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Foreword

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

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 fo. the
different types of ISO documents should be noted. This document was drafted in accordance wich ti.2
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directives).

Attention is drawn to the possibility that some of the elements of this document may be 1.2 suuject of
patent rights. ISO shall not be held responsible for identifying any or all such patent rights. Details of
any patent rights identified during the development of the document will be in the Intrcduction and/or
on the ISO list of patent declarations received (see www.iso.org/patents).

Any trade name used in this document is information given for the conveniri.ze c“users and does not
constitute an endorsement.

For an explanation of the voluntary nature of standards, the mcaning of ISO specific terms and
expressions related to conformity assessment, as well as inform~tio. about ISO's adherence to the
World Trade Organization (WTO) principles in the Technica! Berriess to Trade (TBT), see www.iso
.org/iso/foreword.html.

This document was prepared by Technical Committce ISG/IEC JTC 1, Information technology,
Subcommittee SC 40, IT Service Management and IT Governuac..

Alist of all parts in the ISO/IEC 30105 series can be 1oun< on the ISO website.

Any feedback or questions on this document shou!a be directed to the user’s national standards body. A
complete listing of these bodies can be feunc 2t www.iso.org/members.html.
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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, telecommunicatieis
manufacturing, etc. These services provide business solutions to customers across the globe and fo.
part of the core service delivery chain for customers.

ISO/IEC 30105 (all parts) specifies the lifecycle process requirements involved in the gener.- ITES-BPO
industry, which covers the entire outsourcing lifecycle and defines the processes that a1 > ccasidered
as good practice. Alignment to ISO/IEC 30105 (all parts) can improve consistenc,. quvality and
predictability in delivery of ITES-BPO services, which can lead to clear return o in.estinent for the
customer and service provider.

ISO/IEC 30105-1 specifies the lifecycle process requirements performed by tt e IT-enabled business
process outsourcing service provider for the outsourced business piacess:s, ISO/IEC 30105-2
and ISO/IEC 30105-3 provide a detailed assessment and measuremen fre mevvork for all business
outsourcing processes listed in ISO/IEC 30105-1.

This document presents an assessment exemplar, based on ISO/IEC 30105 (all parts), to enable
ITES-BPO organizations intending to apply ISO/IEC TR 30135 7 (this document) to understand the
measurement methods defined in ISO/IEC 30105-2 and ISO/:EC 59105-3, and to provide a model that an
ITES-BPO organization can adopt to measure the process rapebility and assess the maturity level. By
using this document, an ITES-BPO organization can ac-ele:ate delivery of its maturity level assessment.
Furthermore, this document assists internal and/s eaternal assessors, to facilitate the assessment
activities.

Benefits of applying this document are:

— presenting an efficient assessment procecare: assessment procedures based on ISO/IEC 30105-1,
ISO/IEC 30105-2 and ISO/IEC 30%u.-3 can become more visible and easier to implement through
this document, which can signific-atl; improve the assessment efficiency;

— illustrating the assessmenrt fromework across the different parts of ISO/IEC 30105: this document
illustrates the relatiorship Letween ISO/IEC 30105-2 and ISO/IEC 30105-3, especially the
relationship between | roci'ss attribute and process capability level, as well as the relationship
between process ati ibute and maturity level;

— aligning standa.diziag the assessment practice: this document standardizes the procedures to
assess the organiz. tion maturity level to maximize the objectivity and minimize the impact limited
by a user’s ki.owledge of the ISO/IEC 30105 series.
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 7:
Exemplar for maturity assessment

1 Scope

This document presents an exemplar for maturity assessment, following the framewc~k fc - assessment
of process capability levels and measurement of an organization’s maturity lev »l f¢=-an ITES-BPO
service provider.

This document:

— uses the set of indicators for process performance and process capab.’ity

— helps to collect the objective evidence that enables an assessor to det_rmine the process ratings;
— helps to assess the result of the process capability level;

— serves as a measurement framework for processes ar.d provides an organization maturity model
for ITES-BPO organizations delivering the servicts;

— is useful for all users of the ISO/IEC 30105 se; 1es, including but not limited to internal assessors,
external assessors, ITES-BPO service providers 2n. ITES-BPO service customers;

— supports the performance assessment by previding a framework to measure and derive capability
and organization maturity levels.

2 Normative references

The following documents are 1¢fered to in the text in such a way that some or all of their content
constitutes requirements (f *ais document. For dated references, only the edition cited applies. For
undated references, the lates=<dition of the referenced document (including any amendments) applies.

ISO/IEC 30105-4:2716, 'nformation technology — IT Enabled Services-Business Process Outsourcing
(ITES-BPO) lifecycle pi ~cesses — Part 4: Terms and concepts

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

»%0 and IEC maintain terminological databases for use in standardization at the following addresses:

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

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

4 Interrelationship across the parts of the ISO/IEC 30105 series

Figure 1 shows the interrelationship of the process reference model with the process assessment
model, and establishes the link with the measurement framework that enables process capability
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