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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;

© ISO/IEC 2024 - All rights reserved
iv


https://www.iso.org/directives-and-policies.html
https://www.iec.ch/members_experts/refdocs
http://www.iso.org/patents
https://patents.iec.ch/iec/pa.nsf/pa_h.xsp?v=0
https://www.iso.org/iso/foreword.html
https://www.iec.ch/understanding-standards
https://standardsiso.com/api/?name=e7728724e40eff730a204b4fcc0f3260

ISO/IEC 30105-2:2024(en)

— 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

in the
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appliclk]ﬂe in its entirety. Supersets and subsets are selected according to the context and the scopq

aSSess
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model
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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
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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
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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
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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.

© ISO/IEC 2024 - All rights reserved
9


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

ISO/IEC 30105-2:2024(en)

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.
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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".

© ISO/IEC 2024 - All rights reserved
21



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

ISO/IEC 30105-2:2024(en)

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.

© ISO/IEC 2024 - All rights reserved
30



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

ISO/IEC 30105-2:2024(en)

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.
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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 [O