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Foreword

ISO (the

International Organization for Standardization) and IEC (the International Electrotechnical

Commission) form the specialized system for worldwide standardization. National bodies that are
members of ISO or IEC participate in the development of International Standards through technical
committees established by the respective organization to deal with particular fields of technical

activity.

ISO and IEC technical committees collaborate in fields of mutual interest. Other international

organizations, governmental and non-governmental, in liaison with ISO and IEC, also take part in the

work. |

the field of information technology, ISO and IEC have established a joint technical committee,
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A list of

JTC 1.

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

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

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

planation on the meaning of ISO specific terms and expressions related to conformity assessment,
s information about ISO’s adherence to the World Trade Organization (WTO) principles in thie
1l Barriers to Trade (TBT) see the following URL: www.iso.org/iso/foreword.html.

mittee responsible for this document is ISO/IEC’]JTC 1, Information technology, Subcommittee
 Service Management and IT Governance.

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

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

Y

50/IEC 30105 (all parts) specifies the lifecycle process requirements involved in the ITES:BPO industry.

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

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

—+ It is an improvement standard that enables risk determindtion and improvement for| service
providers performing outsourced business processes. It alsg.serves as a process referenge model
for service providers.

+ Itfocuses on IT enabled business processes which aré.outsourced.

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

+ Process improvement implemented usingtISO/IEC 30105 (all parts) can lead to clear return on
investment for customers and service providers.

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

igure 1 illustrates the key entities and relationships involved in an ITES-BPO service. It inclpdes the
ustomer, the ITES-BPO service provider and various levels of suppliers. This is as per the supply chain
elationship depicted in ISO/IEC 20000-1:2011, 7.2.

=5 O I

Supplier 1

Customer Service provider Supplier 2

Sub-contracted
SUpplEers3a

Lead supplier 3

Figure 1 — ITES-BPO key entities

This document details the terms and concepts of the ISO/IEC 30105 series. It contains definitions for
the terms used in ISO/IEC 30105 (all parts) and explains the concepts. It also details the lifecycle of
ITES-BPO and the relationship between ISO/IEC 30105 (all parts) and other relevant standards.

© ISO/IEC 2016 - All rights reserved v
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Information technology — IT Enabled Services-Business

Process Outsourcing (ITES-BPO) lifecycle processes —

Part 4:

Terms and concepts
r Y

1 Scope

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

—+ covers IT enabled business processes that are outsourced;

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

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

—+ defines terms and concepts used in ISO/IEC 30105

Normative references

[ NS

There are no normative references in this decument.

Terms and definitions

L)

vl

or the purposes of this document, the terms and definitions given in ISO/IEC 33001
bllowing apply.

-

I50 and [EC maintain terminological databases for use in standardization at the following addr

— [EC Electropediaravailable at http://www.electropedia.org/

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

A

utplti{of one or more relevant process assessments conducted in accordance with the prov

business
esses to
cument:

and the

esses:

sions of

3
dssessed-capabilities
g
I

5071IEC 30105

3.2
assessment indicator

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

Note 1 to entry: Examples include work products, practice or resource.

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

© ISO/IEC 2016 - All rights reserved
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3.3
assessment input
information required before a process assessment can commence

[SOURCE: ISO/IEC 33001:2015, 3.2.3, modified]

3.4
assessment output
tangible results from an assessment

Note 1 tgentry: See assessment record (3.5).
[SOURCE: ISO/IEC 33001:2015, 3.2.4, modified]

3.5
assessnmient record
orderly flocumented collection of that information which is pertinent to the assessment.and contributes
to the understanding and verification of the process profiles generated by the assessment

[SOURCE: ISO/IEC 33001:2015, 3.2.7, modified]

3.6
base practice
activity that, when consistently performed, contributes to achieving a specific process purpose

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

3.7
basic prjocess set
set of prpcesses that ensure the achievement of maturitylevel 1

j=

Note 1 tolentry: A basic process set will include a minimunisset of processes, together with additional and option§
processef determined by the organization context for the assessment.

[SOURCE: ISO/IEC 33001:2015, 3.3.4, modified]

3.8
business continuity
capability of the organization to edntinue delivery of products or services at acceptable pre-defined
levels following disruptive incidents

[SOURCE: ISO 22301:2012, 3.3/modified]

3.9
business process
collectidn of related; structured activities that produce a specific service or product for a particulg
customgr

—

3.10
capabilitydimension
set of elements in a process assessment model explicitly related to the measurement framework for
process capability

3.11

contract management

managing contract creation and changes, with mutually agreed terms and conditions under which
the contracting parties perform their obligations, contract execution and governance to maximize
operational performance and minimize risk

2 © ISO/IEC 2016 - All rights reserved
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3.12
correction
action to eliminate a detected nonconformity

[SOURCE: IS0 9000:2015, 3.12.3, modified]

3.13
corrective action
action to eliminate the cause of a detected non-conformity or other undesirable situation

[

OURCE: 150 Y000: 2015, 5.12.2, modiried]

14

efined process

plemented process that is managed and tailored from the organization’s set of standard p
ccording to the organization’s tailoring guidelines

ote 1 to entry: A defined process has a maintained process description, inputs/outputs, measures, 3
rocess improvement information, which contribute to the organization’s process(assets. For example, a

roject.
OURCE: ISO/IEC 33001:2015, 3.1.2, modified]

A5

xtended process set

set of processes specific to a maturity level higher thannmaturity level 1 that ensures the achi
f the relevant process attributes

ote 1 to entry: An extended process set will include the minimum set of processes, together with addit
tional processes determined by the organization.¢ontext for the assessment.

OURCE: ISO/IEC 33001:2015, 3.3.5, modified]

16

eneric practice

ctivity that, when consistently~performed, contributes to the achievement of a specific
tribute

OURCE: ISO/IEC 33001:20615, 3.3.6, modified]

a7
eneric resource
sources such@suman, financial, technical, that are used when performing a process

.18
ipfrastructure

focesses

nd other
project’s

efined process provides a basis for planning, performing, and improving the prgject’s tasks and activities of the

evement

onal and

process

ardware, software and working environment and controls to support business process outsoiircing

19

innovation

search for and the discovery, experimentation, development, implementation and adoption of new

products or services
[SOURCE: 1SO 37500:2014, 3.6, modified]

3.20
knowledge transfer
KT

structured approach for imparting a pre-existing or acquired learning, to a team or a person, to help

them attain required levels of knowledge or skill

© ISO/IEC 2016 - All rights reserved
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3.21

maturity model
model, derived from one or more specified process assessment model(s), that identifies the process sets
associated with the levels in a specified scale of organizational process maturity

[SOURCE: ISO/IEC 33001:2015, 3.3.7, modified]

3.22

objective evidence
data supporting the existence or veracity of something

Note 1 to
[SOURCI

3.23
organiz
group of

[SOURCH

3.24

organiz
extent t
contriby

Note 1 to
[SOURCI

3.25

organiz
identifid
of busin

Note 1 to

the orgamization’s unit may be the whole organization.

3.26

outsoulcing

business

Note 1 to
organiza

— the

— TIeso

entry: Objective evidence can be obtained through observation, measurement, test or other means,

£: 1SO 9000:2015, 3.8.3, modified]

ation
people and facilities with an arrangement of responsibilities, authorities and¥elationships

£: 1SO 9000:2015, 3.2.1, modified]

ational process maturity
b which an organizational unit consistently implements processes within a defined scope th4
tes to the achievement of its business needs (current or prejécted)

—

entry: The defined scope is that of the specified maturity model.

: ISO/IEC 33001:2015, 3.4.2, modified]

ational unit
d part of an organization that deploys oneor more processes that operate within a coherent sg
bss goals, and which forms the basis forthe scope of an assessment

(s

entry: An organization’s unit is typically part of a larger organization, although in a small organization,

model for the delivery, of a product or services to an organization by a third party provider

—

entry: Outsourcipgisan alternative to the provision of those products or services within the custome
fion, where

utsourcingprocess is based on a sourcing decision (make or buy),

urces_can‘be transferred to the provider,

— the ]frovider is responsible for the product or service for an agreed period of time, and

— the accountability for delivery outcomes is owned by the customer and the provider is responsible for
performing the services.

[SOURCE: ISO 37500:2014, 3.10, modified]

3.27

pilot project
project designed to test a preliminary version of an information processing system under actual but
limited operating conditions and which will then be used to test the definitive version of the system

[SOURCE: ISO/IEC 2382:2015, 2122669, modified]
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3.28
preventive action
action taken to address the cause of potential non-compliance

[SOURCE: ISO 9000:2015, 3.12.1, modified]

3.29
process
set of interrelated or interacting activities which transforms inputs into outputs

pOURCE: IS0 Y000: 2015, 5.4.1, modined]

.30
rocess assessment
isciplined evaluation of an organization unit’s processes against a process assessment model

Q.= -

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

[
3.31

process assessment model
model suitable for the purpose of assessing a specified process quality,characteristic, based on one or
more process reference models

[FOURCE: ISO/IEC 33001:2015, 3.3.9, modified]

3.32

process attribute

measurable property of a process quality characteristic

[FOURCE: ISO/IEC 33001:2015, 3.4.3]

3.33

pArocess capability

dharacterization of the ability of a procé&ss’to meet current or projected business goals

[FOURCE: ISO/IEC 33020:2015, 3,1}

3.34

process risk determination

systematic assessment and” analysis of selected processes within an organization against fa target
drocess profile

Note 1 to entry: Amnalysis can be carried out with the aim of identifying the strengths, weaknesses and risks
associated with 4seof the processes in meeting a particular specified requirement.

(%]

.35
pgrocesscapability level
haraéterisation of a process on an ordinal measurement scale of process capability

Q

[EOURCE: ISO/IEC 33020:2015, 3.2]

3.36

process dimension

set of process elements in a process assessment model explicitly related to the processes defined in the
relevant process reference model(s)

Note 1 to entry: The elements of the process dimension include processes, process purpose statements, process
outcomes, and process performance indicators.

[SOURCE: ISO/IEC 33001:2015, 3.3.10, modified]

© ISO/IEC 2016 - All rights reserved 5


https://standardsiso.com/api/?name=c86e425a8bdf5ea46e9ef2272fa4e245

ISO/IEC 30105-4:2016(E)

3.37

process improvement
actions taken to improve the quality of the organization’s processes aligned with the business needs
and the needs of other concerned parties

[SOURCE: ISO/IEC 33001:2015, 3.1.7]

3.38

process outcome
observable result of the successful achievement of the process purpose

Note 1 td
An outcg
meeting

[SOURC]

3.39
process

extent t¢ which the execution of a process achieves its purpose

[SOURCH

3.40

process
model c
purpose
process¢

[SOURCH

3.41

quality
the org
resourc

Note 1 td

management system.

[SOURC]
3.42

root cayse analysis

analytic
or arisK

Note 1 to

[SOURCH

entry: An outcome is an artefact, a significant change of state or the meeting of specified constraints.
me statement describes one of the following: production of an artefact; a significant change in_stat¢;
bf specified constraints, e.g. requirements, goals.

E: ISO/IEC 33001:2015, 3.3.11, modified]

performance

: ISO/IEC 33001:2015, 3.4.7]

reference model
bmprising definitions of processes in a domain of application, described in terms of procegs

and outcomes, together with an architecture describing the relationships between thie
S

£: ISO/IEC 33001:2015, 3.3.16, modified]

management system
hnization framework whose structure” provides the policies, processes, procedures, and
s required to implement the quality- tranagement plan

entry: The typical project quality management plan should be compatible to the organization’s qualitly

E: 1SO 9000:2015, 3.5.4, modified]

al technique usedto determine the basic underlying reason that causes a variance or a defeqt

entry: Axreot cause can underlie more than one variance or defect or risk.

£ 1ISO/1EC/IEEE 24765:2010, 3.2610, modified]

3.43

supplier

organization or part of an organization that is external to the service provider’s organization and
enters into a contract with the service provider to contribute to the design, transition, delivery and
improvement of a service or services or processes

Note 1 to entry: Suppliers include designated lead suppliers but not their sub-contracted suppliers.

[SOURCE: ISO/IEC TR 20000-10:2015, 2.35]

© ISO/IEC 2016 - All rights reserved
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3.44

tailoring guideline
tailoring standard
instructions that enable an organization to adapt standard processes appropriately to meet specific needs

Note 1 to entry: Tailoring a process adapts the process description for a particular end. For example, a project
creates its defined process by tailoring the organization’s set of standard processes to meet the objectives,
constraints, and environment of the project. The organization’s set of standard processes is described at a
general level that cannot be directly usable to perform a process. Tailoring guidelines aid those who establish the
defined processes for specific needs.

N

ot

L .0 g =~

—y p—

ote 2 to entry: Tailoring guidelines describe what can and cannot be modified and identify process.cof
hat are candidates for modification.

45

ransition

ransition in

ctivities for migrating agreed upon knowledge, assets, liabilities, systems, processes and peo
he customer to the provider or back in-house, in order to create desired delivery capability

SOURCE: ISO 37500:2014, 3.24, modified]

46

ransition out

ctivities for migrating agreed upon knowledge, assets, liabilities, systems, processes and peo
ne service provider to another, or back in-house, enabling the customer to change service pra
ervice solution

47

york environment

ombination of conditions under which work is'performed, including physical, environmental a
hctors (such as noise, temperature, humidity,lighting or weather) excluding technology

ote 1 to entry: The work environment supports organization, customer, regulatory, human reso
usiness process requirements.

Concepts

.1 General

50/IEC 30105 (all\parts) establishes a framework for performing process assessment for §
PO service. This,framework can be extended and adapted to address the assessment of other
uality characteristics. The principal focus of ISO/IEC 30105 (all parts) is on assessment of the
uality charadcteristic of process capability.

50/1EE€-30105 (all parts) provides a structured approach for the assessment of processeg
bllowing purposes:

nponents

ple from

ple from
vider or

nd other

urce and

an ITES-
process
process

for the

— to understand the state of its own processes for process improvement;

— to determine the suitability of another organization’s processes for a particular contract

contracts.

The framework for process assessment:

— facilitates self-assessment;

— provides a basis for use in process improvement and risk determination;

© ISO/IEC 2016 - All rights reserved
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4.2

process|assessment model for ITES-BPO. It includes all aspects of an ITES-BPO outsourced sérvic
from dejeloping an ITES-BPO solution through service delivery to transitioning out. Itdncludes t
leadersHip, relationship management and enabling processes which support the outsourced busineg
across ifs lifecycle.

Figure 7 lists the processes from ISO/IEC 30105-1 that are included in the process dimension\of t:E

takes into account the context in which the assessed process is implemented;
enables production of a process profile;

addresses the ability of the process to achieve its purpose;

is appropriate across all business process domains and sizes of organization;

provides an objective benchmark among organizations.

ITES-BPO Iifecycle process categories

[72)

Strategic enablement

Relationship
- . Service .
Solution Transition in ) Transition out
delivery

Tactical enablement

Operational enablement

The ITES-BPO process categories are as follows:

Figure 2 — ITES-BPO lifecycle process categories

[72)

Strgtegic «enablement processes: include strategic direction and review of the busineg
performance against plan for the service provider organization and innovation process to bring i
bregkthrough changes;

—

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

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

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

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

© ISO/IEC 2016 - All rights reserved
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— Transition out process: covers the movement of the business process delivery back to the customer
or to a different service provider;

— Tactical enablement processes: involve a set of processes that enables achievement of the objective
of the core service delivery processes. These are tactical in nature;

— Operational enablement processes: involve a set of processes that ensures day-to-day operations
of service delivery are supported and are performed alongside the service delivery processes.

Table 1 lists the ITES-BPO lifecycle process categories and their description. Each element is further
sfibdivided 1nto sub-elements 1dentifying their Key responsibilities.

Table 1 — ITES-BPO lifecycle process categories

Process categories Process Description
$trategic enable- |Leading the organization towards achievement of business objectives by providipng
nent resources, direction and achieving customer satisfaction.
Strategic planning and Determines the strategic oljjectives based on analysis of
direction setting external environment anddnternal capability.

Develops business plans and reviews performancp
against these plans,

Innovation management Drives delivery of major change to deliver signifigant
benefits to stakeholders.
Relationship Establishing processes for managing customers and suppliers to ensure objectives are
aligned and manage the relationships.
Customer relations Establishes and implements management of custqmer
management relationships.
Supplier management Establishes and implements management of suppliers to

meet identified requirements.

$olution Developing feasible solutions and proposals to transfer knowledge, mobilize people and
create the infrastructure. It plans for transition, service delivery risk managemept,

information security, and business continuity. A suitable solution would lead to the sign-
off of the contract.

Solution development Identifies any supplier requirements.
Identifies constraints.

Designs the complete solution, develops the key
deliverables and achieves sign-off by the customet.

Contract lifecycle Develops, agrees and manages the contract in
management consultation with customer.

Undertakes due diligence:
— assessment of customer’s baseline performange;

— assessment of customer’s legal, business, statfitory
and regulatory requirements, translating them infto

delivarablac fraom thao carvica nrayvidar
ceveranteS+Hrem-tne-Servee-provt

Understands the contract financials, obligations, and
limitations.

Ensures adherence to contractual requirements.

Transition in Migrating a business process from customer delivery to service provider delivery via
seamless transfer of knowledge and effective project management, ensuring that service
levels are achieved, in line with contracted service requirements.

© ISO/IEC 2016 - All rights reserved 9
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Table 1 (continued)

Process categories

Process

Description

People mobilization

Identifies the resources required with the relevant skill
sets for employee recruitment to enable service delivery.

Creates training plans, milestones and review mecha-
nisms.

Plans and implements required training for pilot team.

Alignc the stakehaoldersaithin the customer oraganization

and obtains formal agreement for the people mobilization

Infrastructure setup —
technology

Evaluates and finalizes detailed technology requiréments
and fulfilment plan, including:

— design to meet technology requirements;
— design of the technology setup

Implements technology with formal agreement obtained
from all internal and external stakehdlders.

Infrastructure setup —
non-technology

Includes the physical infrastructure, such as employee
facilities, premises, security; housekeeping and transport,

Management, maintenance and monitoring of
non-technology infrastructure within the agreed
requirements with-tlfe customer or set internally.

Implements non-technology infrastructure with formal
agreement obtained from all internal and external stake-
holders.

Knowledge transfer

Maps and attains knowledge of the customer process.

Creates training material which details the customer
pracess; training plan key contacts, process checkpoints.

Service delivery planning

Creates mechanisms for operational service
measurement, management and governance.

Identifies potential risks in the process and prepares
mitigating plans.

Pilot implementation

Creates the project plan in the pilot stage with customer
agreement.

Defines success criteria to support sign-off of pilot com-
pletion.

Executes the pilot plan.

Validates service level agreements and baseline process
service levels.

Assesses service delivery readiness to implement.

Achieves sign-off of pilot based on agreed success criterig
and formal agreement to proceed into service delivery.

Service delivery

Executing customer’s business processes on a day-to-day basis as an extension of the
customer’s business, in line with the defined processes to meet the agreed quality level.

Service delivery execution

Undertakes service delivery in accordance with the
service delivery plan to meet customer requirements.

Service delivery reporting

Reports the status of performance and deliverables at a
defined frequency.

Service level management

Monitors and manages delivery to service level targets as
agreed with the customer.

Business process management

Manages and optimizes the business process in an
effective way through appropriate controls.

10
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Table 1 (continued)

Process categories Process

| Description

Transition out
alternative service provider.

Migrating a process from service provider delivery to that of the customer or an

Transition out

Establishes and implements plans for the transfer of the
service to the customer/service provider to meet defined
requirements and contractual commitments. This may
include:

— as35ers;
— resource;

— knowledge.

Tactical enable-

ment effective delivery.

Managing service delivery through a set of key processes that underpin seamlesg and

Management review

Performs a comprehensive review of its managenjent
system periodically and takes actions to address (leficien-
cies and gaps identified in’this review.

Financial management

Ensures effective mapagement of finances and funding.

Change management

Ensures all changes-are recorded, assessed, authdrized
and controlled.

Knowledge management

Establishes and implements knowledge sharing among
stakeholdérs)

Identifies, controls and provides the required knqwledge
to ehable resources to perform their work and deliver
improvements.

Establishes and maintains a set of “knowledge asgets” for
use across the organization.

Risk management

Identifies, monitors and manages risks.

Evaluates and mitigates risks to understand and mini-
mize impact to service delivery.

Business continuity
management

Identifies requirements and monitors and managges
business continuity.

Provides assurance to customers with an approptiate

business continuity plan to ensure continuity of business
services to agreed service levels during and after|service
disruptions.

Audit management

Monitors delivery conformance through an audit process,
initiating the necessary actions for identified non} con-
formances.

Continual improvement

Identifies continual improvements opportunities,

Initiates improvements to continually improve the
processes.

Operational ena-
blement

Iransaction quality
management

Monitors transaction quality on the basis of agreed
verification strategy.

Provides feedback to employees on the quality of service
and initiates any appropriate corrective/preventive action.

Information security
management

Protects the confidentiality, integrity and availability of
the data and information.

Compliance management

Monitors and manages adherence to legislative,
regulatory and statutory requirements.

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

Process categories

Process

Description

Human resource management

Monitors and manages recruitment and attrition.

Defines and manages non-standard working arrange-
ments.

Defines performance management, reward and
recognition, professional development and employee
satisfaction mechanisms.

Infrastructure and
technology management

Ensures the infrastructure and technology are
monitored, supported and managed to meet business
and service delivery requirements.

Establishes and maintains measurement of
infrastructure and technology performance;capacity
and availability, aligned to business needs:

Work environment
management

Establishes and maintains a work environment that
enables employees to work efficientlyand effectively.

[ssue management

Identifies and tracks issues to closure.

Initiates necessary corrective/preventive action based or

analysis of the root cause,

4.3 The assessment framework

4.3.1 [SO/IEC 30105-1 — Process reference model

The progess reference model (PRM) defines the ITES-BPO'‘process model which aligns process outcomes

to the biisiness benefits derived by the customer and the service provider.

Figure 3 shows the broad process categories andprocesses in the ITES-BPO lifecycle. Each process i
further flescribed in terms of process purposeand outcomes, together with an architecture describin

relationghips between the processes.

[%2)

g
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Process Categories and Processes

Strategic enablement processes:

SEN1: Strategic planning and direction setting SEN2: Innovation management

Relationship processes:

RLS1: Customer relations management RLS2: Supplier management

Solution processes:

Transition in processes:

Service delivery
processes:

Transition out
process:

SLN1: Solution
development

SLN2: Contract lifecycle
management

TRNTTPeopie
mobilization

TRN2: Infrastucture set
up - technology

SDL1: Service delivery
execution
SDL2: Service delivery

TRO1: Transitiomou

TRN3: Infrastructure set

up - non-technology reporting

TRN4: Knowledge SDL3: Service level
transfer management

TRNS5: Service delivery SDL4: Business process
planning management

TRN6: Pilot

implementation

Tactical enablement processes:
TEN1: Management review

TENZ2: Financial management

TEN3: Change management

TEN4: Knowledge management

TENS: Buginess continuity management
TENG6: Audit management

TEN7+Risk management

TENS8: Continual improvement

Operational enablement processes:
OEN1: Transaction quality management
OEN2: Information security management
OEN3: Compliance management

OEN4: Human resource management

OENS: Infrastructure and technology management
OEN6: Work environment management
OEN?7: Issue management

Figure 3 — ITES-BPO lifecycle process categories and processes

Hach process in the PRM has)the following descriptive elements.

d) Name: the name(of ‘a process is a short noun phrase that summarizes the scope of the|process,
identifying theptincipal concern of the process, and distinguishes it from other processes wiithin the
scope of the process reference model.

H) Context: for each process, a brief overview describes the intended context of the applicatign of the
process)

d _Purpose: the purpose of the process is a high level and overall goal for performing the procesy.

Dutcomac: an onteoman jc an nhcoruahls vocydt af t+ho cyecnccfiy] cohinunyaant AF+ha ppncncc urnose.
UL UITICY,:, UTT UUulLVuUITIC 1o Uit vvocr vuuiIic TroeouilIv Uj Cric JMUUUJJ] Uur UCrrreveriiceric Uj Cric [Jl \TA e re ) p p .

Outcomes are measurable, tangible technical or business results that are achieved by a process. They
are observable and assessable.

g =
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A typical process in a process reference model appears as below.

Name Solution development
Context This process covers the development of a solution meeting customer re-
quirements.
Purpose The purpose of the SLN1 process is to develop solutions that meet the

identified customer requirements within known constraints.

As a result of the successful implementation of this process:

a) customer requirements and known constraints are defined;

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

outsourced business processes;
Outcomes ] ] . o ) ]
c) solutions are identified for the transition and the deliveryof service§

that meet agreed current and future business needs;

d) customer success criteria are clearly defined;

e) solutions are formally accepted by the customet,

4.3.2 [SO/IEC 30105-2 — Process assessment model
4.3.2.1 | Process assessment model overview
In ISO/IKC 33001, the process assessment model is described as a model suitable for the purpose of assessing
a specifigd process quality characteristic, based on one or more.process reference models.
The progess reference model defined in ISO/IEC 30105-1 associated with the process attributes defined
in ISO/IEC 30105-3, establishes a process assessment model that provides a common basis for performing
assessménts on ITES-BPO lifecycle processes, enabling the results to be reported using a common rating scalg.
Figure 4shows the interrelationship of the procéess reference model with the process assessment mode],
and estgblishes the link with the measuremehnt framework that enables process capability assessmerjt
and orgdnization maturity determination:
I,’ [ ~\\\

'/ Terms and conceptsISO/IEC 30105-4 \‘ Requirements for

! Guidelines ISO/IEC 30105-5 E performing processes

: H assessment

E i ISO/IEC 33002

] Process assessment : .

| |Process reference model (PAM) H Process capability

! |modek(RRM) ISO/IEC 30105-2 — \ level

I 1§0/IEC30105-1 !

I 1

i 1 t E Process attribute

i ! rating

- Measurement i

'

! framework (MF)and | |1 Organization

] organization maturity— i maturity level

' model (OMM) H

\ ISO/IEC 30105-3 /

\\ ’I
\\\ ----------------------------------- ’I'
Figure 4 — Interrelationship across the parts of ISO/IEC 30105
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The process assessment model defines a two-dimensional model of process capability.

— Process dimension: processes are defined and classified into process categories.

— Capability dimension: a set of process attributes grouped into capability levels is defined.
The process attributes provide the measurable characteristics of process capability.

Figure 5 explains the relationship between a process reference model, a process assessment model and
the organization maturity model.

|
Meas :'Segl/(:ﬁf fig;?es-irk and : ISO/IEC 30105-2
u_ . W | Process assessment model
organization maturity model |
Level 5: Innovating (2 attributes) )
_ . . e Generic practices for each process attribute
2 E Level 4: Predictable (2 attributes) e Genericresources for each process attribute
E & | Level 3: Established (2 attributes) e Generic work products'for each process attribute
«
= E Level 2: Managed (2 attributes) J
CT . - A
Level 1: Performed (1 attribute) —» | , page practices for each process
Level 0: Incomplete : ¢ Work products for each process
______________________________ J_
—
Strategic
enablement

| Relationship |

|Transition out | —4

Tactical \_%
enablement
Operational %

enablement

Figure 5 — Relationship between PRM, PAM, MF, and OMM

The ITES-BPO process reference model and the capability dimension defined in ISO/IEC 30105 (4ll parts)
canunot bhe used alone as the basis for ﬁnnr]llrfrnn reliable and consistent assessments. nf nrnracc r]pablllty
since the level of detail available is not sufﬁczent The descriptions of process purpose and outcomes in
the process reference model and the process attribute definitions in ISO/IEC 30105 (all parts) need to be
supported by a comprehensive set of process performance and process capability indicators to undertake
performance assessment.

4.3.2.2 Process dimension

All processes in Figure 3 are included within the process dimension of the process assessment model.

Each process in the PAM is described by a purpose statement which contains objectives of the process and
a set of specific expected outcomes. The outcomes are associated with the process purpose statements, and
indicate the expected positive result of the process performance.
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Satisfying the purpose statements of a process represents the only step in achieving a level 1 process

capability where the expected outcomes are observable.

4.3.2.3

Capability dimension

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

levels an

d process attributes are set out in ISO/IEC 30105-2 together with the relevant process capability

indicators.

Evolving
grouped
of achiey
attribut
in achiey

A capab
a proces
process

4.3.2.4

4.3.2.4.

The pro
by demd
indicato
to capal
level 1. T,
represeri
can be u

Figure
capabili

into capability levels. Process attributes are process features which can be evaluated on a sCa
rement to provide a process capability measure. They are applicable to all processes. Each proces
e describes a feature of the overall capability of managing and improving process effectivenes
ing its process purpose and contributing to the organization’s business goals.

“© »n

lity level is a set of process attribute(s) that together describe an ability to operate-and perfory
s at a given capability level. The levels constitute a rational path for improvingcapability for an|
and are defined in ISO/IEC 30105-3.

< =

Assessment indicators

| Assessment indicators overview

fess assessment model is based on the principle that the capability of a process can be assessed
nstrating the achievement of process attributes on the.basis of evidence related to assessment
s. There are two types of assessment indicators: process capability indicators (PCI), which apply
ility levels 1 to 5, and process performance indicatars (PPI), which apply exclusively to capabilitly
he process performance and process capability indicators defined in the process assessment mod¢l
t types of objective evidence that might be found in an implementation of a process and therefore
bed to judge achievement of capability.

b shows how the assessment indicators are related to process performance and process
y.
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Process attributes Process assessment indicators
Level 5 [, PA5.1Processinnovation ggs' ggs' gxgs
PA 5.2 Process Innovation implementation S, kRS, s
g Level 4 PA 4.1 Process measurement ggs' ggs’ gwgs
g eve ™ PA 4.2 Process control 5, URs, s
)
g Level 3 | PA 3.1 Process definition ggs’ ggs‘ EW?
': PA 3.2 Process deployment S URS, S
- PA Z.T Performance management GPs,CRs, GWPs
'S .
g Level2 [ PA 2.2 Work product management GPs, GRs, GWPs
5]
©  Level1 | PA1.1Process performance GPs, GRs, GWPs + BPs, Wps
Process capability Process perfd
Level 0 jm Indicators Indicators
2
0,
090
ON —
&
Strategic

enablement %

|Relationship | %_‘

Figure 6 —

~.

4.3.2.4.2 Process.capability indicators

The three types,of process capability indicators related to levels 1 to 5 are identified in Figure 7.
ntended to be‘applicable to all processes.

| Solution

| Transition in |

Oo
G%o | Service dehvery|
2,
Q@oﬁ. | Transition out | —
Tactical
enablement

Relationship of process assessment indicators with process capability indi
and process performance indicators

rmance

cators

TChey are

©ISO/IEC 2016
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Cc.lp abll_lty Capability
dimension| jevell-5

Process
attribute

I

Process attribute

ACHIevVement
-al...
-a2...
-an...

Proc

indi¢ators

A 4 \ 4
ess capability Generic Generic Generic
resources practices work products

Proc
indid

v :

eSS performance Bases Specific
ators practiees work products

All the p
the proc
extent t(
the judg
indicato

The gen
implemg

and many of them concern management practices, i.e. practices that are established to support thie

process

During
practice
attribut

The gen
in work

Figure 7 — Process assessient indicators

pss assessment model. They represent thétype of evidence that would support judgements of th

which the attributes are achieved. Evidence of their effective performance or existence support
ement of the degree of achievement of the attribute. The generic practices are the principql
s of process capability.

rocess capability indicators relate to the process attributes defined in the capability dimension af
e
S

eric practice (GP) indicaters are activities of a generic type and provide guidance on the
ntation of the attribute/s characteristics. They support the achievement of the process attribute

performance as it.is<¢haracterized at level 1.

he evaluation{of process capability, the primary focus is on the performance of the gener
5. In general;performance of all generic practices is expected for full achievement of the proce

h

C
S

eric. Work product (GWP) indicators are sets of characteristics that are expected to be evider]t

product
indicato

products of generic types as a result of achievement of a process attribute. The generic wor

rs. They represent basic types of work products from all types of process.

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

Due to the fact that level 1 capability of a process is only characterized by the measure of the extent to
which the process purpose is achieved, the process performance attribute (PA.1.1) has a single generic

practice

indicator (GP.1.1.1). In order to support the assessment of PA.1.1 and to amplify the process

performance achievement analysis, additional process performance indicators are defined in the

process

18
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4.3.2.4.3 Process performance indicators

There are two types of process performance indicators: base practice (BP) and work products (WP)
indicators. Process performance indicators relate to individual processes defined in the process
dimension of the process assessment model and are chosen to explicitly address the achievement of the
defined process outcomes.

Evidence of performance of the base practices and the presence of work products with their expected
characteristics provide objective evidence of the achievement of the process outcomes.

base practice is an activity that addresses the purpose of a particular process. Conpistently
erforming the base practices associated with a process helps to consistently achievenrthe process
urpose. A coherent set of base practices is associated with each process in the process dinmiengion. The
ase practices are described at an abstract level, identifying “what” should be done wiithout spgecifying
how”. Implementing the base practices of a process should achieve the basic outcomes that reflect the
rocess purpose. Base practices represent only the first step in building process-capability, put they
epresent the unique, functional activities of the process, even if that performance is not systermatic.

2o

=S

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

<7D O o

NS

.3.3 ISO/IEC 30105-3 — Measurement framework and organization maturity model

N

.3.3.1 Measurement framework

Vithin a measurement framework, the measure of capability is based upon a set of process atfributes.
ach process attribute defines a measurable® property of process capability. The extent to which
rocess attributes are achieved is characterized on a defined rating scale. The process capability level
br an assessed process is derived fromcthe set of process attribute ratings represented in the| process
rofile. Although process attributes are defined in such a way that they can be rated independently of
ne another, this does not imply thatthere are no relationships between them, e.g. the achiev¢ment of
ne process attribute can be assoeiated with the achievement of another process attribute within the
heasurement framework.

S 0 oM =hrs oo

rocess capability is defineéd on a six-point ordinal scale that enables capability to be assesded from
hcomplete through toInnovating. The scale represents an increasing capability of the implemented
rocess, from failingto achieve the process purpose through to continually improving and beinig able to
espond to organizational change.

= —

he process.performance and process capability indicators in this model give examples of ¢vidence
hat an asSessor might obtain or observe in the performance of an assessment. The evidence ¢btained
h the_assessment, through observation of the implemented process, can be mapped onto t‘hﬂe set of
hdicators to enable correlation between the implemented process and the processes definef in this
sSessment model.

Q) e o= =+ 3

These indicators provide guidance for assessors in accumulating the necessary objective evidence to
support judgements of capability. They are not mandatory.

An indicator is defined as sources of objective evidence used to support the assessor’s judgement in
rating process attributes.

Observable evidence collected during an assessment is used to confirm the indicators (e.g. practices are
performed). All such evidence comes either from the examination of work products of the processes
assessed or from statements made by the performers and managers of the processes.
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