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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
in the ISO/IEC Directives, Part 1. In particular, the different approval criteria needed for the different types
of document should be noted. This document was drafted in accordance with the editorial rules of the 1ISO/
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The main changes are as follows:

— terms and abbreviated terms have been added;

— definitjons of capabilitydeyels have been added to improve the sequence of the document;

— capability levels and\process attributes (PAs) have been updated according to ISO/IEC 33(20:2019 to
harmohize organization maturity levels (see Table 1);

— in Clayse 105—“process attribute rating” has been changed to “process capability level” ip line with
ISO/IE( 33004:2015;

— twonewtactical enablement processes, I ENJ{Communication management)jand TENI10 [ Documentation

management), have been added in order to align with ISO/IEC 20000-1 and ISO/IEC TS 33074;

editori

al 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.
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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 ISO/IEC 30105 series specifies the requirements for lifecycle processes performed by an ITES-BPO
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Figure 1 illustrates the key entities ‘and relationships involved in an ITES-BPO service. Th
er, the service providersand various levels of suppliers. This is in line with the syipply chain

the custom
relationshi
each other.
complemen

Itis genperic and can be applied to all IT enabled business-process outsourced services, regard

Tder Tt defimes the processes to pian, estabiisty, TMpIement, Operate, MoIitoT, TEVIE
e its services. Key characteristics of the ISO/IEC 30105 series are as follows.

des overarching guidance and requirements for all aspects of ITES-BPO industryfrom
vice provider that performs the outsourced business processes. This is applicable for
er providing services to customers through contracts and in industry veftieals.

rs the entire outsourcing lifecycle and defines the processes that-are considered
es.

les process capability gap determination and improvement, for service providers
rced business processes. It also serves as a process referenegmodel (PRM) for service

es on IT enabled business processes which are outsoutced.

 the nature of the services delivered.

5 improvement (PI) implemented using the 1SO/IEC 30105 series can lead to a clea
nent for customers and service providers;

ent to the ISO/IEC 30105 series cam,improve consistency, delivery quality and pred
y of services.

b depicted in ISO/IEC 20000-1:2018, 8.3.1. This document and ISO/IEC 20000-1 ¢
ISO/IEC 30105-2:2024; Annex C describes the potential correlation and difference
tary nature.
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Figure 1 — ITES-BPO key entities
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 3:

Measurement framework (MF) and organization maturity

model (OMM)

1 Scop

This document specifies a measurement framework (MF) and an organization matutity mods

provides t

and the prpcess assessment model (PAM) in ISO/IEC 30105-2 to measure their capability an
levels. It copforms to the requirements of ISO/IEC 33003 and ISO/IEC 33004.and supports the p

overview of how an organization can use the process reference model.(PRM) in ISO/I

1 (OMM). It
EC30105-1
d maturity
brformance

assessment by providing a framework to measure and derive capability and.organization maturity levels.

This docunpent is intended to be used in concurrence with the other‘parts of the ISO/IEC 30107
the assessment approach provided by ISO/IEC 33002 for assessing‘processes.

2 Norm

The followi
requireme
the latest e

ISO/IEC 33
assessment

3 Term

For the pur]
ISO and IE(

[SO On
IEC Ele

ative references

g documents are referred to in the text in stich a way that some or all of their content
ts of this document. For dated referencesfonly the edition cited applies. For undated
lition of the referenced document (incliding any amendments) applies.

020:2019, Information technology =<~ Process assessment — Process measurement fra
of process capability

5, definitions and abbreviated terms
poses of this document, the following terms and definitions apply.

maintain terminology databases for use in standardization at the following addressg

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

ctropedia: available at https://www.electropedia.org/

3.1 Terms'and definitions

3.11

series and

constitutes
references,

imework for

“”

basic process set
set of processes that ensure the achievement of maturity level 1

Note 1 to entry: The set of processes are drawn from specified process assessment models.

Note 2 to entry: A basic process set will include a minimum set of processes, together with additional and optional
processes determined by the organization context for the assessment.

[SOURCE: ISO/IEC 33001:2015, 3.3.4, modified — "the basic maturity level" has been changed to "maturity
level 1" in the definition.]

© ISO/IEC 2024 - All rights reserved
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3.1.2

extended process set

set of processes specific to a maturity level higher than maturity level 1 that ensures the achievement of the
relevant process attributes

Note 1 to entry: The set of processes are drawn from specified process assessment models.

Note 2 to entry: An extended process set will include the minimum set of processes, together with additional and
optional processes determined by the organizational context for the assessment.

[SOURCE: ISO/IEC 33001:2015, 3.3.5, modified — "the basic maturity level" has been changed to "maturity
level 1" and "relevant process profile" has been changed to "relevant process attributes" in the definition.]

3.1.3

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

[SOURCE: I§0/IEC 33001:2015, 3.3.7]

3.1.4
process capability
characterization of the ability of a process to meet current or projected business goals

[SOURCE: I50/1EC 33020:2019, 3.4]

3.1.5
process capability level
characterization of a process on an ordinal measurement scale)of process capability

[SOURCE: IFO/IEC 33020:2019, 3.5]
3.2 Abbreviated terms

ITES-BPO IT Enabled Services-Business Prgéess Outsourcing

MF measurement framework
OEN operational enablement
OMM organization maturity model
PA process attribute

PAM process.assessment model
PRM process reference model
RLS rélationship

SDL service delivery

SEN strategic enablement

SLA service level agreement
SLN solution

TEN tactical enablement

TRN transition in

© ISO/IEC 2024 - All rights reserved
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transition out

4 OQOverview of MF and OMM

Figure 2 illustrates the relationship between the parts of the ISO/IEC 30105 series relating to MF and OMM
and the assessment methods and requirements in ISO/IEC 33002, ISO/IEC 33004 and ISO/IEC 33020.

assessment
ISO/IEC 33002

Requirements for
performing process

PA ratings

—|

Process
capability level

Organi:
maturi

ration
ty level

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.2 >— Overview of MF and OMM

hent specifies the prinCiples for an ITES-BPO MF which supports the assessment
n accordance with the requirements of ISO/IEC 33003, as indicated in Annex A. The N
nat can be used toeonstruct a PAM conformant with ISO/IEC 33004, which can in tu
ocess capability aecording to the requirements of ISO/IEC 33002. Process capability

quality chajracteristic related to the ability of a process to consistently meet current or project
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capability,
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goals. The

given proce

This MF foiyms a structure that:

a) facilitatessetf-assessmremnt;

fapability Jevel rating does not guarantee that an organization will perform its proce
ss capability level, but simply that it is capable of performing its processes at that lev

of process
IF provides
Irn be used
S a process
bd business
sses at any
38

b) provides a basis for use in process capability determination and process improvement;

c) isapplicable across all business domains and sizes of organization;

d) produces a set of PA ratings (process profile);

e) derives a process capability level.

This document defines the principles for the ITES-BPO OMM, which supports the assessment of organization

maturity, in accordance with the requirements of ISO/IEC 33004.

© ISO/IEC 2024 - All rights reserved
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This clause describes the MF to be employed for the assessment of process capability in the ITES-BPO
domain. The MF elements shall be in accordance with the definitions in ISO/IEC 33020:2019, Clause 5. The
MF defines a six-point ordinal scale for the assessment of process capability, defined as the characterization
of the ability of a process to meet current or projected business goals.

The process capability MF is expressed in terms of a set of PAs. Each PA is defined in terms of a set of PA
outcomes that can be evaluated to indicate the extent of achievement of the PA. The PAs are organized into
process capability levels, ranging from "Level 0: Incomplete” (in which the process does not achieve its
defined process outcomes) to "Level 5: Innovating” (in which the process is continually improved to respond
to changes in an organization). There are six capability levels incorporating nine PAs.

— Level (
At this

— Level 1

— Level
(plann
contro

— Level 3
thatis

— Level
Quanti
causes

— Level §
change

The set of p

led and maintained.

hssured and continually improved.

of variation.

: Managed process — the Level 1 “Performed” process is implementedin a mana
bd, monitored and adjusted) and its documented information is_appropriately ¢

t: Predictable process — the Level 3 “Established”process is now performed p
fative management needs are identified, measurement@ata are collected and analysec

: Innovating process — the Level 4 “Predictable” process is continually improved to
s through identified innovative approachesdfor process innovation.

rocess capability levels and PAs that comprise the MF are defined in Table 1.

Table 1 —CGapability levels and PAs

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

: Performed process — the implemented process achieves its process purpose

bed fashion
bstablished,

: Established process — the Level 2 “Managed” process is implemented using a defijed process

redictively.
| to identify

respond to

Cappbility levels PAIDs PAs
Lev¢l 0: Incomplete process - -
Lev¢l 1: Performed process PA1.1 Process performance
PA2.1 Performance management
Lev¢l 2: Managed process - 5
PA 2.2 Documented information management
PA3.1 Process definition
Lev¢l 3: Established process PA 3.2 Process deployment
PA 3.3 Process assurance
. PA 4.1 Quantitative analysis
Lev¢l4yPredictable process —
PA 4.2 Quantitative control
Level 5: Innovating process PA5.1 Process innovation

Detailed definitions for all of the process capability levels and PAs are contained in ISO/IEC 33020:2019,
5.2, and are also set out in ISO/IEC 30105-2:2024, Clause 6, together with the relevant process capability

indicators.

The extent of PA achievement is characterized on a defined rating scale. The rating scale and requirements
for the rating of attribute achievement are set out in Clause 6.

© ISO/IEC 2024 - All rights reserved
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6 Rating and aggregating PAs

6.1 PArating scale

Within this MF, a PA is a measurable property of process capability. A PA rating is a judgment of the degree
to which a PA is achieved for the 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 judgements of the assessor are based on a
coherent set of recorded objective artefacts.

Aggregation may be performed using a defined set of rules to summarize the ratings.

A PA is med
N Not 4

P- Part
in the 3

P+ Part
in the 4

L- Lar
defined

processg

L+ Lar
defined
proces

F Fullyj]
the def

process

The corresj

N

P-
P+
L-
L+

F

sured using an ordinal scale.
chieved: There is little or no evidence of achievement of the defined PA in the assesse

ially achieved: There is some evidence of an approach to, and some achievemerit of, the

ially achieved: There is some evidence of an approach to, and some achievement of, the

| PA in the assessed process. Many weaknesses related to this’PA potentially existin t

P .

| PA in the assessed process. Some weaknesses related to this PA potentially existin t

5.

achieved: There is evidence of a complete-and systematic approach to, and full achi
ned PA in the assessed process. No significant weaknesses related to this PA existin t

D

ponding percentages shall be as follows:

Not achieved 0% to <15 % achievement;

Partially achieved- >15 % to <32,5 % achievement;
Partially achievédy >32,5 % to <50 % achievement;
Largely achieved- >50 % to < 67,5 % achievement;
Largely.achieved+ >67.5 % to <85 % achievement;

Fully’achieved >85 % to <100 % achievement.

ssessed process. Many aspects of achievement of the PA are potentially unipredictabl¢.

ssessed process. Some aspects of achievement of the PA are potentially unpredictablg.

d process.

defined PA

h

defined PA

pely achieved: There is evidence of a systematic approach to;and significant achievement of, the

he assessed

bely achieved: There is evidence of a systematic approach to, and significant achievement of, the

he assessed

evement of,
he assessed

6.2

PA rating method

A PA outcome is the observable result of the achievement of a specified PA.

A process outcome is the observable result of the successful achievement of the process purpose.

Process outcomes and PA outcomes can be characterized as an intermediate step providing a PA rating.

The rating method employed for this document is based on rating method R1 defined in ISO/IEC 33020:2019,
5.4.2, which identifies that the approach to PA rating shall satisfy the following conditions.

a) Each process outcome for processes within the scope of the assessment shall be characterized for all
process instances, based on validated data.

© ISO/IEC 2024 - All rights reserved
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b) Each PA outcome of each PA for processes within the scope of the assessment shall be characterized for
all process instances, based on validated data.

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

d) PA outcome characterizations for all assessed process instances shall be aggregated to provide a PA
achievement rating.

7 Process capability level model — Achievement of process capability levels

The capability level achieved by a process shall be derived from the PA ratings for that process according to

the process-capahility level model defined in Tahle 2

This approach is based on ISO/IEC 33020:2019, 5.6, with two-dimensional aggregation using heyristics (see
ISO/IEC 33920:2019, 5.5.3.3).

Table 2 — Capability level ratings

Scale PA Rating
Level 0 Process performance Largely () or below
Level 1 Process performance Largely(¥) or fully
Level 2 Process performance Fully
Performance management Largely(+) or fully
Documented information mandge- | Largely(+) or fully
ment
Level 3 Process performance Fully
Performance management Fully
Documented information manage- |Fully
ment
Process definition Largely(+) or fully
Process deployment Largely(+) or fully
Process assurance Largely(+) or fully
Level 4 Process performance Fully
Performance management Fully
Documented information manage- |Fully
ment
Process definition Fully
Process deployment Fully
Process assurance Fully
Quantitative analysis Largely(+) or fully
Quantitative control Largely(+) or fully
Level 5 Process performance Fully
Performance management Fully
Documented information manage- |Fully
ment
Process definition Fully
Process deployment Fully
Process assurance Fully
Quantitative analysis Fully
Quantitative control Fully
Process innovation Largely(+) or fully

© ISO/IEC 2024 - All rights reserved
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8 OMM

8.1 Overview of OMM

An organization’s maturity is measured on a six-point ordinal scale from "Level 0 Organization: Immature
organization" to "Level 5 Organization: Transformational organization". The scale represents the extent to
which the organization has explicitly and consistently performed, managed and established its processes
with predictable performance, and demonstrated the ability to change and adapt the performance of the
processes fundamental to achieving the organization’s business goals. Organization maturity is derived
from the underlying process capability measures.

Within the framework defined in Clause 7 of this document, each level of an organization’s maturity is

charactenae@ﬂ&dmmMﬂm.aLaﬁ;mme&hmuﬂei:ﬂnguLﬂAM&mwm_process sets
drawn fronmp the ISO/IEC 30105-2 ITES-BPO PAM.

For each of|the maturity levels 1-5, processes are categorized based on their contributionis-to the business
goals of thg organization. The categories are as follows.

a) Basic process set: set of processes that ensures the achievement of the basic maturity level.

NOTE 1| A basic process set will include a minimum set of processes, together with optional processes
determjned by the organization’s context for the assessment, which are identified’as “Optional” and “Jonditionally
Requirdd” in Tables 3 to 8.

b) Extended process set: set of processes specific to a maturity levebhigher than the basic maturity level
that enfsures the achievement of the relevant process profile.

NOTE 2| An extended process set will include a minimum sef\of processes, together with optiongpl processes
determ]ned by the organization’s context for the assessment/which are identified as “Optional” and “Jonditionally
Requirgd” in Tables 3 to 8.

¢) Conditjonally required and Optional processes: a-basic or extended process set may includ¢ additional
procesges that are:

1) conpditionally required for assessment§with a particular scope of application;
2) optional depending on the particular circumstances of the organization.

The ITES-BPO OMM specifies the particular circumstances for inclusion of any conditionally required or
optional prpcesses in the basic and\extended process sets in Clause 11.

8.2 Structure of the OMM

The scale for organization maturity retains the semantic intent of the process capability levels that are
defined in Llause 5, Fhe scale for process capability characterizes the ability of a process to mieet current
or projectdd business goals; the scale of organization’s maturity characterizes the extent tp which an
organizatidn cgngistently implements sets of processes within a defined scope that contrilpute to the
achieveme & of its busmess goals Thus the two scales whlle con51stent characterlze dlfferent attributes of
separate e : ' ' cterizing the
maturity of an orgamzatlon w1th respect to spec1f1ed PAM(s) An overview of the 1nteract10n of the various
documents to arrive at the rating is as given in Figure 3.

© ISO/IEC 2024 - All rights reserved
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— Business contact 2 4
— Purpose Output
— Assessment scope Assessment activities — Data and evidence
— Assessnent ISO/IEC 33002 — Assessment report
requiremgnts — Plan the assessment — PA ratings
— Assessment — Collect the data — Process capability level
constraings — Validate the data — Organization maturity’tevel
— Identity of personnel — Report the assessment — Assessment record
— Assesspr(s)
competerjce 1
— PAM - Part 2
— OMM -|Part 3
Roles and
responsibilities ISO/IEC
33002
— Sponsor
— Lead assessor
— Assessor(s)
Figure 3 i— Relationship between assessment of process'capability and derivation of organization
maturity.
9 Organization maturity levels
9.1 Overnview of organization maturity levels
The maturjity levels are derived ac€ording to the guidelines provided in ISO/IEC 33004:2015, 7.3.6,
based on process capability levels,as indicated in Annex B. A description of the PAs is provided in

ISO/IEC 30105-2:2024, 6.2.

9.2 Level 0 Organization: Immature organization

At this lev¢l, the orgamization does not demonstrate effective implementation of the processes that are
fundamentpl to support the organization’s primary activities. At least one process in the basic [process set
fails to achleve arating needed for the process as defined in 10.2.

RN aY - oy D - - iy
9.3 LevelH+6r gaMZatio DasIC o ganiZation

At this level, the organization is able to undertake the basic activities common to all organizations which
are delivering services. Without carrying out these activities, delivery is not possible. Work is performed but
there is no assurance of outcomes.

As aresult of achieving this level of maturity, the organization unit:

a) implements the processes required to support the organization’s primary activities;

b) performs sets of activities and tasks that achieve the purposes of these processes.

Each process achieves at least capability level 1 as shown in Clause 7, or higher.
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12 Organization: Managed activities

At this level, the organization is able to function with an assurance of outcomes being in line with
specifications.

As aresult of achieving this level of maturity, the organization unit:

organization’s basic process set;

communication among involved parties;

a)

b)

)

d) monit
e) takesc
f) identif
g) takesa
Each proce
9.5 Leve

At this leve
the deliver;

As aresult

allocates adequate resources and information to ensure implementation of the plans;

(Jrs performance of the processes against plans in the individual process instances;

prrective action to address deviation from planned performance of the process;
es requirements for the management of information items developed by(the processe
ction to ensure that the requirements for the management of information items are s

5s achieves at least capability level 2 as shown in Clause 7, or higher.

| 3 Organization: Managed organization

, the organization is assumed to be uniformly managing its processes. The focus is or
 process and eliminating problems.

pf achieving this level of maturity, the organization unit:
he process goals with organization goals;

shes standard process descriptions_€overing all of the basic and extended sets o
ed on a routine basis in the organization;

5 that individual implementatiens of the processes are performed as defined pro
riately tailored standard processes;

5 and analyses data andsinformation from the performance of the defined processes
fa for use across the'organization;

e collecteddata to ensure that the processes support the organization’s goals.

5s achieves at least capability level 3 as shown in Clause 7, or higher.

e collected datd and information to improve both the standard and defined processes;

establishes plans for the performance of the processes that are fundamental for supporting the

assigns responsibility and authority regarding process performance and ensures effective

s

)

htisfied.

improving

[ processes

resses with

and stores

a) aligns{
b) establi

employ
c) ensure

approp
d) collect

this da
e) usesth
f) usesth
Each proce
9.6 Leve

4-Organization: Strategic alignment

At this level, the organization starts aligning strategically to the customer’s business. The focus is on
understanding the customer’s and the organization’s business needs and on the organization’s improvement.
The organization looks to adopt best practices and lessons.

As aresult of achieving this level of maturity, the organization unit:

a)

provider and customer;

b)

establishes quantitative objectives for process performance, based upon business goals of the service

selects processes for process performance analyses, on the basis of their relevance and significance to

the achievement of the business goals of the service provider and customer, covering at a minimum the
basic process set;

© ISO/IEC 2024 - All rights reserved
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selected processes;

approp
e)

riate corrective and preventive action to address them;

performance objectives.

Each process achieves at least capability level 4 as shown in Clause 7, or higher.

9.7 Leve

1 5 Organization: Transformational organization

employs modelling and measurement to collect, store and analyse data on the performance of the

identifies causes of variation from the performance objectives of the selected processes and takes

establishes stable, capable and predictable performance of the selected processes based on the

At this lev
goals of the

As aresult
a)
b)

establi

identif

or the ¢grganization's changing environment for the service provider and-the’customer;

c) identif
d)
e)

f)

implen
selects

deploy:
compa

Each proce

10 Rules

10.1 Overn

The maturity level of an organization is determined as a function of the process capability level
defined earlier in this‘document. An organization’s maturity level is derived from the set of

by the MF
processes (|

Additional

NOTE T
ratings have

) Lht Ul gdlliLdLiUll ib luukiug L0 illllUVdLU dlld Ul dllbel 11 Lhe CUSULUITICT 'D bubillebb ill 11
outsourcing and the outsourced organization.

bf achieving this level of maturity, the organization’s unit:
shes processes to support process transformation;

es transformations to processes necessary for supporting the organization’s changin

es opportunities for deploying process transformations with cotitrol of associated ris
ents identified process innovations while controlling associated risk;
process transformation for the organization’s deployment based on impact analysis;

5 the selected process transformations, moniters performance of the improved prc
"es the results to expected outcomes.

5s achieves at least capability level 5 as shéwn in Clause 7.

for deriving maturity levelsfrom process capability levels

view of maturity levels

basic, extended and-additional processes) prescribed for that level of maturity.

he requiretnents for a MF are drawn from ISO/IEC 33003 and conform to the mandates the
been changed according to ISO/IEC 33020 to harmonize with the capability level ratings for

10.2 Maturity level 1

processes included in the model should be added based on the rules provided Clause 1

1e with the

b objectives

k;

cesses and

hscertained

1.

rein. The PA
pach level.

Achievement of ratings for listed process set at Level 1 are listed in Table 3.
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Table 3 — Maturity level 1 PA ratings

Process ID Process areas Process capa- PA1.1
bility
OEN2 Information security management (Optional) Level 1 F
OEN3 Compliance management (Conditionally required) Level 1 L+
OEN4 |Human resource management Level 1 L+
SDL1 Service delivery execution Level 1 F
SDL4 Business process management Level 1 L+
SLN1 Solution development (Optional) Level 1 L+
SLN2 Contract lifecycle management (Optional) Level 1 F
TEN2 [Financial management Level 1 L+
TRN1 People mobilization Level 1 F
TRN2 |Infrastructure set-up — technology (Optional) Level 1 L+
TRN3 |Infrastructure set-up — non-technology (Optional) Level 1 L+
10.3 Matyrity level 2
Achievemeft of ratings for listed process set at Level 2 are listed in Table 4,
Table 4 — Maturity level 2 PA ratings
Process Process areas Process capa- PA1.1 PA?2.1and 2.2
ID bility
OEN2 |Information security management (Optional) Level 2 F F
OEN3 |Jompliance management (Conditionally required) Level 2 F F
OEN4 |Human resource management Level 2 F L+
SDL1 |Service delivery execution Level 2 F F
SDL4 |Husiness process management Level 2 F L+
SLN1 |Solution development (Optional) Level 2 F L+
SLN2 |dontract lifecycle management.(Optional) Level 2 F F
TEN2 |Hinancial management Level 2 F L+
TRN1 [Heople mobilization Level 2 F F
TRN2 |Ipfrastructure set-ups=technology (Optional) Level 2 F F
TRN3 |Ipfrastructure set-up’— non-technology (Optional) Level 2 F F
OEN5 |Infrastructure.and technology management Level 2 F L+
OEN1 |Transactipnquality management Level 2 F F
OEN6 |Work environment management Level 2 F L+
RLS1 |(Qustomer relations management Level 2 F L+
RLS2 |Supphermanagement{Optional Level2 E F
SDL2 |Service delivery reporting Level 2 F F
SDL3 |Service level management Level 2 F F
TEN3 |Change management Level 2 F F
TEN5 |Business continuity management Level 2 F L+
TEN6 |Audit management Level 2 F L+
TEN9 |Communication management Level 2 F L+
TEN10 |Documentation management Level 2 F L+

© ISO/IEC 2024 - All rights reserved
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Table 4 (continued)
Process Process areas Process capa- PA1.1 PA 2.1 and 2.2
ID bility
TRN5 |[Service delivery planning Level 2 F L+
TRN6 |Pilot implementation (Optional) Level 2 F L+
TRO1 |Transition out (Optional) Level 2 F L+
10.4 Maturity level 3
Achievement of ratings for listed process set at Level 3 are listed in Table 5.
Table 5 — Maturity level 3 PA ratings
Process Process areas Process capa- PA1.1 PA 2.1 and 2.2\ PA 3.1, 3.2 and
ID bility 3.3
OEN2 |Ipformation security management Level 3 F F F
(Pptional)
OEN3 |(ompliance management (Condi- Level 3 F F F
tjonally required)
OEN4 |Human resource management Level 3 F F L+
SDL1 |Service delivery execution Level 3 F F F
SDL4 |Business process management Level 3 F F F
SLN1 |Yolution development (Optional) Level 3 F F F
SLN2 |(ontract lifecycle management Level 3 F F F
(Pptional)
TEN2 |Hinancial management Level 3 F F L+
TRN1 |Heople mobilization Level3 F F F
TRN2 |Ipfrastructure set-up — technolo- Level 3 F F F
gy (Optional)
TRN3 |Ipfrastructure set-up — non-tech- Level 3 F F F
1rlology (Optional)
OENS5 |Ipfrastructure and technology, Level 3 F F F
rhanagement
OEN1 |Transaction quality management Level 3 F F F
OEN6 |Work environment management Level 3 F F F
RLS1 |(ustomer relatiofis management Level 3 F F F
RLS2 |{upplier mapagement (Optional) Level 3 F F F
SDL2 |Service délivery reporting Level 3 F F F
SDL3 |Serviee level management Level 3 F F F
TEN3 |(hadge management Level 3 F F F
TEN5S usiness continuity management Level 3 F F F
TEN6 |Audit management Level 3 F F F
TEN9 |Communication management Level 3 F F F
TEN10 |Documentation management Level 3 F F F
TRN5 |Service delivery planning Level 3 F F F
TRN6 |Pilotimplementation (Optional) Level 3 F F L+
TRO1 |Transition out (Optional) Level 3 F F F
TEN7 |Risk management Level 3 F F F
OEN7 |Issue management Level 3 F F L+
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Table 5 (continued)
Process Process areas Process capa- PA1.1 PA 2.1 and 2.2 | PA 3.1, 3.2 and
ID bility 3.3
TEN1 |Managementreview Level 3 F F
TEN4 |Knowledge management (Optional) Level 3 F F
TRN4 |Knowledge transfer Level 3 F F L+
10.5 Maturity level 4
Achievement of ratings for listed process set at Level 4 are listed in Table 6.
Table 6 — Maturity level 4 PA ratings
Process | | Process areas |Process capa- PA1.1 PA2.1and 2.2 | PA3.1,3.2 and,\ PA 4.1 and 4.2
ID bility 3.3
OEN2 |Ipformation secu- Level 4 F F F F
ity management
(Pptional)
OEN3 |(ompliance man- Level 4 F F F F
dgement (Condi-
tionally required)
OEN4 |Human resource Level 4 F F F F
rhanagement
SDL1 |[SYervice delivery Level 4 F F F F
gxecution
SDL4 |Business process Level 4 F F F F
rhanagement
SLN1 |[Yolution develop- Level 4 F F F F
rent (Optional)
SLN2 |(ontract lifecycle Level 4 F F F F
rhanagement (Op-
tional)
TEN2 |Hinancial manage- Level 4 F F F F
rhent
TRN1 |HReople mobiliza- Level 4 F F F F
tion
TRN2 |Ipfrastructure Level 4 F F F —
det-up —technolo-
gy (Optional)
TRN3 |Ipfrastrue= Level 4 F F F —
ture set-ip—
rlon-technology
Dptional)
OEN5 |Infrastructure Level 4 F F F F
and technology
management
OEN1 |[Transaction quali- Level 4 F F F —
ty management
OEN6 |Work environ- Level 4 F F F F
ment manage-
ment
RLS1 |[Customer rela- Level 4 F F F F
tions management
RLS2 |Supplier manage- Level 4 F F F F
ment (Optional)
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Table 6 (continued)
Process | Processareas |Process capa- PA1.1 PA2.1and 2.2 | PA3.1,3.2and | PA4.1 and 4.2
ID bility 3.3
SDL2 |Service delivery Level 4 F F F F
reporting
SDL3 |Service level man- Level 4 F F F F
agement
TEN3 |Change manage- Level 4 F F F F
ment
TEN5 |Business continui- Level 4 F F F F
ty management
TEN6 |Auditmmanage- Tevelr# F F F —
hent
TEN9 |Gommunication Level 4 F F F —
rhanagement
TEN10 |IDocumentation Level 4 F F E —
rhanagement
TRN5 |[Yervice delivery Level 4 F F F F
planning
TRN6 |Hilot implementa- Level 4 F F F F
tion (Optional)
TRO1 |Transition out Level 4 F F F —
(Pptional)
TEN7 |Risk management Level 4 F F
OEN7 |Ipsue manage- Level 4
mhent
TEN1 |Management Level 4 F F F F
rleview
TEN4 |Knowledge man- Level 4 F F F F
dgement (Option-
qn
TRN4 |Hnowledge trans- Level 4 F F F F
fer
TEN8 |(ontinual im- Levelh4 F F F L+
pQrovement
SEN1 |§trategic planning Level 4 F F F F
dnd direction
detting
NOTE Some|of the processes are not needed at level 4 as a part of the process profile for level 4.
10.6 Matyrity level 5
Achievemeltof ratings for tistedprocesssetattevelt-Sare tistedimr Tabte 7
Table 7 — Maturity level 5 PA ratings
Process|Process areas| Process PA1.1 PA 2.1 and PA3.1,3.2 |PA4.1and4.2 PA5.1
ID capabil- 2.2 and 3.3
ity
OEN2 |Information Level 5 F F F F F
security
management
(Optional)
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Table 7 (continued)
Process|Process areas| Process PA1.1 PA 2.1 and PA3.1,3.2 |PA4.1and4.2 PA5.1
ID capabil- 2.2 and 3.3
ity

OEN3 |Compliance Level 5 F F F F —
management
(Conditionally
required)

OEN4 |Human Level 5 F F F F —
resource man-
agement

SDL1 |Service deliv- Level 5 F F F F F
erly execution N

SDL4 |Buysiness pro- Level 5 F F F F Q ;, F
celss manage- q/
ment 0y

SLN1 |Sdlution Level 5 F F F Q‘@' F
dgvelopment N
(Qptional) ()\Q

SLN2 |Cdntractlife- | Level5 F F F ,(J F F
cycle manage- \Q/
ment (Option- O\
al K%)

TEN2 |Fihancial man-| Level 5 F F c‘)\‘ F F —
agement &

TRN1 |Pdople mobili- | Level 5 F F 0! F F F
zgtion \\Q

N

TRN2 |Infrastruc- Level 5 F K‘@ F — —

tulre set-up Q
technology \\'Q

(Qptional) Oy

TRN3 |Infrastructure | Level 5 F A‘\‘O F F — —
seft-up —
ndn-technolo- \O
gy (Optional) \.\(\}‘

3 »

OEN5 |Infrastructure | Level 5 C) F F F F F
arld technol- L
ody manage- @
ment (-Q

OEN1 |Transaction §&J)é(/el 5 F F F — —
qyality man-Q_,\
agement

OEN6 |Wprk environ- | Level 5 F F F F —
mané;‘hage-
ment

RLS1 |Customerrela-| Level 5 F F F F —
tions manage-
ment

RLS2 |[Supplier Level 5 F F F F —
management
(Optional)

SDL2 |Service deliv- Level 5 F F F F —
ery reporting

SDL3 |[Service level Level 5 F F F F —
management
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Table 7 (continued)
Process|Process areas| Process PA1.1 PA 2.1 and PA3.1,3.2 |PA4.1and4.2 PA5.1
ID capabil- 2.2 and 3.3
ity

TEN3 |Change man- Level 5 F F F F —
agement

TEN5 |Business conti-| Level 5 F F F F —
nuity manage-
ment

TEN6 |Audit manage- | Level 5 F F F — —
ment

TEN9 |Communica- Level 5 E E E — —
tign manage-
mpent

TEN10 |D¢cumenta- Level 5 F F F — —
tign manage-
mpnt

TRN5 |Sdrvice deliv- Level 5 F F F F —
erfy planning

TRN6 |Pijot imple- Level 5 F F F F —
mepntation
(Optional)

TRO1 |Transition out | Level 5 F F F — —
(Qptional)

TEN7 |Risk manage- Level 5 F F F F —
mpnt

OEN7 |Isfue manage- | Level 5 F E F F F
mpnt

TEN1 |Mpnagement Level 5 F F F F —
reyview

TEN4 |Knowledge Level 5 F F F F F
mpnagement
(Optional)

TRN4 Klllowledge Level 5 F F F F —
transfer

TEN8 |Cdntinual im- Level § F F F F F
prjovement

SEN1 |Stfategic plan- | Leyel 5 F F F F —
nipg and direc;
tign setting

SEN2Z |Inpovation Level 5 F F F F F
mpnagement

NOTE 1 Sonpe ofthe processes are not needed at level 4 and 5 as a part of the process profile for level 5.

11 Conditions for inclusion of process areas

A basic or extended process set will include processes that are required for assessments with a particular
scope of application. These additional processes can be optional or conditional depending on the particular
circumstances of the organization. Conditions for inclusion or exclusion are listed in Table 8.
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Table 8 — Conditions for inclusion or exclusion

Maturity | Process Additional .
Process Conditions
level ID processes
Optional where business processes are performed
Information security within customer infrastructure and/or technology,
1 OEN2 Yes .
management and outsourcer does not have contracted require-
ments for information security.
Conditionally required where outsourcer has
Compliance manage- legal, regulatory, statutory, contractual or organi-
1 OEN3 Yes ) e )
ment zational responsibilities for compliance, beyond the
control of the customer.
1 Ao |Human resource man- AL
VLINT agement INU
1 SpL1 Serylce delivery exe- No L
cution
1 SDL4 Business process No L
management
1 SLN1 |Solution development Yes Optlonal where the delivery is directly §ransitioned
without any change tothe processes or the tools.
Contract lifecycle Optional for intérnal service providers yhere there
1 SLN2 Yes
management may not be a fornral contract.
1 TEN2 Financial manage- No L
ment
1 TRN1 |People mobilization No —
Infrastructure set up Optional for internal service providers yhere the
1 TRN2 Yes .
— Technology set-up can be pre-existent.
Infrastructure set up Optional for internal service providers yhere the
1 TRN3 Yes .
— Non-technology set-up can be pre-existent.
Infrastructure and
2 OEN5 [technology manage- No —
ment
2 OEN1 Transaction quality No .
management
2 OENG Work environmeht No o
management
2 RLS1 Customerrelations No o
managément
2 RLS2 |Supplier management Yes Optional where no suppliers are engageld directly.
2 SpL2 SerV}ce delivery re- No .
porting
2 SPL3 Service level manage- No .
ment
2 TEN3—Change-management Ne
2 TENS Business continuity No .
management
2 TEN6 |Audit management No —
2 TENO9 Communication man- No o
agement
2 TEN10 Documentation man- No o
agement
2 TRNS Service delivery No .

planning
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ment

Table 8 (continued)
Maturity | Process Additional .
Process Conditions
level ID processes
Optional where processes and resources are
2 TRN6 | Pilot implementation Yes transferred from customer to outsourcer, or wk_le.re
processes have no changes or no additional training
is needed.
2 TRO1 |Transition out Yes Optional where no transition out activities occur in
the scope of the assessment.
TEN7 |Risk management No —
OEN7 |Issue management No —
TENT [ Manmagement Teview NO =
Optional where business processes(are performed
3 TRN4 |Knowledge transfer Yes on-site and responsible resourcesyare transferred
from customer to outsourcer.
3 TEN4 |Knowledge manage- No .
ment
Continual improve-
4 TENS8 No —
ment
Strategic planning
4 SENI and direction setting No
5 SEN2 Innovation manage- No _

For the processes selected as additional-optional in a previous assessment, the applicability |will be re-
h the subsequent cycle of assessment.

evaluated i
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