource reduction plan in
phase manner.

TRO1 [Outcom
g), h)]

b ), f),

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 resources and
skills to be recruited.

TRN1 [Outcom
d), f), k)]
TRN4 [Outcor

b a), b),

ne a)]

Monitors whether supply has met the
demand.

3.35

Retention plan

Identifies the tangible and intangible
measures to retain resources.

Focuses on key employees to ensure they
are retained.

Documents the primary reasons for
attrition and required actions to retain
existing employees.

OEN4 [Outcome d), e),

g), h)]
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Table B.4 (continued)
Informe}gon item Information items Characteristics Process outcomes
Describes risk identification, risk impact
assessment and risk prioritization
analysis.
3.36 Risk treatment plan Define risks. TEN7 [Outcome f)]
Describes risk treatment planning.
Tl Cl\,}\o ;lllylclllclltat;ull Cllld lllUll;tUl )
progress against a plan.
Describes the approach to achieving the | SEN1 [Qutcomg d), e)]
337 Roadmap organization’s objectives and goals. TENTTOUtcom¢ a), b)]
Defines activities to be performed based | (OEN4 [Outcorpe l_))]
on a clear timeline. OENS [Outcome i)]
TRN5 [Outcome¢ a), b),
Defines delivery objectives. c),d), e)}
TRN6 [Outcome b), c),
Identifies lowest and highest d), e), ), g), 1), )]
performance boundaries. SDL1 [Outcomg¢ b), ¢),
3.38 Service delivery plan Describes service deliyefy performance SDL2 10 )l
metrics. [Outcore a)]
SDL3 [Outcomg a), b)]
Identifies servige delivery targets as SDL4 [Outcomg a), b),
agreed uponwith customer. d]
TEN9 [Outcom¢ a), c)]
Defines priorities, focus and resources
for ap-organization.
Communicates direction within an SEN1 [Outcomg¢ a), f)]
organization. SEN2 [Outcome a), b),
3.39 Strategic plan d)]
Ensures employees and stakeholders TEN1 [Outcom¢ a), b)]
have common goals and understanding. OEN4 [Outcothe b)]
Is regularly reviewed and maintained to
align to changing environments.
Identifies technology requirements in
accordance with service delivery and
transition plan.
Identifies the timeframe for TRN2 [Outcorpe a),
Technology require- implementing technology infrastructure. b), €)]
3.40 ments ancll fulfilment Identifies planned activities to deliver SDL2 [OUtCOIe b)]
pian the requirements. OENS5 [Outcorpe a),
b), 0]
Provides a baseline for monitoring
for deviations in timelines or against
requirements enabling corrective
actions.
Defines a monitoring plan and frequency
. I to ensure transaction quality.
341 Transaction monitoring OEN1 [Outcome d)]

plan

Identifies process complexity and
criticality.
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Table B.4 (continued)
Informe}gon 1tem Information items Characteristics Process outcomes
Defines the schedule of transition
activities relating to transition out of
processes from the service provider to a
different service provider or back to the
customer.
342 Transition out plan P_rovi_des a baseline to measure transition| TRO1 [Outcome_ a), b),
timelines. e), f), g), h), i)]
Identifies the sequence and dependencies
for transition activities.
Documents the roles and responsibilities
of key stakeholders in transition.
Def_m_e_s the sch_edule of tra_n_51t10n SLN1 [Outcomé b), ¢),
activities relating to transition of )]
processes from the customer or a
different service provider to the cfpent | TRN1 [Outcome a), d),
service provider. h), 1)]
TRN2 [Outcome a),
Defines the schedule of transition b), €)]
activities. TR 3
3.43 Transition plan N3 [Ostfioﬁn a), b),
Provides a baseline{tojmeasure transition ’
timelines. TRN4 [Outcom¢ a), b)]
TRN5 [Outcome¢ a), b),
Identifies thessequence and dependencies c),d), e)]
for transitien activities. TRN6 [Outcomg b), ©),
S d), e), f), 8), ), )]
Documents the roles and responsibilities TEN9 [Outcom¢ a), d)]
of key stakeholders in transition. e
Pescribes the verification activities
needed to ensure the conformity of the
3.44 Verification strategy Services. OEN1 [Outcomg a), b)]
Defines verification mechanisms for base
and derived measures.
Schedules operational workloads.
Allocates operational activities and
responsibilities.
3.45 Work schedule Identifies operational resource SDL1 [Outconpe b)]
requirements and availability for
capacity planning.
Defines working and break times.
Provides principles for executing
contracts.
Identifies contract management activities
to be practiced by an organization.
4.01 Contract policy SLN2 [Outcome c), d),

Provides a minimum list of clauses to be
covered in a contract.

Provides guidance for creating mutually
tenable contracts.

e), h)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

4.02

Information security
policy

Describes the system which keeps the
confidential information secured.

Describes the system which protects
from unauthorized modification.

OEN2 [Outcome b)]

Identifies the resource with skill sets
required to deliver the innovation.

4.03

Innovation deployment
strategy

Identifies any training requirements and
plans.

Identifies the deployment approach.

Identifies the deployment plan for each
area.

Identifies deployment governance.

SEN2 [Outcont
d), 6]

e b), c),

OENG6 [@utcorpe a),

b), f]]

4.04

Knowledge policy

Describes the classification of knowledge
assets.

Describes the proceduresformaintaining
and controlling the knowledge assets.

TEN4 [Outcor

he a)]

4.06

Digital vision and
strategy

Identifies a roadmap-Covering both
business aspiratign and technology
adoption.

Aligns with-business vision and
objectivés.

Shiftsvalue towards a platform/service
business model.

Focuses on using technology to improve
business/organizational performance to
achieve business goals.

SEN1 [Outcon

ne f)]

4.07

Technology strategy

Defines an aligned architecture blueprint
and reference framework which drives
all technology investments.

Ensures consistency across all
technology decisions.

Defines policies, roles and
responsibilities.

OENS5 [Outcome i)]

Defines the business goals and the
desired outcomes and objectives for the
process.

5.01

As-is process documen-
tation

Describesthe structure of the process
framework identifying the process
portfolio.

Defines the workflow of activities.
Identifies roles within the process.

Identifies metrics and baselines to enable
assessment of process performance.

TRN4 [Outcome a), b),

0, d)]

TEN10 [Outcome a),

b)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

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 c)]

— Describes the objectives and scope of

each process

5.03

Current process maps

— 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.

— Identifies any exceptions in the precess.

Identifies critical areas and also
bottleneck areas in the process.

— Identifies performance nmeasurement and

targets for the proceéss:

SLN1 [Outcon

he c)]

5.04

Employee care process
document

— Defines an employee grievance process.

— Identifies a plan for providing

opportunities for employees' career
growth.

— Identifies employee engagement

initiatives.

== [dentifies a process for employee safety

within the organization.

— Provides medical benefits for the

employees.

— Identifies the frequency of 1-1 sessions

with the employee.

OEN4 [Outcom
£), g), h), i),
OENG6 [Outcom
c),d), ), h

e C), €),
]
b a), b),

—_—

— Identifies performance requirements

in order to meet each contractual
obligation.

— Identifies accountable and responsible

personnel for each of the identified
performance requirements.

AT

5.05

Governance framework

— Frovides clarity orroles and

responsibilities for each individual.

— Provides a standard for measuring

performance of each individual.

— Ensures effective governance meetings

are conducted and communication
records circulated and actions closed in
line with defined timelines.

TRN5TOutco

e g)]

SDL1 [Outcome d)]
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

Identifies the target to be reached for
each relevant function.

Identifies the key players to promote and
motivate the delivery resources.

Identifies the timeframe and plan of
action.

ut
<P
g

I . £ 1
IMINoOvVdLIuIl ITdIIICWUI'K

Identifies the launch campaigns.

Identifies the governance mechanism to
drive innovation.

Identifies measurement framework
and reporting for stakeholder
communication.

AL,
OLINZ TUULLUI

1e a)]

5.07

IT service continuity
and support procedure

Identifies the incident, change and
service request management processes.

Provides the capability to record, classify
and prioritize incidents, changes and
requests.

Tracks the prioritized incidents, changes
and requests toresolution and closure.

Provides interfaces to align availability,
capacity:and performance of technology
to meef business/service requirements.

Details regular measures, reports and
reviews of technology to IT SLA.

Includes identification and interface to
any of the processes from the wider ITSM
process management system, as required
for the scope of service.

OENS5 [Outcom
£), 8)]

e d), e),

5.08

Measurement systems

Measures performance against the goals
and objectives.

Provides trending information.

Collates measurement data at defined
measurement points and times.

TRNS5 [Outcor
SDL1 [Outcon
SDL2 [Outcome
SDL3 [Outcome
SDL4 [Outcon

ne f)]

ne c)]
b), e]]
a), b)]

he c)]

599

Physical security con-

Defines control mechanisms and records
for physical access.

Documents regular physical checks.

TRN2 [Outcom

2 c), d)]

trols procedure

Defines approach for return or
destruction of all information assets
when the asset is no longer required.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

5.10

Process maps and pro-
cedures

Defines the as-is workflow of activities.

Provides a clear and simple record of
existing processes, enabling examination
to: eliminate unnecessary tasks; clarify
roles within the process; reduce delays
and duplication; optimize the number of
staff.

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

Provides base information for
development of new working procedures,
particularly to achieve improved
efficiency.

TLNLC [
INOT

Outeome a)]

5.11

Programme govern-
ance framework

Provides clarity of roles and
responsibilities of each individual.

Defines governance meetings to be
conducted, including purpose, atténdees
and frequency.

Defines documents and reports required
for governance.

SEN2 [Outcomg c), d)]
TENS8 [Outcorpe b),
d), e)]

5.12

Recovery process and
procedures

Documents critical fulictions and
processes, with telerable lengths of
unavailability.

Identifies and ranks subsets of critical/
essentialbusiness function activities
and processes, based on how long the
organization can survive without them.

Defines an approach to recover business
following service interruption or
disaster.

TENS [Outcome c), d),
gl

5.13

Reward and\recogni-
tion process-document

Identifies mechanisms and budgets
available for reward and recognition.

Identifies the eligibility criteria for
reward or recognition awards.

Documents the authorization levels
required for awards.

SEN2 [Outcomg d), e)]
OEN4 [Outcomg €), g)]

5:14

Security controls pro-
cedure

Identifies countermeasures to avoid
or minimize security risks relating to
organizational or customer property.

Describes the preventive and corrective
controls.

OEN2 [Outcomg c), d)]

Defines physical, procedural, technical
and legal and regulatory or compliance
controls.
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Table B.4 (continued)

Information item
ID

Information items

Characteristics

Process outcomes

5.15

Security risk manage-
ment approach

Provides specific steps for managing
security risks in a consistent manner.

Provides details of risk management
within the overall information security

policy.

Describes risk identification, impact

TEN7 [Outcome f)]

ASSESSIMENT and classificatton forsecurity
risks.

Identifies risk mitigation plans.

Tracks implementation and monitors
progress against a plan.

5.16

Standard operating
procedures

Describes the regularly occurring
operations.

Describes tasks to carry out operations
in accordance with customer
requirements.

Supports process and/service delivery
objectives.

Describes performance monitoring
procedures.

Describes.a review procedure for
operational performance.

Identifies the control procedures for any
operational failures.

SDL4 [Outcomg¢ a), b),
o]

5.17

Transition methodolo-
gy dogument

Provides the standard framework for
transition projects.

Provides a structured approach to the
activities required in a logical sequence
for a transition project.

Supports the creation of a transition
plan, estimating cost and resources, and
enables identification of deviations.

SLN1 [Outcomg b), c),
d)]
TEN10 [Outcome a),
b)]
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