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Introduction 

The aim of this document is to establish the requirements of a strategic lifecycle framework to improve 
collaborative business relationships in and between organizations of all sizes. Collaborative business 
relationships in the context of this International Standard can be multidimensional (see Figure 1). They 
may be one- to -one relationships or networked relationships involving multiple parties. 

 

Figure 1 — Multidimensional relationships 

This standard addresses both the overall requirements to establish a Management System and 
operational process requirements for specific or individual organizational relationship engagement 
(see Figure 2). The framework addresses a number of themes that cascade from the high level 
management system and will vary within the context and maturity of a specific relationships lifecycle. 
These evolving themes impact the behaviours and organizational culture of collaborating organizations 
to ensure they are effective, optimized and deliver enhanced benefit to the stakeholders through 
collaborative approaches.  
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Collaborative business relationship management systems — 
Framework 

1 Scope 

This document specifies requirements for the effective identification, development and management of 
Collaborative Business Relationships within or between organizations. Whilst this document principally 
addresses the management system of an organization it also recognizes that effective collaboration 
requires two or more organizations to engage together, therefor it is necessary that management 
systems accommodate the joint activities of the parties. 

This document is applicable to private and public organizations of all sizes, from large multinational 
corporations and government organizations, to non-profit organizations and micro/small businesses. 
Application of and/or compliance with this document can be on several different levels, for example: 

 a single application (including operating unit, operating division, single project or programme, 
mergers and acquisitions); 

 an individual relationship (including one-to-one relationships, alliance, partnership, business 
customers, joint venture); 

 multiple identified relationships (including multiple partner alliances, consortia, joint ventures, 
networks, extended enterprise arrangements, and end–to-end supply chains); and 

 full application organization-wide for all identified relationship types.  

2 Normative references 

There are no normative references. 

3 Terms and definitions 

For the purposes of this document, the following terms and definitions apply. 

ISO and IEC 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 

3.1 
organization  
person or group of people that has its own functions with responsibilities, authorities and relationships 
to achieve its objectives (3.8)  

Note 1 to entry: The concept of organization includes, but is not limited to, sole-trader, company, corporation, 
firm, enterprise, authority, partnership, charity or institution, or part or combination thereof, whether 
incorporated or not, public or private. 

© ISO 2016 – All rights reserved 1 

 

iTeh STANDARD PREVIEW
(standards.iteh.ai)

ISO/DIS 11000.2
https://standards.iteh.ai/catalog/standards/sist/3ab5f927-a22e-4841-91f5-

c5130f472450/iso-dis-11000-2



ISO/DIS 11000 

3.2 
interested party (preferred term)  
stakeholder (admitted term)  
person or organization (3.1) that can affect, be affected by, or perceive themselves to be affected by a 
decision or activity 

3.3 
requirement  
need or expectation that is stated, generally implied or obligatory 

Note 1 to entry: “Generally implied” means that it is custom or common practice for the organization and 
stakeholders that the need or expectation under consideration is implied. 

Note 2 to entry: A specified requirement is one that is stated, for example in documented information. 

3.4 
management system  
set of interrelated or interacting elements of an organization (3.1) to establish policies (3.7) and 
objectives (3.8) and processes (3.12) to achieve those objectives 

Note 1 to entry: A management system can address a single discipline or several disciplines. 

Note 2 to entry: The system elements include the organization’s structure, roles and responsibilities, planning, 
operation, etc. 

Note 3 to entry: The scope of a management system may include the whole of the organization, specific and 
identified functions of the organization, specific and identified sections of the organization, or one or more 
functions across a group of organizations. 

3.5 
top management  
person or group of people who directs and controls an organization (3.1) at the highest level 

Note 1 to entry: Top management has the power to delegate authority and provide resources within the 
organization. 

Note 2 to entry: If the scope of the management system (3.4) covers only part of an organization (3.1) then top 
management refers to those who direct and control that part of the organization. 

3.6 
effectiveness  
extent to which planned activities are realized and planned results achieved 

3.7 
policy  
intentions and direction of an organization (3.1) as formally expressed by its top management (3.5) 

3.8 
objective  
result to be achieved 

Note 1 to entry: An objective can be strategic, tactical, or operational. 

2 © ISO 2016 – All rights reserved 
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Note 2 to entry: Objectives can relate to different disciplines (such as financial, health and safety, and 
environmental goals) and can apply at different levels (such as strategic, organization-wide, project, product, and 
process (3.12)). 

Note 3 to entry: An objective can be expressed in other ways, e.g. as an intended outcome, a purpose, an 
operational criterion, as a Collaborative objective or by the use of other words with similar meaning (e.g. aim, goal, 
or target). 

Note 4 to entry: In the context of Collaborative Business Relationship management systems Collaborative objectives 
are set initially by the organization, consistent with the Collaborative Business Relationship policy, to achieve 
specific results and once a partner(s) is selected they are incorporated into the joint objectives 

3.9 
risk  
effect of uncertainty on objectives (3.8) 

Note 1 to entry: An effect is a deviation from the expected – positive or negative. 

Note 2 to entry: Uncertainty is the state, even partial, of deficiency of information related to understanding or 
knowledge of, an event, its consequence, or likelihood. 

Note 3 to entry: Risk is often characterized by reference to potential “events” (as defined in ISO Guide 73:2009, 
3.5.1.3) and “consequences” (as defined in ISO Guide 73:2009, 3.6.1.3), or a combination of these. 

Note 4 to entry: Risk is often expressed in terms of a combination of the consequences of an event (including 
changes in circumstances) and the associated “likelihood” (as defined in ISO Guide 73:2009, 3.6.1.1) of occurrence. 

3.10 
competence  
ability to apply knowledge and skills to achieve intended results 

3.11 
documented information  
information required to be controlled and maintained by an organization (3.1) and the medium on 
which it is contained 

Note 1 to entry: Documented information can be in any format and media and from any source. 

Note 2 to entry: Documented information can refer to: 

— the management system (3.4), including related processes (3.12); 

— information created in order for the organization to operate (documentation); or 

— evidence of results achieved (records). 

See also Relationship Management Plan (3.32). 

3.12 
process  
set of interrelated or interacting activities that transforms inputs into outputs 

3.13 
performance  
measurable result 

© ISO 2016 – All rights reserved 3 
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Note 1 to entry: Performance can relate either to quantitative or qualitative findings. 

Note 2 to entry: Performance can relate to the management of activities, processes (3.12), products (including 
services), systems or organizations (3.1). 

3.14 
outsource (verb)  
make an arrangement where an external organization (3.1) performs part of an organization’s function 
or process (3.12) 

Note 1 to entry: An external organization is outside the scope of the management system (3.4), although the 
outsourced function or process is within the scope. 

3.15 
monitoring  
determining the status of a system, a process (3.12) or an activity 

Note 1 to entry: To determine the status there may be a need to check, supervise or critically observe. 

3.16 
measurement  
process (3.12) to determine a value 

3.17 
audit  
systematic, independent and documented process (3.12) for obtaining audit evidence and evaluating it 
objectively to determine the extent to which the audit criteria are fulfilled 

Note 1 to entry: An audit can be an internal audit (first party) or an external audit (second party or third party), 
and it can be a combined audit (combining two or more disciplines). 

Note 2 to entry: An internal audit is conducted by the organization itself, or by an external party on its behalf. 

Note 3 to entry: “Audit evidence” and “audit criteria” are defined in ISO 19011. 

3.18 
conformity  
fulfilment of a requirement (3.3) 

3.19 
nonconformity  
non-fulfilment of a requirement (3.3) 

3.20 
corrective action  
action to eliminate the cause of a nonconformity (3.19) and to prevent recurrence 

3.21 
continual improvement  
recurring activity to enhance performance (3.13) 

4 © ISO 2016 – All rights reserved 
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3.22 
extended enterprise 
associated entities, (customers, employees, suppliers, distributors), that directly and formally or 
informally, collaborate in the design, development, production, and delivery of a product or service to 
the end user 

Note 1 to entry: Please see definition of supply chain, 3.28. 

3.23 
initiating organization 
organization initiating the potential relationship 

3.24 
joint management team 
individuals or team agreed between the parties that will have day-to-day management of the 
collaborative process and its performance to objectives (3.8) and outcomes 

3.25 
partner 
organization (3.1) or internal groups within an organization participating in the collaborative business 
relationship 

Note 1 to entry: A partner could be an external organization or an internal group within an organization. 

3.26 
partner selection criterion 
key criterion required to evaluate a potential partner’s overall match to principal values and 
objectives (3.8) of the collaboration 

3.27 
Senior Executive Responsible  
SER 
high level executive person within the organization, who has the overall responsibility for authorizing 
and supporting collaborative programmes and the development of capabilities, together with any other 
agreed executive participants with responsibility for the effective implementation and operation of the 
collaboration 

3.28 
supply chain 
relationship of organizations, people, activities, logistics, information, technology, and resources 
engaged in activities and creating value from point of origin to point of consumption, including 
transforming materials/components to products and services for end users 

Note 1 to entry: Please see definition of extended enterprise, 3.22. 

3.29 
alignment 
shared and complementary vision, objectives, strategies, and operational processes of the partners and 
mutual interests of the stakeholders  

3.30 
value proposition 
promise of measurable benefits resulting from the collaboration 

© ISO 2016 – All rights reserved 5 
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3.31 
exit strategy 
mutually agreed rules for controlled disengagement 

3.32 
relationship management plan 
overview that defines the governance processes or references to them that define how a particular 
relationship will be managed and controlled 

 

4 Context of the organization 

4.1 Understanding the organization and its context 

The organization shall determine external and internal issues that are relevant to its purpose and that 
affect its ability to achieve the intended outcome(s) of its Collaborative Business Relationship 
management system. 

Organizations shall assess where they are able to harness the benefits of collaborative working and 
shall develop their specific processes accordingly.  

4.2 Understanding the needs and expectations of stakeholders 

The organization shall determine: 

 the stakeholders that are relevant to the Collaborative Business Relationship management system; 
and 

 the requirements of these stakeholders. 

4.3 Creation of value 

The organization(s) shall determine and define the value added opportunities that can be achieved by 
the organization(s) working collaboratively. 
These value added opportunities shall be periodically reviewed as part of the organizations' continual 
improvement programme, see clauses 9 and 10. 

4.4 Determining the scope of the Collaborative Business Relationship management 
system 

The organization shall determine the boundaries and applicability of the Collaborative Business 
Relationship management system to establish its scope. 

When determining this scope, the organization shall consider: 

 the external and internal issues referred to in 4.1; and 

 the requirements referred to in 4.2. 

The scope shall be available as documented information. 

6 © ISO 2016 – All rights reserved 
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4.5 Collaborative Business Relationship management system 

The organization shall establish, implement, maintain and continually improve a Collaborative Business 
Relationship management system, including the processes needed and their interactions, in accordance 
with the requirements of this International Standard, as appropriate to the size and complexity of the 
organization.  

5 Leadership 

5.1 Top Management, leadership and commitment 

Top management shall demonstrate leadership, accountability and commitment with respect to the 
Collaborative Business Relationship management system by: 

 ensuring that the Collaborative Business Relationship policy and Collaborative objectives are 
established and are compatible with the strategic direction of the organization; 

 ensuring the integration of the Collaborative Business Relationship management system 
requirements into the organization’s business processes; 

 ensuring that the resources needed for the Collaborative Business Relationship management 
system are available; 

 communicating to relevant stakeholders the importance of effective Collaborative Business 
Relationship management and where applicable of conforming to the Collaborative Business 
Relationship management system requirements; 

 ensuring that the Collaborative Business Relationship management system achieves its intended 
outcome(s); 

 directing and supporting persons within the participating organizations to contribute to the 
effectiveness of the Collaborative Business Relationship management system; 

 promoting continual improvement; and 

 supporting other relevant management roles within the participating organizations to demonstrate 
their leadership as it applies to their areas of responsibility. 

Reference to “business” in this International Standard should be interpreted broadly to mean those 
activities that are core to the purposes of the organization’s existence. 

5.2 Policy 

Top management shall establish a Collaborative Business Relationship policy that: 

a) is appropriate to the purpose of the organization; 

b) provides a framework for setting Collaborative objectives; 

c) includes a commitment to satisfy applicable requirements; and 

d) includes a commitment to continual improvement of the Collaborative Business Relationship 
management system. 

© ISO 2016 – All rights reserved 7 
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The Collaborative Business Relationship policy shall: 

 be available as documented information; 

 be communicated within the organization; and 

 be available to stakeholders, as appropriate. 

The Senior Executive Responsible (SER) shall ensure that within the defined scope of its Collaborative 
Business Relationship management system, the policy is applied. 

5.3 Organization roles, responsibilities and authorities 

5.3.1 Top management 

Top management shall ensure that the responsibilities and authorities for relevant roles are assigned 
and communicated within the organization. 

The organization shall appoint a SER for the development and implementation of the collaborative 
business relationship management process with defined responsibility, authority and accountability for 
ensuring that the policies, processes, culture and behaviour required are established, implemented and 
maintained. 

Top management shall assign the responsibility and authority for: 

a) ensuring that the Collaborative Business Relationship management system conforms to the 
requirements of this International Standard; and 

b) reporting on the performance of the Collaborative Business Relationship management system to top 
management.  

5.3.2 Establishment of Operational Governance structure 

The organization shall establish and maintain arrangements that promote collaborative working and 
provide the authority under which the leaders are empowered to explore the potential value from 
collaboration, by ensuring: 

 the organization has a value analysis process that identifies the potential benefits that could be 
realized by collaborative working; 

 that the qualities or ethos of the relationships that are consistent with both the values and 
purpose of the organization are established; 

 that the leaders have a clear mandate within which to progress and develop prospective 
collaborative business relationships; 

 that the governance processes are sufficiently robust to demonstrate effective assurance and 
accountability within a collaborative arrangement; 

 that the governance processes are sufficiently agile and adaptable to ensure that the potential 
value could be realized from collaboration; 
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 that there is a clear understanding of expected and acceptable attitudes and behaviour within 
the relationships that will foster the desired approach to openness, trust and mutual respect 
between the prospective collaborators and their stakeholder groups; and 

 accountability, fairness, and transparency in the relationships with partners and sharing of 
responsibilities and rights. 

5.3.3 Senior executive responsible 

The SER (see 3.27)is responsible for ensuring performance evaluation and continual improvement in 
the activities covered by the Collaborative Business Relationship management system, see 9 and 10. 

The SER is also responsible for identifying and defining the key individuals and their roles involved in 
collaborative initiatives and ensuring they have the appropriate skills to support a collaborative 
approach (see Annex C for examples). 

6 Planning 

6.1 Actions to address threats and opportunities 

When planning for the Collaborative Business Relationship management system, the organization shall 
consider the issues referred to in 4.1 and the requirements referred to in 4.2 and determine the threats 
and opportunities that need to be addressed, in order to: 

 assure the Collaborative Business Relationship management system can achieve its intended 
outcome(s); 

 prevent, or reduce, undesired effects; and 

 achieve continual improvement. 

The organization shall have a defined process for the initial and on-going evaluation of risk. This 
process should include defined approaches for: identification, analysis, mitigation, on-going 
management, and review of risks. 

The organization shall plan: 

a) actions to address these threats and opportunities; and 

b) how to: 

 integrate and implement the actions into its Collaborative Business Relationship management 
system processes and the corporate relationship management plan (see 7.5.5), and  

 evaluate the effectiveness of these actions. 

6.2 Collaborative Business Relationship objectives and planning to achieve them 

The organization shall identify its operational objectives and identify where these may be supported or 
enhanced through the adoption of collaborative working approaches, or where additional external 
partners may be required in order to achieve targeted outcomes. 

© ISO 2016 – All rights reserved 9 

 

iTeh STANDARD PREVIEW
(standards.iteh.ai)

ISO/DIS 11000.2
https://standards.iteh.ai/catalog/standards/sist/3ab5f927-a22e-4841-91f5-

c5130f472450/iso-dis-11000-2


	Eü)œáuˆ«Êk‡Dhﬂ˛�ÿõž5˜ ]Îè�ƒ>��	¨a�u•$
ÈJ±%ò�J×°/±è˙6ÐþêM,ŁÔ%¿˝`Ç(1ÿÀ

