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Foreword

ISO (the

International Organization for Standardization) and IEC (the International Electrotechnical

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

activity.

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

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

work. |

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

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

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

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

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

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

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

Y

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

—

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

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

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

+ Itfocuses on IT enabled business processes which are outsourced.

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

-+ Process improvement implemented usiiig ISO/IEC 30105 (all parts) can lead to clear rgturn on
investment for customers and service\providers.

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

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

Q. o

Supplier 1

Customer Service provider Supplier 2

Sub-tomtracted
supplier 3a

&

Lead supplier 3

Figure 1 — ITES-BPO key entities

This document provides guidance to the other parts of ISO/IEC 30105 and the requirements for
assessing processes. This document, in such a context, provides guidance on the application of the
process assessment model, how to strategically leverage the assessment and then how to use it in the
context of an improvement programme for an ITES-BPO organization.
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 5:
Guidelines

1 Scope

IBO/IEC 30105 specifies the lifecycle process requirements performed by the(FFenabled business
drocess outsourcing service provider for the outsourced business processes. Itrdefines the prog¢esses to
glan, establish, implement, operate, monitor, review, maintain and improve its’services. This dgcument:

—+ covers IT enabled business processes that are outsourced;

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

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

-+ provides guidance on application of the process assessment model, how to strategically |everage
the assessment and to use it in the context of animprovement programme or risk assessment for an
ITES-BPO service provider organization.

Normative references

[ \S]

—]

he following documents are referred-to in the text in such a way that some or all of their| content
onstitutes requirements of this.document. For dated references, only the edition cited applies. For
ndated references, the latest edition of the referenced document (including any amendments)|applies.

(ol @)

50/IEC 30105-2:2016, Inforination technology — IT Enabled Services-Business Process Outsourcing
| TES-BPO) lifecycle procésses — Part 2: Process assessment model (PAM)

~ —

50/1EC 30105-3:20&6;Information technology — IT Enabled Services-Business Process Outsourcing (ITES-
PO) lifecycle processes — Part 3: Measurement framework (MF) and organization maturity model (OMM)

—_— e

50/1EC 33020;-Information technology — Process assessment — Process measurement framework for
ssessment-of process capability

S

3 Terms and definitions

For the purposes of this document, the terms and definitions given in ISO/IEC 30105-4, ISO/IEC 33001
and ISO/IEC 33020 apply.

[SO and [EC maintain terminological databases for use in standardization at the following addresses:

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

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

© ISO/IEC 2016 - All rights reserved 1
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4 Purpose

This document aims to provide guidance on the following:

a) the key parts of ISO/IEC 30105 (all parts), including the process assessment model, measurement
framework and the organization maturity model;

b) how to undertake process assessment and determine organization maturity through assessment of
process risk;

c) the
rati
mat
orgd

d) use
(PI)
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engagenphent will lead to identification of the strengths, weaknesses and risks related to the processe$
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urity through process quality. Process quality is demonstrated through assessment‘of t
inization’s ability to establish, manage and execute its processes with high capability;

of the assessment and outcomes as part of a framework for performing process improvemer
in a continual cycle.

ents to identify the strengths, weaknesses and risks associated with.déploying the processe
h specific requirement.

" organization wanting to determine the process risks of its own’processes.

the results of a current state assessment for an ITES-BPO service provider organization

ability to support continual improvement.

of the output from a process assessment and process risk determination findings agains
hizational unit’s business goals and the joint business goals of a customer-service provide

ns, structure, etc. This can help to determine whether the processes are effective in achievin|
goals and provide the critical triggers for making improvements.

lance on assessment of process risk covers the following:

view of process capability:target capability, process oriented risk analysis;
ance for conducting anf@assessment of process capability: core and extended.
lance on PI providésthe following:

view of PI: the factors which drive ITES-BPO process improvement and the underlying gener4
ciples;

hodology for PI: improving ITES-BPO processes within a continual improvement cycle;

pective, including an overall framework for process measurement

ent of process capability is concerned with analysing the output of(cenformant process

ent of process risk is applicable across all ITES-BPO domains<and to any ITES-BPO servige

fe and prioritize improvement plans. These plans improve the processes, thus creating thie

surement framework and management: ITES-BPO process improvement from a managemerjt

—

[72)

o

= o+
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g
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The PAM is designed to provide organizations with an integrated approach to organizational
performance management that results in the following:

— delivery of increased effectiveness in driving outcomes to customers and stakeholders, contributing
to organizational sustainability;

— imp

rovement of overall organizational effectiveness and capabilities;

— organizational and personal learning.

These service provider improvements can be marketed to outsourcing companies (customers) and can

provide

2

increased value to customers and stakeholders.
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For all practical purposes, “value” can be considered as business outcomes achieved in line with the

requirements of the customer contract or customer requirements.

The adoption and implementation of ISO/IEC 30105 (all parts) can lead to the following benefit
a) agreater degree of standardization of base practices in this important industry segment;
b) benchmarking for useful comparisons across adopting service provider organizations;

c) improved process efficiency and productivity, improved asset utilization and

S:

reduced

services;

d) improved customer focus and customer satisfaction, leading to a clear return on,investm

business benefits to the customers and all direct stakeholders;

providers through the adoption of the ITES-BPO process reference mode;

f) for customers (who use the ITES-BPO services), a mechanism te\understand the capab

programmes;

g) over a period of time, improved processes, shorter tramsition lead time for new processes,

greater maturity and value from service providers, which can be further leveraged.

[&u |

ITES-BPO process context

= Q. 0O

erformance and quality of delivery and the quality of experience.

(]

[ES-BPO services are based on delivery of business process transactions, which are o
omplexity and have ditect impact on the customer organization’s business delivery. Typi

[olle)]

nd transformation Savings through an expert service provider.

his allows theweutsourcing customer organization to stay focused on its core strategic go

1t 1. i 1 _£..:1 i faal L£o:1 4] L. H H 4] s £ t d
ITILCT llcll/CALCl IIdal 1dITu1lrtcs Ul lJULCllLlal IaruIrcys, LU1ITl CUy lllllJlUVlllS LIIC quauLy Ul Ubll.pu an

bnt from

the maturity assessment journey. This also creates an ability to achieve and fommunicate the

g) reduced time to maturity for new start-up service providers and new serwices for existing service

ilities of

service providers through a common standard, leading to increased levels of transpargncy and
trust. It also provides a mechanism to jointly solve issues proactively and to work on the §trategic

reduced

defect rates, improved cycle time, improved time te_market, better risk determination, ifnproved
productivity, etc. This can then lead to direct/indirect benefits to outsourcing companies due to

he processes in an ITES-BPO service provider organization have two distinct characteristicyg. Firstly,
perational service delivery, i.e. process execution, happens in real time. Secondly, the processes are
riven by service level agreements(SLAs) and key performance indicators (KPIs), which measure the

f varied
cally, an

utsourcing approach _is ‘adopted by a customer to gain overall process efficiency, economies| of scale

hls, end-

stomer management and business growth, while the service provider organization tgkes full

wnership of process delivery.

ne£of the key requirements in outsourcing is business continuity management (BCM)
utsourced operations so that the overall system works at the desired level of assurance.

for the

Figure 2 shows the service provider view for a typical customer engagement lifecycle.
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Strategic enablement: Strategic planning and direction setting, innovation
management

[ Relationship processes: customers relations management, supplier management

Solution
processes
[ Transition in
I
Service Outcomes and, (-
delivery results (\'\
D D Transition out

Talctical enablement: Management review, financial management, change
management, knowledge management, business continuity management, audit
management, risk management, continual improvement

Operational enablement: Transactional quality management, infrastructure and
techinology management, information security management, human resource
management, work environment management, issue management, g\

compliance management P (@)

Figure 2 — End-to-end view of ITES-BPO eéngagement lifecycle

ISO/IEC|30105 (all parts) addresses the following key quéstions for an ITES-BPO organization.
— How to manage performance across the framework of people, process and technology?

— How to best stabilize and improve the procéesses?

— How to optimize and sustain the processes?

— How to align improvement and process efforts to desired results?

— How to ensure process improvement benefits and quality results?

— How to achieve a differentiated approach for maturity?

6 ITHES-BPO process structure

Figure 3 lists the processes from ISO/IEC 30105-1 that are included in the process dimension of t
process |assessment model for ITES-BPO. It includes all aspects of an ITES-BPO outsourced serviceg,
from deyeloping an ITES-BPO solution through service delivery and to transitioning out. It includes t
leadersHip;relationship management and enabling processes which support the outsourced busineds
across itsTifecycle.

4 © ISO/IEC 2016 - All rights reserved
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Strategic enablement

Relationship

Cayyricon

—

JOUIL VIUGO

delivery

Solution Transition in Transition oult

Tactical enablement

Operational enablement

he ITES-BPO process categories are as follows.

Figure 3 — ITES-BPO lifecycle process categories

Strategic enablement processes: include strategic direction and review of the
performance against plan for the service provider organization and Innovation process to
breakthrough changes.

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

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

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

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

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

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

business
bring in

and the

contract

omer to
pability,

to day

ustomer

bjective

ofthe core service delivery processes. These are tacticalinnature.

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

erations

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

The process reference model, as shown in Figure 3, categorizes the ITES-BPO lifecycle processes:

strategic enablement;
relationship;
solution;

transition in;

© ISO/IEC 2016 - All rights reserved
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service delivery;
transition out;
tactical enablement;

operational enablement.

The purpose of the process categories is to give clarity on the ways of working, as a group of linked and
inter-dependant processes within the process framework, for ease of understanding for the reader.

The ITEP-BPO lifecycle processes have been categorized as below.

a)

b)

d)

Strdtegic enablement processes: include strategic direction and review of the busineg
performance against plan for the service provider organization and innovation process tg bring i
bregkthrough changes.

- n

Senjor leaders should set business objectives, create a customer focus, establish\clear and visib
organizational values and set high expectations for the workforce. The djrections, values an
expectations should balance the needs of all direct stakeholders. Leaders shauld’ensure the creatio
of s{rategies, systems, organizational roadmap and methods for achieving performance excellence,
stimulating innovation, building knowledge and capabilities and--€nsuring organizational
susfainability. Senior leaders need to inspire and encourage the entire'workforce to contribute, t|

deve¢lop and learn, to be innovative and to embrace meaningful chHange. Senior leaders need to b

responsible to the organization’s governance body for their actions, performance and conformancg.

Thefe are two processes under this category. These are strategic planning and direction settin|
and|innovation management.

Relationship processes: cover the relationship of the'service provider with the customer and thie
suppliers.

Thepe processes are aimed at ensuring superior engagement with customers and suppliers fq
sea]nless business delivery.
0

—

Performance and quality are judged“hy an organization’s customers. Thus, the service providdr
organization should take into account all product features and characteristics, modes of customdr
accgss and support that contributé value to customers. This can lead to customer acquisition,
satipfaction, preference and loyalty, to positive referrals and to business sustainability. Custome;
driven excellence has both current and future components: understanding today’s customer needs
and|anticipating future dustomer requirements and market place potential.

Thig also includes managing any suppliers who are linked to the delivery and their performancg.
Seryice providers,ean also outsource some areas (e.g. invoice scanning, creating content) to a sulj
confracting supplier if there is a further need for optimized value delivery.

Solytion processes: detail how the ITES-BPO solution is envisaged and the contract developed and
managed!

.._ LcltC Ul CUVCIOS tllC UCTVCTIU lllCllt Ul ICQDIUIC DUlutiUllD allJu 1Iroposdils tU tl dIloSICTI NIIUVVITU )
Thl g ¥ L A | 1 P £ £ L1 ] pa | P P 1 £ 1 ] ,-]5
mobilize people and create the infrastructure. It plans for transition, service delivery risk
management, information security and business continuity.

It includes the drafting, negotiation and agreement of a formal contract, and defining and
monitoring obligations.

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

This category covers the mobilization of sufficient people with the required skills, creating the
required infrastructure, transferring appropriate knowledge, planning for service delivery and

© ISO/IEC 2016 - All rights reserved
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piloting the service delivery on a limited scale. This should be achieved with minimal disruption
to the customer’s business performance during this activity. This establishes the operational
ITES-BPO service for delivery from the service provider organization in line with the contracted

commitments, including service performance and quality targets.

Service delivery processes: include all the processes that are required for the day to day

management and delivery of ITES-BPO services.

This category of processes focuses on seamless operational delivery of business proc

esses to

achieve the required service levels and good customer experience. It aims to manage, operate and

ol

control the ongoing service delivery to achieve the desired performance levels. Serviee
is monitored against the operational performance targets, and a governance framie
implemented to produce timely and accurate service reports to support effective Commu
and decision-making.

These processes also help to manage delivery of business processes,paligned to c
requirements and related external requirements, where necessary,'to ensure con
reliability, quality, efficiency, effectiveness, continual improvement and-regulatory complia

delivery
work is
nication

ustomer
sistency,
nce.

Services are delivered continuously and in response to service requests, in accordance with service

level agreements.

Transition out process: covers the movement of the business process delivery bacl
customer or to a different service provider if needed.

This process defines how to transfer the services, in/part or full, to meet defined requij
sustained performance and contractual commitments with minimal disruption to the cust]

K to the

'ements,
omer.

Tactical enablement processes: involve a.sétof processes that enable the achievement of the

objective of the core service delivery processes. These are tactical in nature.

There are eight processes under this’ category. These are management review,
management, change management,cknowledge management, business continuity mane
audit management, risk management and continual improvement.

Operational enablement processes: involve a set of processes that ensure day to day op|
of service delivery are supported and are performed alongside the service delivery proces

There are seven protcesses under this category. These are transaction quality mane
information security’ management, compliance management, human resource mang
infrastructure ~and technology management, work environment management an
management,

igure 4 shows.the processes within the process categories in the ITES-BPO lifecycle.

inancial
gement,

erations
bes.

gement,
gement,
d issue
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Process Categories and Processes

Strategic enablement processes:
SEN1: Strategic planning and direction setting

SEN2: Innovation management

Relationship processes:
RLS1: Customer relations management

RLS2: Supplier management

Solution processes: Transition in processes:

Service delivery Transition out
processes: process:

I'RN 1 Feople

$LN1: Solution mobilization

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

TRN3: Infrastructure set
up - non-technology
TRN4: Knowledge
transfer

TRN5: Service delivery
planning

TRNG6: Pilot
implementation

SDL1: Service delivery TRO1: Transition out

execution

SDL2: Service delivery
reporting

SDL3: Service level
management

SDL4: Business process
management

Tactical enablement processes:
EN1: Management review

EN2: Financial management

EN3: Change management

FEN4: Knowledge management

TENS5: Business contifinity management
TENG6: Audit management

TEN7: Risk management

TENS: Contintfal improvement

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

DEN4: Human resource management

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

Each pro¢cess is further described in terms of process purpose and outcomes in ISO/IEC 30105-1, thie
ITES-BPO process reference model. ISO/IEC 30105-2, the ITES-BPO process assessment model, furthg
expandq this model to include the base practices, generic practices, generic resources and generic an

Figure 4 — ITES-BPO(lifecycle process categories and processes

specificwork products to.achieve the defined outcomes.

A process assessment model consists of a set of indicators for process performance and proces
capability. The indieators are used as a basis for collecting the objective evidence that enables a
assessolf to determine ratings. The set of indicators included in ISO/IEC 30105 (all parts) is not intende
to be an|all-inglusive set nor is it intended to be applicable in its entirety. Supersets and subsets that ar

approprijatéeto the context and scope of the assessment should be selected.

r
d

[CE="E=)

The process assessment model in ISO/IEC 30105-2 is directed at assessment sponsors and assessors
who wish to select a model, and associated documented assessment process, for the ITES-BPO lifecycle
processes, for risk determination or process improvement or for both.

7 Stakeholders and stakeholder value definition

Stakeholders for ITES-BPO service provider organizations can be external and internal. They can have

many different needs, often conflicting in nature.

The key direct stakeholders are as follows:

— senior management of the service provider organization;

8
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entire workforce, including leaders;

customer organization.

The key indirect stakeholders are as follows:

a)
b)

suppliers and partners;

analyst community — these are the third party rating agencies, analysts who study and rate service
providers based on their cost efficiency, brand image and automation capabilities in an ITES-BPO

4 i
CUIILTAL.

n organization’s performance measurements need to focus on key objectives and results,
should be used to create and balance value for the service provider’s key stakeholders. By
alue for the key stakeholders, the service provider organization builds loyalty.

he use of a balanced composite of leading and lagging performance measutes’ offers an
eans to communicate short and longer-term priorities, monitors actual performance and pr
ear basis for improving results.

—

—

akeholder needs are influenced by a number of drivers, e.g. strategy,changes, a changing busi
egulatory environment and technology evolutions.

he key impacts of adopting ISO/IEC 30105 (all parts) for the primiary stakeholders are as follo

Senior management of service provider organizations:

delivery rigour — consistency and predictability,iniéach transaction and overall operation|
stronger focus on internal delivery performancé’management;
focus on innovation and continual improyement;

a conscious impact to deliver towards a customer’s business objectives and financial ta
applicable;

improved customer focus and customer satisfaction, leading to a clear return on investm
adopting ISO/IEC 30105 (all parts);

reduced time to matufity for new start-up service providers, through the adoption of the
ITES-BPO process réference model;

cost efficiency;
identification of waste/inefficiency in structured way;

ability-t@ use as a benchmark and identify transformation goals and drive organization wid
managément programme;

ability to grow the business.

Results
creating

bffective
ovides a

hess and
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4

rgets, as

bnt from

defined

e change

For workforce:

a)
b)

ability to manage better with known control points;

overall learning and growth.

Customer organizations:

clarity in understanding the maturity of service providers;
improved productivity and the quality of services;

simplification of ITES-BPO provider selection and contracting;
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— cost efficiency;

— identification of waste/inefficiency in structured way;

— abil

ity to use a benchmark and identify transformation goals and drive organization-wide change

management programme;

— improved customer experience and engagement (moments of truth) throughout service and
management of interactions;
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relefant and applicable.
The keylimpacts of adopting ISO/IEC 30105 (all parts) for the secondary stakeholders are as follows:
a) abiljty to objectively rate and compare ITES-BPO service provider organizations;

b) undprstand and interpret the key process maturity measures.

While t

organizgtion is more implied and expected.

Value ard satisfaction can be influenced by many factors throughout the etistomer’s overall experiend

with th

customdr relationships, which help to build trust, confidence and loyalty.

Customgr-driven excellence means much more than reducing defects and errors, meeting requirement

or redu
defects,
long-ter

A customer-driven organization addresses not omly the product and service characteristics thg
meet bgsic customer requirements but also thdse features and characteristics that differentiat]

the org

combindtions of product and service offerings, customization of offerings, multiple access channels,

rapid re

Customgr-driven excellence is a strategic concept. It is directed toward customer retention and loyalty,

market

customqr and market requirendéents and to the factors that drive customer engagement. It demands

close at
end-cus

in the nmparketplace. Therefore, customer-driven excellence demands a customer-centric culture an
organizjtional agility:

8 Pracess reference model

The pro

ne impact to the service provider organization is direct and clear, impact to the customdr

[}

b service provider organization. These factors include the sérvice provider organization

[72)

- W

fing complaints. In addition, the service provider prganization’s success in recovering fro
service errors and mistakes is crucial for retaining customers and engaging customers for th
m.

D

D =+

inization from its competitors. Suchudifferentiation can be based on innovative offerings,

sponse or special relationships.

chare gain and business grewth. It demands constant sensitivity to changing and emerginig

ention to the voice of\the customer, managing and improving the customer experience and
fomer journey at every point of engagement and interaction. It demands anticipating changes
d

reSs reference model (PRM) defines the processes in the ITES-BPO lifecycle, described in termis

of proc
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processes.

ISO/IEC

33004 requires that processes included in a process reference model satisfy the following.

A process description shall meet the following requirements.

a) A process shall be described in terms of its purpose and outcomes.

b) The

set of process outcomes shall be necessary and sufficient to achieve the purpose of the process.

c) Process descriptions shall not contain or imply aspects of the process quality characteristic beyond the
basic level of any relevant process measurement framework conformant with ISO/IEC 33003.

10
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Each process in the PRM has the following descriptive elements.

— Name: the name of a process is a short noun phrase that summarizes the scope of the process, identifying
the principal concern of the process, and distinguishes it from other processes within scope of the process
reference model.

— Context: for each process, a brief overview describes the intended context of the application of the
process.

— Purpose: the purpose of the process is a high-level and overall goal for performing the process.

-+ Outcomes: an outcome is an observable result of the successful achievement of the procesSpurpose.
Outcomes are measurable, tangible technical or business results that are achieved(by a [process.
They are observable and assessable.

The PRM aligns outcomes to the business benefits derived by the customer and the.sérvice proyider.

ary

PRM cannot be used alone as the basis for conducting reliable and consistent-dssessments of process
pability since the level of process detail available is not sufficient.

Q

he PAM replicates the PRM and extends it to include the attributes-required to undertake af process
Apability assessment against this process reference model.

Q=

he purpose of a process reference model is to define a set of pyocesses that collectively can|support
he primary aims of a community of interest. A process refeténce model can provide the basi$ for one
r more process assessment models. The process assessment/model uses the same process desdriptions
rovided in the process reference model.

or new start-up ITES-BPO organizations or those with a less mature process framework, this PRM can
e used to expedite the creation and maturity ofitheir processes by adoption and adaption of this ITES-
PO PRM.

wellouliss| = o o

9 Process assessment model

]

h [SO/IEC 33001, the process assessment model (PAM) is described as a model suitable for the purpose
f assessing a specified process.quality characteristic, based on one or more process reference|models.

o

he process reference model defined in ISO/IEC 30105-1, associated with the process attributes
efined in ISO/IEC 30105-3; establishes a process assessment model that provides a common pasis for
erforming assessments-on ITES-BPO lifecycle processes, enabling the results to be reported using a
ommon rating scale:

Q4 o ]

]

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

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

- Capability dimension: a set of process attributes grouped into capability levels is defined

Theprocess attributes provide the measurable characteristics of process capability.

Process dimension
All processes in Figure 4 are included within the process dimension of the process assessment model.

Each process in the PAM is described by a purpose statement which contains the objectives of the
process and a set of specific expected outcomes. The outcomes are associated with each of the process
purpose statements and indicate the expected positive result of the process performance.

Satisfying the purpose statements of a process represents the only step in achieving a level 1 process
capability, where the expected outcomes are observable.

© ISO/IEC 2016 - All rights reserved 11
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Capability dimension

Process capability levels are defined in ISO/IEC 30105-3 and detailed definitions of the process
capability levels and process attributes are set out in ISO/IEC 30105-2:2016, Clause 6, together with the
relevant process capability indicators. Process capability is expressed in the PAM by grouping process
attributes into capability levels.

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

A capabllity level is a set of process attribute(s) that together describe an ability to operate and perfory
a procegs at a given capability level. The existence or not of evidence to meet these process attribute(J
helps determine the capability levels. The levels constitute a rational path for improving €apability fd
any progess and are defined in ISO/IEC 30105-3. The assessment of process attributes i determine
on the Hasis of assessment indicator evidence. There are two types of assessment jndicators: proceg
capability indicators (PCI), which apply to capability levels 1 to 5, and process performance indicatoq]
(PPI), which apply exclusively to capability level 1.

n n NS

These ipdicators enable the assessment of the extent of achievement of.a _process attribute in thie
implemgnted process. These indicators concern significant activities, resources or results associated
with thg achievement of the attribute purpose by a process.

Cc.lp abll.lty Capability
dimension| j|evel1-5

Process
"| attribute
Process attribute
achievement
-al..
-a2..
-an...
A\ 4 \ 4
Procdess capability Generic Generic Generic
indi¢ators resources practices work products
i ;
Process performance Bases Specific
indicators practices WOTK products

Figure 5 — Process assessment indicators
The three types of process capability indicators related to levels 1 to 5 are identified in Figure 5. They
are intended to be applicable to all processes.

All the process capability indicators relate to the process attributes defined in the capability dimension
of the process assessment model. They represent the type of evidence that would support judgments
of the extent to which the attributes are achieved. Evidence of their effective performance or existence
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supports the judgment of the degree of achievement of the attribute. The generic practices are the
principal indicators of process capability.

The generic practice (GP) indicators are activities of a generic type and provide guidance on the
implementation of the attribute’s characteristics. They support the achievement of the process attribute
and many of them concern management practices, i.e. practices that are established to support the
process performance as it is characterized at level 1.

During the evaluation of process capability, the primary focus is on the performance of the generic
practices. In general, performances of all generic practices are expected for full achievement of the
Jrocess attribute.

[he generic resource (GR) indicators are associated resources that can be used when perforining the
drocess in order to achieve the attribute. These resources can include human resources, tools, methods
and infrastructure. The availability of a resource indicates the potential to fulfilithe purpjose of a
specific attribute.

[he generic work product (GWP) indicators are sets of characteristics that are expected to bg evident
ih work products of generic types as a result of achievement of a process attribute. The genefic work
qroducts form the basis for the classification of the work products defined as process performance
indicators. They represent basic types of work products that can be-inputs to or outputs from all types
df process.

[hese three types of indicators help to establish objective egidéence of the extent of achievement of a
specified process attribute.

[he process performance and process capability indicators defined in the PAM represent fkypes of
dbjective evidence that can be found in an implementation of an ITES-BPO process. Therefore, these can
He used to judge achievement of capability.

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

Hvidence of performance of the base practices, and the presence of work products with their gxpected
dharacteristics, provide objective evidence of the achievement of the process outcomes.

A base practice is an activity that addresses the purpose of a particular process. Consistently
Jerforming the base jpractices associated with a process helps to consistently achieve the|process
Jurpose. A coherentset’of base practices is associated with each process in the process dimengion. The
Hase practices are.déscribed at an abstract level, identifying “what” should be done without specifying
flect the
but they
natic.

igving the
product

h bduct to
assess the effective performance of a process. Work product characterlstlcs can also be used to identify
the corresponding work product that is used or produced by the organization being assessed.

Figure 6 shows how the assessment indicators are related to process performance and process
capability.

© ISO/IEC 2016 - All rights reserved 13
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Process assessment
Level 5: Innovating (2 attributes) (Additional process attributes for level 1 to 5 based )
on process capability indicators (PCI)
- Level 4: Predictable (2 attributes) GP - Generic practice
= 2 ) ) GR - Generic resource
‘s & |Level 3: Established (2 attributes) GWP - Generic work product
c O * For each attribute PA1.1 to 5.2
& E |Level 2: Managed (2 attributes) N\
&)
"U 1 L1 Dot A1 oreiloe ) r]t:\n:] 1 process attribute based on process \
LUVOID 1. 1T CIIuriIricu L.L QLLIIUHL\'J e . .
2, performance indicators (PPI)
0063, Level 0: Incomplete BP - Base practice
Jb@ WP - Work product * Only for attribute PA1.1
\_
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—
enablement El—l
Relationship

Solution .
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Q{G
So

- |Transition out | I_I¢|_|
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€

: : —
| Service dellvery| L=
|

Tactical
enablement
Operatioenal

enablement

Figure 6 — Process attributes-and process assessment indicators

The ITES-BPO PAM, ISO/IEC 30105-2, uses the ITES-BPO PRM, ISO/IEC 30105-1, as the base proces
definitiqn. Therefore, for each individual process, it reproduces the process purpose and outcomg
from th¢ ITES-BPO PRM and defines:

[0

a) required specific base practices that, when consistently performed, contribute to achieving the
referenced process outcomie;

[=}

b) requiired work produets, which are used or produced when performing the process, contributing t
achijeving the refereénced process outcomes;

c) characteristics for each identified work product, i.e. input or output, providing guidance on the
attrjbutes,for each of these documents.

These identified base practices and work products, with characteristics, are defined to provide objectivie
evidence to support the assessment of a process. Work products and their characteristics should be
considered as a starting point for considering whether, given the context, they are contributing to the
intended purpose of the process, not as a checklist of what every organization should have.

A documented process and assessor judgment is needed to ensure that the context (application domain,
business purpose, development methodology, size of the organization, etc.) is considered when using
this information.

To support the assessment of process capability level, the ITES-BPO PAM further defines:

— specific process capability levels for a ITES-BPO process framework as described in Clause 10;
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— specific process capability indicators for an assessor to use when assessing an ITES-BPO process
framework to determine the process capability level.

Evidence from the ITES-BPO process capability indicators are used by an assessor to identify that
the potential criteria have been achieved in the assessment of process capability leading to the
determination of the process capability level.

To undertake a process capability assessment to determine process capability levels and also derive
organization maturity, this ITES-BPO PAM should be used in conjunction with ISO/IEC 30105-3 as
described in Clause 10 and Clause 11.

10 Framework for assessment of process capability

10.1 Components of assessment

ol

igure 7 identifies the relationships between the various parts of ISO/AEC 30105 and also the
elationships with the assessment requirements which are required for asgessment.

—

Process

¢ Domain and scope
e Process purpose
¢ Process outcome

y A

Input
Identity of sponsor
Business contact

Process assessment
model

ISO/IEC 30105 Part 2
e Scope

¢ Indicators

« Capabilitylevel
* Process attribute
* Rating scale

Measurement Organization maturity model
reference model framework ISO/IEC 30105 Part 3
ISO/IEC 30105 Part 1 ISO/IEC 30105 Part 3 + Mapping of process aftribute

ratings to maturity ley
+ Organization maturity

lels
level

e Mapping

J_l

Output
e Data and evidence
o Assessment report

Purpose e » Pr
Assessment scope Assessment activities att?"?l‘jzie rating Outcome
Assessment 1SO/IEC 33002 \ pemibute )
requirements ¢ Plan the assessment record 1. Process capability level
e Assessment ¢ Colléct the data ”| 2. Organization mafurity
constraints ¢ Validate the data level
« Identity of personnel » ‘Report the assessment
» Assessor(s)
competence y
¢ PAM - Part 2
¢ OMM - Part 3
Roles and
responsibities
ISO/IEC 33002
e Sponsor
* Lead assessor
¢ Assessor(s)
Figure 7 — Components of ISO/IEC 30105 and the inter-relationship between parts

The ISO/IEC 30105 series is composed of five parts. Figure 7 is providing a potential road map for users
of ISO/IEC 30105.

As an introduction, ISO/IEC 30105-4 provides a general entry point to the ISO/IEC 30105 series. It
contains the consolidated terms and definitions for ISO/IEC 30105 (all parts).

This document provides an overview to ISO/IEC 30105 (all parts), enabling the reader to identify the
appropriate usage of the components within the ISO/IEC 30105 series. For readers with specific interest
in either process improvement or supplier risk determination, this document also provides detailed
guidance on these contexts of use.
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Table 1 identifies the principal classes of reader for ISO/IEC 30105 (all parts) and shows where their
primary areas of interest are addressed within the document set.

Table 1 — Readership for ISO/IEC 30105 (all parts)

Class of reader

Interests

Suggested parts to be read

Process improvement sponsor

Initiating an improvement
programme, defining assess-

ISO/IEC 30105-4,
ISO/IEC 30105-5

ment inputs for an assessment
fo o A a o Ak e o
for HpreverreRtpHEposes;

using assessment results for
improvement.

ISO/IEC 30105-4,
ISO/IEC 30105-5

Initiating a programme for the
determination of supplier risk,
defining a target risk profile,
verifying and using assessment
results in a risk determination
exercise.

Process [risk determination sponsor

Conducting a conformant
assessment.

Assessors ISQAEC 30105 (all parts)

ISO/IEC 30105-2,
ISO/IEC 30105-3

ISO/IEC 30105-1,
1SO/IEC 30105-2,
1SO/IEC 30105-3,
ISO/IEC 30105-5

ISO/IEC 30105-4,
ISO/IEC 30105-5

Conducting a conformant
maturity assessment.

Assessof's — maturity

Processmanager/consultant Developing, implementing and
improving processes.
Conducting process

self-assessments.

Understanding the ¢riteria and
general appreciation of key
terms and pringiples.

Analyst§/marketing/sales leader/
senior ldaders

ISO/IEC|30105-1 (normative): provides a process reference model, which defines a set of processes,
charactgrized by statements of process purpose:and process outcomes.

ISO/IEC|30105-2 (normative): provides ah-éxemplar model for performing process assessments thdt
is based upon and directly compatible~with the PRM in ISO/IEC 30105-1. The process dimensiop
is provided by an external PRM,JISO/IEC 30105-1. The capability dimension is based upon the
measur¢ment framework defined in ISO/IEC 30105-3. The assessment model extends the ITES-BPD
PRM anfl the measurement framéwork through the inclusion of a comprehensive set of indicators adf
process performance and capability.

ISO/IEC[30105-3 (normative): defines a measurement framework for evaluating process capability anfd
the orgdnization maturity model. The measurement framework defines nine process attributes thgt
are groyped into si®process capability levels that define an ordinal scale of capability that is applicable
across dll selected processes. Organization’s maturity is measured on a six-point ordinal scale from
Level 0[Organization — Immature Organization to Level 5 Organization — the Transformationgl
Organizption, The scale represents the extent to which the organization has explicitly and consistentl

performed/managed and established its processes with predicable performance and demonstrateg
the ability to change and adapt the performance of the processes fundamental to achieving the

organization’s business goals. In this measurement framework, organization maturity is derived from
the underlying process capability measures.

ISO/IEC 30105-4 (normative): is an entry point into the ISO/IEC 30105 series. It describes how the parts
of the suite fit together and provides guidance for their selection and use. It explains the requirements
contained within ISO/IEC 30105 (all parts) and their applicability to the performance of an assessment.
It also contains the consolidated terms and definitions for ISO/IEC 30105 (all parts).

ISO/IEC 30105-5 (informative): provides guidance on using the ISO/IEC 30105 series and on process
assessment for the purposes of process improvement and risk determination. The guidance provided
does not presume specific organizational structures, management philosophies, lifecycle models
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or development methods. In the case of process improvement, the concepts and principles can be
appropriate for the full range of different business needs, business domains and sizes of organization,
so that they can be used by all types of organizations to guide their improvement activities. In the case
of process risk determination, this guidance is intended to be applicable within any customer-supplier
relationship and to any organization wishing to determine the process capability of its own processes.

The assessment process should be documented and should be based upon a method in line with the
requirements defined in ISO/IEC 33002. A lead assessor is responsible for ensuring that the assessment
is conformant.

0.2 Measurement framework

he measurement framework provides a schema that can be used to construct a process assessment
odel conformant with ISO/IEC 33004 which can be used to assess process capability according to
the requirements of ISO/IEC 33002. Process capability is a process quality characteristic relate¢d to the
ility of a process to consistently meet current or projected business goals.

—

he ITES-BPO measurement framework defined in ISO/IEC 30105-3 forms)a structure which can be
sed to:

o

d) facilitate self-assessment;

H) provide a basis for use in process improvement and processQuality determination;
d apply across all business domains and sizes of organization;

d) produce a set of process (capability) attribute ratings (process profile);

¢) derive a process capability level.

Within this measurement framework, the meastire of capability is based upon a set of process atfributes,
as defined in the ITES-BPO process assessmerit model in ISO/IEC 30105-2.

Hach process attribute is a measurable property of process capability. A process attribute rating is a
jiidgment of the degree of achievemeént of the process attribute for the assessed process. The degree of
drocess attribute achievement is(characterized on a defined rating scale. Although process aftributes
dre defined in such a way that they can be rated independently of one another, this does not imply that
there are no other relationships between them, e.g. the achievement of one process attributg can be
associated with the achievement of another process attribute within the measurement framewlork.

The rating method ‘employed for ISO/IEC 30105 (all parts) process assessment is based on
50/1EC 33020, Rating method R1, which identifies that the approach to process attribute ratjng shall
atisfy the following conditions.

[

1 Each praecess outcome for processes within the scope of the assessment shall be characterizéd for all
process’instances, based on validated data.

—+ “Each process attribute outcome of each process attribute for processes within the scope of the asyessment
shall be characterized for all process instances, based on validated data.

— Process outcome characterizations for all assessed process instances shall be aggregated to provide a
process performance attribute achievement rating.

— Process attribute outcome characterizations for all assessed process instances shall be aggregated to
provide a process attribute achievement rating.

The capability level achieved by a process shall be derived from the process attribute ratings for that
process according to the process capability level model defined in ISO/IEC 30105-2.

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

Incomplete process

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

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

Level 1:

Performed process

The implemented process achieves its process purpose.

Level 2:

The prel
and adju

Level 3:

The pre
achievin

Level 4:

The pre
outcome
identify

Level 5:
The prey
Within

attribut

has read

At each

aspect of the capability level.

The sca
process

The resylts of such an assessment;are

a) ase
pro

b) the

A capab
process

Mnnngpd process

riously described “Performed” process is implemented in a managed fashion (planned, monitored
sted) and its work products are appropriately established, controlled and maintained.
Established process

biously described “Managed” process is implemented using a defined process_that is capable qf
g the process outcomes.

Predictable process

riously described “Established” process now operates within defined-limits to achieve the procegs
5. Quantitative management needs are identified, measurement ddta are collected and analysed tp

Causes of variation.
Innovating process
iously described “Predictable” process is continually improved to respond to organizational changg.

the process assessment model, the measure ef. capability is based upon the nine proceg
s (PA) defined in ISO/IEC 30105-3. Process attributes are used to determine whether a proceg
hed a given capability. Each attribute measugeés a particular aspect of the process capability.

n n

level, there is no ordering between the process attributes; each attribute addresses a specific

e represents an increasing capability of the implemented process, from failing to achieve thie
purpose to continually improwving and being able to respond to organizational change.

L of process profiless=="identifying the ratings achieved for the set of process attributes for each
fess in the scope®f'the assessment; and

rapability levelratings achieved for each process in the assessment scope.

-

lity level'rating does not guarantee that an organization will perform its processes at any give
capability level, simply that it is capable of performing its processes at that level.

30105 (all parts) is designed to provide assessment results that are repeatable, objective and

ISO/IEC

comparable within similar contexts, and can be used for either process improvement or process risk
determination. The framework for the conduct of assessments is designed to support the achievement
of dependable assessment results.

This measurement framework can be applied to all ITES-BPO domains and sizes of organization. It can
be applied to a single or group of processes where an organization wants to assess, baseline or improve

process

capability. Where process attribute ratings are being used to derive organization maturity,

then all required processes will need to be assessed, as defined in ISO/IEC 30105-3.

18
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11 Organization maturity model

The organization maturity scale represents the extent to which an organization is able to demonstrate
its maturity through process performance. Process performance is demonstrated through assessment
of the organization’s ability to establish, manage and execute its processes with predicable performance.
This includes assessment of the organization’s ability to change and adapt its processes to continue to
achieve the organization’s business goals. In this measurement framework, organization maturity is
derived from the underlying attribute ratings.

rganization’s maturity is measured on a six-point ordinal scale from Level 0 Organization — Immature
rganization to Level 5 Organization — the Transformational Organization. The scale repregents the
xtent to which the organization has explicitly and consistently performed, managed and estpblished
s processes with predicable performance and demonstrated the ability to change‘and aglapt the
erformance of the processes fundamental to achieving the organization’s busineSs’ goals| In this
heasurement framework, organization maturity is derived from the underlying precess attribufe rating.

o Tl o Hllarull ¢ Nl an)

Vithin this framework, each level of organization’s maturity is characterized’by the demorjstration
f achievement of specified ratings of process attribute achievement in process sets drawn from the
50/IEC 30105-2 ITES-BPO process assessment model.

—_— 0 <

o

or each of the maturity levels 1 to 5, processes are categorized based on-their contributions to the|business
oals of the organization.

(=}

d) Basic process set — set of processes that ensure the achievément of the basic maturity level.

NOTE A basic process set will include a minimum ‘set of processes, together with additipnal and
optional processes determined by the organization’s context for the assessment. “Additignal and
optional processes” are identified as “Additional Optional” in the tables followed.

h) Extended process set — set of processes specific’to a maturity level higher than the basic matufity level
that ensures the achievement of the relevant process profile.

NOTE  An extended process set wilhinclude a minimum set of processes, together with aglditional
and optional processes determined-by the organization’s context for the assessment. “Additipnal and
optional processes” are identified.as “Additional Optional” in the tables followed.

d Additional and Optional pkocesses — a basic or extended process set may include additional grocesses
that are:

1) required for assessments with a particular scope of application;

2) optional dépending on the particular circumstances of the organization.
Hxamples of criteria for additional processes include:

-+ transition out process: optional where no transition out activities occur in the scope of the assessment;

-+ .supplier management process: optional where no suppliers are engaged directly; compliance
management process: required where outsourcer has legal, regulatory, statutory, contrdctual or
organization s responsibilities for compiiance, beyomnd the controt of the customer.

Therefore, prior to any assessment intended to be used to determine organization maturity, the scope
of the process assessment activity should be clarified with the assessor to ensure that all appropriate
additional processes (required or optional) are included in scope of the assessment.

The scale for organization maturity retains the semantic intent of the process capability levels that are
defined in ISO/IEC 30105-3. The scale for process capability characterizes the ability of a process to meet
current or projected business goals; the scale of organization’s maturity characterizes the extent to which
an organization consistently implements sets of processes within a defined scope that contribute to the
achievement of its business goals. Thus, the two scales, while consistent, characterize different attributes of
separate entities — the process and the organization. The measurement framework provides a schema for
use in characterizing the maturity of an organization with respect to specified Process Assessment Model(s).
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Figure 8 illustrates the structure of the ITES-BPO organization maturity model and the relationship
between the assessment of process capability and the derivation of organization maturity.

o T T TE T T EEEEEEE T T T -~ N
I/ Terms and concepts ISO/IEC 30105-4 \\ Requirements for
[ 1( performing process
I Guidelines ISO/IEC 30105-5 | assessment
1 : ISO/IEC 33002
|
1|Process reference Process assesment : Process
|| model{PRM3 rimeodeHPAM) I —Tcapabitity
: ISO/IHC 30105-1 ISO/IEC 30105-2 1 level
: l T : _|Process
I Measurement : attribute rating
1 framework (MF) and I
: organization maturity —! | __,| Organization
\ model (OMM) Il maturity level
\ ISO/IEC 30105-3 /
\ 7'y s
N -~

N o e ———

Process measurement

framework for assessment of process
capability

ISO/IEC 33020

Requirements for
performing process assessment
ISO/IEC 33002

Requirements for process
reference, process assessment and
maturity models

ISO/IEC 33004

Figure 8 — Structure of the ITES-BPO organization maturity model

Organizhtion maturity models t§pically include a sequence of levels (or stages) that form an anticipated,
desired,| or logical path from an initial state to maturity. An organization’s current maturity level
represents its capabilities‘as regards a specific set of processes and business domain. Organizatiop
maturity is measured Qma six-point ordinal scale. The ITES-BPO organization maturity levels are
defined ps follows.

Level 0:{Immature

At this Ipvel; the organization does not demonstrate effective implementation of the processes that arle
fundamdntal to support the organization’s primary activities. At least one process in the basic process sq
fails to achieveuTating meeded for process as provided imiSO/IEC 30105-372016, 102 These orgamizatior
would be characterized by variation in output and surprises in delivery.

~

%%}

Level 1: Basic

At this level the organization is able to undertake the basic activities common to all organizations who are
delivering services. Without carrying out these activities delivery is not possible. Work is done but there is
no assurance of outcomes. There are pockets of excellence, however a strong process approach is lacking.

Level 2: Managed activities
At this level, the organization is able to function with an assurance of outcomes being in line with

specifications.
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This is the set of processes that enable an organization to function uniformly. At this level, the organization
is assumed to be uniformly managing its processes. The focus is on improving the delivery process and
eliminating problems.

Level 4: Strategic alignment

At this level, the organization starts aligning strategically to the customer’s business. The focus is
to understand the customer’s and the organization’s business needs and focus on the organization’s

i provement. I'he organization [00KS L0 adopt best practices and [essons.

evel 5: Transformational

t this level, the organization is looking to innovate and transform the customer’s busingss in line|with the
oals of the outsourcing and the outsourced organization.
aturity models are used to assess as-is situations, to guide improvement initiatives and to measure
drogress.
Higure 9 depicts the typical behaviour of organization maturity across.erganization and what |t means
tp the stakeholders. It also illustrates how an organization improves’its processes, to becorhe more
dgile, competitive, efficient and effective.
Maturity Maturity Typical supportingtéols /
. Key outcomes
level representation processed adopted
Benchmarking of best / next * Thinking and acting world clags
. * Managing for innovation
Transformational praCtlceS . DOil’lg disrulptive change and not
incrementa
Innovation / transformational « Setting trends / new benchmafks
ST * Improved customer perceptiop about
Strategic Reliability management the service quality
i t ¢ Failure rate / defects low
alignmen Quality of management ¢ Performance improving overall
Managed Lean Six Sigma » Manage process performance pith
. . excellence goals.
organization Managing for qua]ity  Organization level processes
Managed Process definition e [nitialthinking about performgnce
. excellence
activities Problem solving (mostly « Functional level processes
reactive)
Basic Services / output delivered : i?g‘gﬁizganaged In some parks
with variation « Variation exists
Immature Processes do not exist in « Failures in delivery
many parts / functions  Inconsistent output
Figure 9 — Organization maturity and resultant benefits
- rights reserve
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12 Process capability assessment

12.1 Process capability initiation

Process capability assessments can be initiated to support process risk determination or process
improvement programmes. These programmes will usually require and be resourced by a sponsor. The
sponsor has the authority to ensure that the programme is carried out effectively, and takes ownership
of the results. The sponsor can have one or more staff working within a team whose task is to plan and
implement the actions required to achieve the objectives identified by the sponsor.

Sponsorghip can be implemented in a variety of ways, according to the culture of the organization. Innox-
hierarchical or higher maturity organizations, for example, both sponsorship and project managemer
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apability assessments can also be undertaken internally, as a self-agsessment, on an individug
y process basis to drive continual improvement.

ocess assessment output

ut of a process assessment includes a set of process<profiles, which express the proces
ratings achieved for each process from ISO/IEC 30105~2.

[72)

ibute rating represents a judgment by the assessordf the extent to which the attribute is achieved.
To imprqve the reliability and repeatability of the assessment, the judgements of the assessor are based on
coherent set of recorded objective artefacts.

Aggregafion may be performed using a defined setof rules to summarize the ratings.
A procesfs attribute is measured using an ordinal scale as defined below.

N Not arhieved: There is little or no evidence of achievement of the defined process attribute in the assessed
process.

.

P-  Pa
process
unpredi

ially achieved: There is\some evidence of an approach to, and some achievement of, the define
ttribute in the assessed process. Many aspects of achievement of the process attribute may b
table.

[

ISH

P+ Pa
process
unpredi

ially achieved:"There is some evidence of an approach to, and some achievement of, the define
ttribute injthe assessed process. Some aspects of achievement of the process attribute may b
table.

Q

L- Largely‘achieved: There is evidence of a systematic approach to, and significant achievement of, the
defined pracess attribute in the assessed process. Many weaknesses related to this process attribute may
exist in the assessed process.

L+ Largely achieved: There is evidence of a systematic approach to, and significant achievement of, the
defined process attribute in the assessed process. Some weaknesses related to this process attribute may
exist in the assessed process.

F Fully achieved: There is evidence of a complete and systematic approach to, and full achievement of, the
defined process attribute in the assessed process. No significant weaknesses related to this process attribute
exist in the assessed process.
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The corresponding percentages should be:

— N Notachieved 0 to <15 % achievement;
— P-  Partially achieved- >15 % to <32,5 % achievement;
— P+ Partially achieved+ >32,5% to <50 % achievement;

— L- Largely achieved- >50 % to <67,5 % achievement;

+ L+ Largely achieved+ >67,5 % to <85 % achievement;

4+ F  Fully achieved >85 % to <100 % achievement.

The relevant process attributes and process ratings are defined in ISO/IEC 30105-2
rocess attribute ratings method

F

A process attribute outcome is the observable result of achievement of a specified process att
Hrocess outcome is the observable result of successful achievement of the ptacess purpose.
R
12
H

rocess outcomes and process attribute outcomes are characterized/as-an intermediate step prq
rocess attribute rating.

rocess capability level model — Achievement of process-capability levels

he capability level achieved by a process is derived,_from the process attribute ratings

bO/IEC 33020:2015, 5.6 with two-dimensional aggregation using heuristics (see ISO/IEC 33(

5.2.2).

1
Hrocess according to the process capability level modelydefined in Table 2. This approach is I
I}
5

Table 2 —'Capability level ratings

ribute. A

viding a

for that

ased on
20:2015,

Scale Process attribute Rating

Level 0 Preeéss performance Largely(-) or below
Level 1 Process Performance Largely(+) or Above
Level 2 Process Performance Fully

Performance Management Largely(+) or Above

Work Product Management Largely(+) or Above
Levelr3 Process Performance Fully

Performance Management Fully

Work Product Management Fully

Process Definition Largely(+) or Above

Process Deployment Largely(+) or Above
Level 4 Process Performance Fully

Performance Management Fully

Work Product Management Fully

Process Definition Fully

Process Deployment Fully

Process Measurement Largely(+) or Above

Process Control Largely(+) or Above
Level 5 Process Performance Fully

Performance Management Fully

Work Product Management Fully
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23


https://standardsiso.com/api/?name=263864d7eb948e9379c95c0c244f7dd0

ISO/IEC 30105-5:2016(E)

Table 2 (continued)

Scale Process attribute Rating

Process Definition Fully

Process Deployment Fully

Process Measurement Fully

Process Control Fully

Process Innovation Largely(+) or Above
PTocess Innovation Implemen- | Largely(¥) or Above
tation

13 Prqcess risk determination

13.1 Process risk determination — Introduction

Process|risk determination is a systematic assessment and analysis of selected‘\processes within a
organizgtion, carried out with the aim of identifying the strengths, weaknesses and risks associate
with deploying the processes to meet a particular specified requirement.

0=

a) Cor¢ process risk determination is applicable for a minimum set.of activities within a single
orggnization; for example, when an organization proposes to{meet a specified requirement by
deploying its current process capability, without any supplier$.or sub-contractors being involved.

—

b) Additional process risk determination is applicable whenyan enhanced capability is proposed, 9
whdn consortia or sub-contractors are involved.

A process risk determination can be initiated by an ITES-BPO organization for a number of reasons.
Scenarigs that can lead an ITES-BPO organization todnitiate an assessment of capability are to:

— identify and establish the risks involved in delivering the work;

— impfove specific process capability that has been identified as a weakness and risk to the
orgdnization;

— impfove process capability and>maturity to increase and improve organizational capability,
maturity, performance and effe¢tiveness to improve delivery to customers, reduce risk and increas
profitability;

D

— achieve organizational quality standards and targets in line with organization strategy;

— impfove the organization’s ability to compete and win new business in the ITES-BPO market.

9]

An ITEP-BPO séryice provider organization’s process risk determination can also provide
fundamental input to a supplier selection process for an organization planning to outsource its ITES
BPO ser}ices or be initiated by the customer during the course of service delivery to manage risk an
drive improvement.

[om

Both self-assessment and independent assessment approaches can be used to assess current capability.
In a contractual situation, a customer organization can invite the potential suppliers to provide a self-
assessment set of process profiles when submitting a proposal for a contract. The customer can then
choose to:

a) accept the self-assessment at face value;

b) initiate a full independent assessment, possibly using assessors from his own organization,
following the guidance of ISO/IEC 30105-3, and make this a condition of contract award;

c) initiate a limited independent assessment, after a pilot engagement, to verify that the self-
assessment is a true representation of the supplier’s current process capability. This approach
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offers the benefit of reducing disruption to suppliers’ business activities caused by multiple process
assessments.

Figure 10 illustrates the steps of process risk determination and the information flow between steps,
that can be used with the ITES-BPO process assessment model, as described in ISO/IEC 30105-2.

. . Process reference
Specified requirement

model (PRM)
\ ISO/IEC 30105 Part 1
process
capability Assessment
determination Input
Assessment
N Output
2. Set target Target ISO/IEC 30105
capability capability Part2and3
3. Assess Current

current capabilit

capability Proposed

capability

4.Determine
proposed

o 5. Verify
capability \ proposed
capability
Current
Target e
capibility capability l Verifli)z?lqt
capability

6. Analyse
process
related risk

Process
capability report

7.Adt on
resplts

Figure 10 — Steps of process risk determination

he process capability and process performance indicators in the ITES-BPO process assessment model
ive examples of evidence that anlassessor may obtain, or observe, in the performance of an ass¢ssment.
he evidence obtained in the _assessment, through observation of the implemented process, can be
happed onto the set of indicators to enable correlation between the implemented process|and the
rocesses defined in thigassessment model.

hese indicators provide guidance for assessors in accumulating the necessary objective eviflence to
upport judgments.ef capability. They are not mandatory nor are they exhaustive. The steps inyolved in
ssessment of eapability are given in 13.2.

O o0 =00

13.2 Process risk determination — Steps

13.2.1" Step 1 — Initiate process risk determination

The assessment sponsor first decides whether or not to carry out a process risk determination.
The process risk determination should be implemented as a project in its own right, with defined
sponsorship, project management, budget, milestones and accountability. In short, the project should
be managed according to a project management process, aligned to the process assessment model
defined in ISO/IEC 30105-2.

A process risk determination plan should be produced, approved by the assessment sponsor and used
to monitor progress. The plan should include the following:

— the purpose of the process risk determination;

— the process assessment method and model to be used, i.e. ISO/IEC 30105-2;
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— the organizational scope, i.e. the organizational unit(s) whose processes are to be the subject of the
process risk determination and the specific set of ITES-BPO processes to be assessed;

— the target capability (inserted after it has been defined in step 2);
— key roles and responsibilities;
— required resources;

— appropriate milestones, review points and reporting mechanisms.

13.2.2 Step 2 — Set target capability

The ass¢ssment team sets the target capability. The target capability comprises a set of target pfoces
profiles|jor target process capability levels that express the capability which the organizational unit i
required to achieve as a result of the assessment.

wn wn

Senior npanagement or the assessment sponsor reviews and approves the targets.

13.2.3 PBtep 3 — Assess current capability

The ass¢ssment sponsor can invite the organizational unit to submit the.output of a conformant self:
assessmient of current process capability, adopting the process assessment model in ISO/IEC 30105-2.

Alternatlively, the assessment sponsor can decide to initiate afi jindependent process assessmenf
bearingfin mind the nature, cost and importance of the specified requirement. In either case, the outpy
from th¢ assessment of current capability will take the form+of a set of process profiles as defined i
ISO/IEC|30105-2.

-

==

The typ]cal risks or concerns that can affect the business process delivery may include one of more gf
the following:

— deldy in transition timelines, missing transition deadlines (leading to cost/delivery risk);
— cycle time (not able to meet the market fime);

— back up skills not fully available;

— budpet overshoot (in some cases'due to lack of automation);

— lacKof availability of righittalent/skills;

— peak/seasonal spikes4iot planned;

— conjmunication gaps leading to delivery misses.

13.2.4 PBtep 4==Determine proposed capability

If invitef®o do so, the organizational unit can optionally submit to the assessment team a statemer]
of the capabitity that it proposes to bring to bear i meeting the specified Tequirement. Te propose
capability should be based on one or more process assessments which:

-

— satisfy the requirements of I[SO/IEC 30105-2;
— isatrue representation of the organizational unit’s current process capability; and

— can be produced specifically for the assessment or generated during a recent self-assessment, or
produced following a recent independent assessment.

A key feature of ISO/IEC 30105 (all parts) is that process assessment outputs are reusable. Many
organizational units will have a repository of process assessment outputs generated as part of a process
improvement programme.
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If a number of suitable process assessments are available, then the organizational unit can use the
outputs as the basis of a proposed capability. If not, then the organization can carry out a self-assessment
in accordance with the requirements of ISO/IEC 30105-2.

If the organizational unit has a process improvement programme underway, then it can optionally
propose to bring an improved capability to bear in meeting the specified requirement. The improved
capability can be justified via a set of current process profiles plus a process improvement plan. The
process improvement plan can in turn be supported by a process improvement track record.

If the proposed capability does not meet the requirements of the target capability, the organizational
ynit can optionally submit a mitigation plan, setting out the organization’s view of any capability level
gdaps, and proposing measures to mitigate them. The organization unit can then pass'a proposed
dapability to the assessment team, justified by the following:

d) the output of a current, conformant process assessment;
h) aprocessimprovement plan;
d aprocessimprovement track record;

d) amitigation plan.

[

3.2.5 Step 5 — Verify proposed capability

Fthe organizational unit has submitted a statement of the ¢apability that it proposes to bring tp bear in
heeting the specified requirement, then the assessment team should review the proposed capgbility to
etermine its credibility and to decide if any further action is needed to establish confidence i it. This
an involve the following:

o Qo =0 =

- checking that the proposed capability is based on one or more conformant process assessments;

- checking the credibility of any improved-\capability and process improvement plans.

he assessment sponsor can accept the proposed capability, or decide to initiate an appropriate degree
f independent process assessment,(This can involve sampling selected processes or a compr¢hensive
hdependent assessment of all processes specified in the target capability. Having carried|out any
equired activities to verify thée.assessment, the assessment team can compare this output with the
rganizational unit’s proposed capability and derive a profile to be used for subsequent risk anfalysis.

o = = O =

[ the process risk determination involves a number of competing suppliers, then the assessment
ponsor can opt to verify each supplier’s proposed capability by using an independent assessmgnt team,
he same assessmentmethod and the same conformant process assessment model. This should|not only
rovide the assessment sponsor with greater confidence in the consistency with which each supplier is
ssessed, but@@lso provide the suppliers with greater confidence in the fairness of the selection[process.

O T8 ot U —

[

3.2.6 <St€p 6 — Analyse process related risks and act on results

WHhen' the process risk determination has been carried out by an organizational unit, depending on
threbustressdriversfor-thisactivity, themrtheassessmentsponsor-hastheoptionrto-inittate= process
improvement programme to address any process-related shortfalls and risks identified.

The process improvement programme needs to include the gap analysis, cost to address gaps, business
case for costs and benefits to be delivered. These benefits can include achieving the required level
of capability and maturity, risk reduction, improving service delivery performance and quality and
improving competitiveness, etc.
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14 Process improvement

14.1 Process improvement — purpose and outcomes

The pur
efficienc

pose of process improvement is to continually improve the organization’s effectiveness and
y through alignment of the processes with the business need.

As aresult of successful implementation of process improvement:

— CO

mitmentisestablished to nrovide resources to sustain improvement actions:
r T T

— issufes arising from the organization’s internal/external environment are identified as improvemer

opp

— ana
whi

— impfovement goals are identified and prioritized, and consequent changes to the process are defined

and|implemented;

— the|effects of process implementation are monitored and confirned against the defined
impfovement goals;

— knopwledge gained from the improvements is communicated withinthe organization;

— deliyered improvements are evaluated and consideration givenfor deploying elsewhere within thie
orgdnization.

The infqrmation sources providing input for change can @nclude: process assessment results, audits,

customdr satisfaction reports, organizational effectiveness/efficiency, cost of quality.

The curfent status of processes can be determined\by process assessment, such as that defined by thie

ISO/IEC[30105 (all parts) for an ITES-BPO service,

14.2 Types of process improvement

In any ITES-BPO environment, process-improvement can be initiated and undertaken at operatione:ﬂ,

tactical and strategic levels, depending on the process and results stability, maturity of the organization.

These ty

(s

prtunities and justified as reasons for change;

=3

ysis of the current status of the existing process is performed, focusing on those proeesses frof
Ch improvement stimuli arise;

pes of improvement arg'shown in Figure 11.
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Service line level

/ T3 \ ““““““

T2 Process / Task level

T1

Figure 11 — Types of process improvements

utsourced to the service provider. This typically happens in a very transactional world, where
hsks are outsourced to the service provider.

[mllle)

2: This includes the end-to-end preceéss improvement, encompassing both the customer and

n the engagement, where the service provider is able to undertake end-to-end service imprd
hcluding those elements of the'processes that are not outsourced.

— e

3: This refers to the overall line of service or business and holistically is owned by the c
his is the overarching next level of maturity, where the service provider is a strategic partne
ustomer. This needs’the service provider to be able to demonstrate and deliver strong and

Q. O ] el

dre transforndational, generating a non-linear step change in outcomes.

wl

igure 12 shows the steps of a process improvement programme using a conformant
assessment.

016(E)

T1: This refers to task or process level improvement. This covers improvements only for the tasks

low-end

service

rovider process elements. The key is that it covers the full productline. This is the nextlevel of fnaturity

vement,

Istomer.
r for the
hccurate

omain knowledge, significant execution capabilities and thought leadership. Often, these outcomes

process
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