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Foreword

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

The key elements and attributes of banking products or services (BPoS) are described in ISO 21586.

The majority of providers of banking products or services (BPoSP) today are banks. The challenge of
describing a BPoS is understanding all of the BPoS attributes from the customer's perspective as well as
from the BPoSP’s perspective, as the same BPoS attribute might be understood differently by a BPoSP
or a customer.

In general, each individual BPoSP has its unique governance architecture as well as internal rules
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ket competition, BPoS are rapidly and continuously evolving, making the knowledge and
Is of BPoSP staff crucial.

purpose of this document is to provide best practices on how to write a.BPoS internal
ed on ISO 21586. It aims to help BPoSP staff to “translate” existing BPoSuirito an ISO 2158

7.
ell-organized BPoSP handbook has the following characteristics:

the structure is consistent;

the information is kept up-to-date and accurate;

contents are in accord with actively sold BPoS;

the wording is clear and concise;

the information is made available to staff and customers of a BPoS via various distributio

s document provides a generakiframework for a BPoS handbook, including the g
hitecture, rules, standards and-ICT applications. This model helps to ensure a cong
grated service to customers$, lower the cost of training BPoSP staff, improve the qual
tomer services and BPoSRoperations and increase customer satisfaction.
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TECHNICAL REPORT ISO/TR 6083:2022(E)

Best practices for an internal BPoS handbook

1 Scope

This document provides best practices for writing a banking products or services (BPoS) handbook.

erate BPoS.

NOTE1 A BPoS handbook is edited by either product managers or personnel in charge-of/ke¢y elements
mentioned in this document, based on their role and responsibility within the BPoSP.

NOTE2  Whether ISO 21586 has been formally introduced, this document is useful @stéxisting BPoS contain
the key elements listed in ISO 21586.
2 |Normative references

Thdre are no normative references in this document.

3 | Terms and definitions
For|the purposes of this document, the following terms ‘and definitions apply.
[SO[and [EC maintain terminology databases for usein standardization at the following addiesses:

— | ISO Online browsing platform: available at hittps://www.iso.org/obp

— | IEC Electropedia: available at https://sww.electropedia.org/

3.1
application

application system

system for collecting, saving/processing and presenting data by means of a computer

Notk 1 to entry: The termsapplication is generally used when referring to a component of software(that can be
exefuted. It consists of ofie'or more components, modules or subsystems.

[SOURCE: ISO/IEG/IEEE 24765:2017, 3.167, modified — Definition revised and example remqgved.]

3.2
BPoS description
desfcription of a BPoS issued by the BPoSP to customers

Note T.to entry: The description of the BPoS is as per the requirements of ISO 21586.

3.3
BPoS handbook
aggregated information provided to the BPoSP staff (3.4) explaining all aspects of a specific BPoS

Note 1 to entry: The general BPoSP business process also acts as a BPoS delivery process to customers. This
process can be supported by an application or is a fully manual process.

Note 2 to entry: The handbook is written from the BPoSP’s perspective.

3.4
BPoSP staff
person who represents the BPoSP, deals with BPoS-related business and serves customers

©1S0 2022 - All rights reserved 1
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amental content structure of a BPoS handbook

The fundamental structure of a BPoS handbook is as follows:

a) All contents of the BPoS description are included.

Any key element mentioned in the BPoS description is stated in the BPoS handbook in more detail,
including any in-depth information that BPoSP staff require to better address customer questions.

EXAMPLE 1

According to the BPoS handbook, a suitable customer can only be an accredited investor.

The

handbook lists criteria for an accredited investor with explanations and examples. Additionally, it contains

informatior
b) Differg

Some key
alternative

EXAMPLE 72
positive ris

c¢) Thecd

The full lif
conditions

d) Opera
roles.

The operat
e) Trade

[t is possi
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bnt perspectives are considered in the description of all key elements.

elements described in this clause are from the perspective of the BPoSP mahagement
ly, from the BPoSP operations perspective.

It is possible that the risks of a BPoS are viewed differently by the customef than by the BPo§
k for one is often negative for the other.

mplete process of any specific BPoS within the BPoSP is explained:

e cycle of a BPoS, as well as every role of the BPoSP involved; is described, including
for changes within each stage of the process.

ional steps and requirements supporting the BPoS are described.
secrets and sensitive information are excludéed and are subject to internal governance.

ble to divide a specific BPoS into sewveral topics or sets of information. Specific sets

distributed to any BPoSP staff without restriction as internal information. Certain sets, howe

including {

rade secrets and sensitive information are generally isolated into separate documents.

f) The BPoS handbook is made available in an electronic form.

If possible,
are filters
different t)

NOTE 1

NOTE 2

5 Keyéd

the key elements are retrieved from a single source of information in a BPoS handbook. Th
to show only relevant-content for the reader and respective roles. The data are available
pes of devices. A user-friendly interface is of great importance.

bourcing all keylelgments from a single source improves consistency and reduces costs.

Dnly the content relevant for each specific role is displayed.

lements are listed in the BPoS description

or,

P.A

any

fional processes and user instructions are referenced for relevant applications and required

are
Ver,

ere
for

5.1 General

The information shown in Clause 5 and Clause 6 is identical to the information described in ISO 21586.
However, the perspective of this description is BPoSP-staff-oriented to support BPoSP staff in offering
better customer service.

This document supplements the information in ISO 21586. The contents of each item already defined in

the BPoS d

escription are excluded from this document.
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Information regarding a BPoS description

5.2.1 Key elements

A BPoS description consists of two elements.

a)

Essential information.

The key elements for the BPoS identifier are its full commercial name, its abbreviated commercial
name and its professional name, all of which are used to designate a BPoS. Each key element is used

independently and identifies the same RPaS

b) [Auxiliary information.

Only one key element, the version of the description as per ISO 21586:2020, 6.2.1.2,belongs to this type

of information. Without this key element, the correctness and accuracy of a BPoS-isoutdated|.

5.212 Suggestion for describing a key element in a BPoS handbook

5.2|12.1 BPoS identifier

The BPoS identifier is the unique identifier of the BPoS. The,BPaS handbook characterizes a BPoS

identifier as follows:

a) | An identification method for the specific BPoS as thekey element is provided. The identifier is an
optional element. It helps improve the general undérstanding. A note is made on how similar BPoS
are identified but also differentiated, to ensure-the correct identification and to clarify potential
misidentifications.

b) | Certain identification rules might not resowate with customers, in which case a suggestlon on how
to relay the information and a reasoning, for the customer is provided.

5.2|2.2 The full and abbreviated eomimercial name of the BPoS

It if important that the full and abbreviated commercial name of each BPoS listed in the BPo§ handbook

is idlentical to the corresponding-entries in the BPoS description.

5.212.3 The professiognal name of the BPoS

The inclusion of two)‘aspects regarding the professional name description of a BPoS in the BPoS

handbook is cruejfalto ensure the full understanding of the BPoS:

a) | terminelogies used in the professional name;

b) |the ‘method of understanding and classifying characteristics of the BPoS by analysing the
professional name.

NOTE The professional name of a BPoS helps with understanding the BPoS, as it contains all aspects of a

BPoS from the financial business perspective.

5.3

Information describing the BPoSP

5.3.1 Key elements

Key elements are used to describe the BPoSP. Unlike the key elements of a BPoS designation, each key
element listed here describes a particular aspect of the BPoSP.

© IS0 2022 - All rights reserved
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Not all aspects describing the BPoSP are listed in ISO 21586, so voluntary key elements of significant
features can be added when needed. However, BPoSP staff can be informed of any voluntary key
elements in the BPoS description prior to its addition.

5.3.2 How to describe key elements in the BPoS handbook

To ensure consistency, all key elements mentioned in 5.3.1 are retrieved from a single source of
information. It is important that the definition and description of each key element is accurate and has a
clear distinction between similar or related BPoS.

The pre-e>
colleagues

'icfinn L’“n‘l\]]ﬂl‘]ﬂﬂ nF rnar‘nrc Cllf‘}'\ aAs account managors ]"\Q“L’ fD]]DYC 'Jnf] customer-csor
o o 4 o 4

is fundamental to relevant key elements. Such knowledge ensures that BPoSP staff

confidently describe the BPoS and address customer questions. No assumptions over pre-exisf
knowledgg or pre-acquired background information are made, regardless of the reader's role
function, and any necessary information is included accordingly.

It is benefi

rial to include the following aspects:

a) The pyrpose, structure and rules defined in the ISO 17442 series, as well as the issuing organizaf

of the
descri

LEI code. Additionally, some general information about the LEL such as overviews
ptions found on reliable websites.

EXAMPLE www.gleif.org/en/.

b) The pyrpose and the assignment rules as defined in ISO 20275f0r the ELF code, as well as laws

c) Thef
abbrey
betwe

regulzrions implied by the ELF code.
I

I name and commonly used abbreviation(s), as wel as the logo, of the BPoSP. If the nam

en BPoSP staff and customers.

d) All tel¢phone numbers available to customers/including specific businesses using a different ph|
numbér than the general and customer service numbers and differences between incoming
(alternating) outgoing numbers. In addition, suggestions on how customers deal with each poss
situation.

e) All BHoSP websites and links, Ancluding information regarding how to access the website
suggested:

1) W

thie relevant businesses, is listed.

2) Es

enjsure only.the'correct address is used.

3) When both HTTP and HTTPS protocols are usable, HTTPS is suggested along with a reason

ice
can
ing

or

ion
hnd

hnd

P Oor

riation can be easily mistaken for another, a distinction helps to avoid misunderstandings

one
and
ible

as

hen specific websites-are leveraged to process different businesses, each website, as well as

ch specific aetwork domain name is written out together with additional information to

ing.

4) Wlhen multiple languages are supported, the list of available languages is provided.

5) If a digital certificate or a digital token is used to access the website, a breakdown is included
of how the digital certificate or token can be obtained and downloaded into its carrier, how the
digital certificate or digital token is used to access the website and how to teach customers its

Sa

fe use.

f) All available email addresses for customer questions. Some additional information is given:

1) When email addresses are leveraged to process specific businesses, each email address and the

re

levant business are listed.

2) If client communication includes email and a website, it is helpful if differences and special
features of each communication channel are listed and defined.

© IS0 2022 - All rights reserved


http://www.gleif.org/en/
https://standardsiso.com/api/?name=53ff82f84101b803187b927ed5ec767c

ISO/TR 6083:2022(E)

3) When multiple languages are supported, the list of supported languages is provided

g) The verification approach of official instant messages from a BPoSP by customers themselves.

5.4 Information describing the credentials of a BPoS

5.4.

1 Key elements

Key elements described in ISO 21586:2020, 6.2.3 are all used to describe the credentials of a BPoS. This
information depends on the credentials of the respective BPoS described in ISO 21586:2020, 6.2.3.1, i.e.

if tlie credential 1s not provided, other Key elements are 1orreited.

5.4
It i

a)

b)

d)

5.5

5.5

2 Suggestions on how to describe the key element in the BPoS handbook
helpful to define the relevant credential information clearly and articulately:

The concept of BpoS credentials, their development and the purpose/of each credent
respective BPoS.

NOTE 1
BPoS.

All BPoS have credentials to determine the account(s) in use-and how they are conn

EXAMPLE1 Examples such as "I want to save the money, t0{this account/obtain the loan
money to ... because I have ... (the credential)" facilitate a customer’s understanding of credentia

The relationship between a BPoS credential and itsgarriers, especially when the relatior
identical or alike.

NOTE 2 The assumption that BPoS credential\and its carrier are the same, based on the
between the traditional BPoS credential and ifs carrier [i.e. traditional passbook, evidence of
cheque], is in fact wrong. Both of them differ‘even in the traditional banking business. For inst
passbook would be used instead of the old‘one after records have fully filled in the old one.

EXAMPLE 2 An example to facilitate'the customer’s understanding of the relationship is that
can be connected to multiple accdunts. The funds connected to this card can deposit via the p
or without it, through the mobile or online bank. If a third-party payment service is signed, f
transferred without being processed through the card.

Explanation and training for customers, taking the items commonly used in daily life as
referencing energy\supplying, safekeeping, cleaning and maintaining the carrier of
credential.

The renewaband disposal of the carrier of the credential are indicated.

Information describing the financial characteristics of a BPoS

ial for the

bcted to the

transit the
S.

ship is not

connection
debt (10U),
Ance, a new

A debit card
ysical card
nds can be

examples,
the BPoS

1) Key elements

Key elements described in ISO 21586:2020, 6.2.4 are all used to define the credentials and foundations
of a BPoS.

All financial key elements are basic key elements. Certain key elements are described in full length, if
necessary, by being divided into several parts, each describing a specific matter.

All financial key elements are related to each other. The typical relation between key elements is,
whenever possible and necessary, described in the BPoS handbook.

It is helpful to visualize the structure of any key element in an information tree.

© IS0 2022 - All rights reserved
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5.5.2 Suggestions on how to describe a key element in the BPoS handbook

5.5.2.1 CFI code of BPoS

If required by the BPoS, information about the CFI, ISIN and FISN codes is included, as well as indications
as to where more information can be acquired publicly.

5.5.2.2 Suitability

The following information for BPoSP staff is included:

and

ing

PoS

1 to

hnd

bric
the

a) Samplps of any legal document provided by the customer and accepted by the BPoSP.

b) Any mlethods for authenticating each legal document and ways of consulting and evaluating.

c¢) Whichlegal documents need to be stored and how and where to store them.

d) Any rgquirements for acquiring and recording customer information.
EXAMPLE 1 It might be mandatory to align any information with that used for)registering the LEI
NPI.

e) Any rgquirements for using customer information.
EXAMPRLE 2 It might be mandatory to process the customer information following GDPR.

f) How to approach setting and reviewing customer expectations for any specific BPoS, align
custorper expectations with realistic views and prospects for the BPoS.

g) How tp communicate to a customer that they are not'suitable for the BPoS, including reasoning.

h) The methods and requirements related to entrusting a third party with parts of the B
provisfioning.

i) Any ne¢cessary information regarding marketing to a suitable potential customer.

j)  What defines qualified investors and how to relay this to customers, as some BPoS are only sol
qualified investors, possibly including examples of qualified investors.

k) Inforrlation regarding the customer and their preferences, disclosed during the preparation
implementation of customerinteractions.

5.5.2.3 Supported currency

Informatign regarding currency includes the following:

a) Wherg and hrew the currency is defined, referencing ISO 4217 and the alphabetic code, the num
code, the minor unit and where the currency codes are found online. BPoS currencies outside of]
scope bSO 4217 are listed with their legislation.

b) Every currency is kept independently in an account.

c) The interest rate for every supported currency.

d) Conditions around currency conversion.

6 © IS0 2022 - All rights reserved
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5.5.2.4 BPoS time validity

The BPoS time validities are the professional and accurate designations of BPoS time limits, as described
in ISO 21586:2020, 6.2.4.4 . This description is relayed to BPoSP staff as follows:

a) Any point in time at which the BPoS characteristics are changed and any point in time for potential
changes to a BPoS characteristic’s status, within the BPoS life cycle setting.

b) Any operations the BPoS customer can do at any point in time, as well as default operations where
the customer does not perform any action.

EXfMPEE—ATredittardisteissued by defauttafterexpiry umtess the customrer has Tequestedtancellation in

advpnce.

5.5{2.5 Channel, region and service period

Thd handbook introduces the five key elements and their relationships=-distribution channel

[SO0[21586:2020, 6.2.4.5; service channel ISO 21586:2020, 6.2.4.6; service period ISO 21586:2020, 6.2.4.7;

sal¢s region ISO 21586:2020, 6.2.4.8; service region ISO 21586:2020,{6.2.4.9. It also includes the

follpwing information:

a) | The definition of a region, BPoSP staff training on any applied standards such as ISQ 3166, the

methods and rules used to divide regions (whether based on the standard or self-defingd) and the
reasoning. A brief description or a list is sufficient.
EXAMPLE1  Supposing a BPoS is used both at homeNand abroad. The business rules vafy between
districts, the regions are divided globally according to IS©"3166-1 on the first level, followed by a domestic
division of the regions using a mixed method. For example, the head office’s city is deemed a single district
while others follow ISO 3166-2.

b) | When distribution channels have identical’ features in different sales regions, the djstribution
channels are clustered into specific typesand matched to each sales region.

EXAMPLE 2 A credit card is used yia-online and mobile banking, regardless of the applicant’s location.
This location constitutes a similarfeature, for example whether or not the whole process or the[submission
of the application form to activate the credit card varies between different sales regions.

c) |When certain sales regions' have identical features, the regions are identified and grouped to
promote clarity and structure.

d) [ Any distinction between sales and service regions is highlighted unless identical.

e) |Any distinctignbetween distribution and service channels is highlighted unless identicql.
EXAMPLE 8> Typically, a POS cannot sell a BPoS.

f) | Identical service channel features in different service regions are clustered into several types and
matched to each service region.

EXAMPEE Typicatty, the chammetsictude brarmcty, phome;ontire bank mobite bamk ATM; banking POS
and commercial POS.

g) The service period for each service channel is declared, unless all are identical.

EXAMPLE 5 In the fintech era, branches’ service periods differ from those of online banks as, unlike branches,

online banks serve customers 24/7. The service period by telephone is divided into a response by an agent, pre-
recorded, or both.

NOTE

customer service.

© IS0 2022 - All rights reserved
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5.5.2.6 Purpose of BPoS and expected financial benefits

Both key elements, the purpose of BPoS as per ISO 21586:2020, 6.2.4.10 and the expected financial
benefits as per ISO 21586:2020, 6.2.4.12, are closely connected. The contents generally differ between
customers and BPoSP. Based on the characteristics of BPoS the following is included:

a) From a customer’s perspective, what is included in the purchase regarding the purpose of BPoS and
expected financial benefits?

EXAMPLE1  The interest and the principal are acquired with the purchase of a deposit BPoS. The right
to use capltal money is acqu1red with the purchase ofa credit BPoS The convenience of non-cash payments
. : . s of

BPoS previously mentloned

b) From a BPoSP’s perspective, what is included in the purchase regarding the purpose of BPoS and
expected financial benefits?

EXAMPLE 2 Therightto use capital money can be acquired by BPoSP when a deposit BPoS is\§old to a customer.
The interesf can be acquired by BPoSP when a credit BPoS is sold to a customer. The releyantcommission cah be
acquired by BPoSP when a payment BPoS is sold to a customer.

EXAMPLE 3 All BPoS are a combination of fundamental BPoS and form an ecose¢hwironment. For example, a
credit card |is a combination of loans and payments.

5.5.2.7 FKFundamental business procedure

The fundamental business procedure embodies all or some aspects of the life cycle of the BPoS. The
elements dignificant to the customer are listed in the BPoS-description, making it essential that|the
BPoSP staff fully understand its contents. It is importantthat the elements significant to the BPpSP
staff are clprified in the BPoS handbook.

The infornpation for BPoSP staff includes:

a) The whole life cycle of the BPoS from a custémer’s perspective, including every change in the stgtus
of BPofS significant to the customer.

EXAMPLE1  Any point in time at which a term deposit product might begin or stop to accrue intefest
aligned with the interest rate of theferm deposit, and the point in time at which the term deposit mighit be
transfgrred back to the demand deposit account.

EXAMPLE 2  The point when the loan is deposited to a specified account or the credit line becomes
availalle.

EXAMPLE3  The time at which the money transferred by the customer arrives in the beneficigry's
accoun.

b) The change ofBPoS status within the BPoSP that is relevant to customers.

EXAMPLE 4." The changes in approval, card printing and delivery statuses are of the utmost importgnce
to custpbmers after submitting the card application to the BPoSP.

c) Changes in the BPoS status that are generally overlooked by customers. Notably, it is important
that the BPoSP staff fully understand the necessary key points to deal with them.

EXAMPLES5  For some BPoS, such as offline loans, the preparation and approval of relevant materials is
reflected.

5.5.2.8 Cost of BPoS

The cost of BPoS is divided into three categories in ISO 21586:2020, 6.2.4.13: undoubted fees, contingent
fees and additional fees. Three categories - contingent fees, additional fees and compensatory deduction
- are connected to the basic business procedure mentioned in 5.5.2.7. However, the compensatory
deduction is a standard commercial mode involved in the cost. Consequently, the cost involves four
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categories. It is vital to help the BPoSP staff fully understand the contents related to the cost clearly as
itis a significant concern for customers.

a) The full final fees as well as a potential compensatory deduction.
EXAMPLE1  The annual fee of a credit card is a final fee. To help promote the use of the card, the BPoSP
often waives the annual fee if the use of the card by the cardholder surpasses a predefined quantity. These
compensatory deductions affect the final fee.

b) The contingent fees that affect the fundamental business procedure, as well as any potential
compensatory deduction.
EXAMPLE 2 The lost credit card replacement fee connected with the fundamental business)grocedure is
contingent, as the fee is conditional to the loss of the card. As a preferential measure once-a year, this fee is
waived for platinum cardholders.

c) | Any additional fees as well as any potential compensatory deductions.

EXAMPLE 3  The USB key fee, used to store a digital certificate for online banking.access, is an adfitional fee.

It i conditional to the use of online banking following the purchase of a debit"eard. However, thel USB key is

acqpired by a customer for free if a predefined amount of money is deposited inte-the debit card account.

5.5{2.9 Risk analysis

Risks of a BPoS vary between different perspectives. Some ‘risks are mutually exclugive to the

perspectives of both BPoSP and customers. The information about the risks of a BPoS is ligted in the

BPa@SP handbook as follows:

a) | The complete concept of risk.
NOTE1 ISO 31000 contains commonly used definitions and principles.

b) | The values (or statuses) of key elements\inducing risks.
NOTE2 Some key elements or cembinations of BPoS generate or increase certain types of risks.
Insufficient, incomplete or incorrect descriptions are at the source of this.
EXAMPLE1  An incorrect BRoSP website address or the website missing a description of the|BPoS might
generate a feeling of uncertainty for customers, questioning the reliability and legitimacy of the BPoS.

c) | Any events inducingrisKs.
NOTE3 Someeyverts are involved in a BPoS, although the BPoS itself is not the key factor.
EXAMPLE 2 ) Any issues with the application might cause customers to refrain from using thg BPoS. If an
unsuccessful-completion causes additional costs, inconvenience or loss, the customer is likely fo attribute
this to the BPoS.

d) | Cases where the product or service exceeds the communicated and preset expectations.
EXAMPEES Therefund process froma—weatth 1uauasc1ucut aceothtto—the dcpuoit accotumt only takes
2 minutes, rather than the 2 hours stated in the BPoS description.

e) The situation is worse than the expected objective from a customer’s perspective.
EXAMPLE4  The expected yield rate is never promised by a wealth management product, while the
history of the yield rate of the wealth management product is given. Although several negative factors were
involved, a customer might still establish certain expectations about the yield rate.

f) Cases where the product or service exceeded the BPoSP expectation.
EXAMPLES5 A credit card is sold to a customer by BPoSP staff under the assumption that it will be used
solely as a payment tool. However, the customer decides to use the credit card not only for payments but also
for cash withdrawals.
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g) Cases where the product or service fails to meet the BPoSP expectation.

EXAMPLE 6

the debt and interest on time.

5.5.2.10 Matters requiring attention

The information to BPoSP staff includes the following:

a) Any items the BPoSP staff need to remind customers about.

b) Any itefr
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It is important that the contents in those key elements be aligned with the key elements mentioned in
ISO 21586 and include the BPoSP’s perspective.

6.2 The version of the content of the BPoS handbook

6.2.1 Content of description

The version of the current BPoS handbook.

6.2,2 _Purpose of description
Thd purpose of this key element is:
a) |to determine if the version of the handbook is the most current one;

b) [to trace changes through the versions of the handbook.

6.2|3 Suggestions for description
The information regarding the version of the BPoS handbook unambiguously acknowledges:

a) | how multiple versions of the BPoS handbook match or refet to’one particular version gf the BPoS
description;

EXAMPLE1 Changes have occurred in the BPoS handbook according to marketing apd internal
management requirements, while the BPoS description remains unchanged.

b) [how one version of the BPoS handbook refers to.separate versions of the BPoS descriptidn;
EXAMPLE 2  The costs for a BPoS have chatged, so the corresponding BPoS description has also been
changed. However, the business processing procedure within the BPoSP has remained unchanged, and its

reference in the BPoS handbook is left as‘itwas, citing the previous version of the BPoS descriptipn.

c) |ifthe BPoS handbook is stored electronically, the traceability of changes is ensured.
6.3 Roles of departments:and BPoSP staff involved in BPoS

6.3{1 Content of description

Thd roles of departments and BPoSP staff connected to steps of any possible procedures [within the
whole life cycle ofthe BPoS.

NOTE A mapping table reflects the relationships between roles and departments and BPoSP staff}illustrating
pospibly changing dynamics.

6.3|2~ Purpose of the description

The purpose of describing this key element is to help BPoSP staff dealing with the relevant business
topics understand departments' engagement and cooperation and facilitate communication.

6.3.3 Suggestions for description
The information concerning the roles of departments and BPoSP staff in the BPoS handbook includes:

a) allroles connected with any business processing procedures, including any non-standard business
processing procedures;

b) if possible, a swim lane diagram to illustrate tools and their use;

c) departments and their BPoSP staff within the hierarchy;
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