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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 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 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 the subject
of patent rights. ISO and IEC 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
Introduction and/or on the ISO list of patent declarations received (see www.iso.org/patents) or the
IEC list of patent declarations received (see http://patents.iec.ch).

Any trade name used in this document is information given for the convenience of users and does not
constitute an endorsement.

For an explanation of the [volunitary hature\ of’standards) the medning of ISO specific terms and
expressions related to conformity assessment, as well as information about ISO's adherence to the
World Trade Organization (WTQ)ptinciplesimthe TechnicaliBarriers to Trade (TBT) see www.iso.org/
iso/foreword.html.

This document was prepared by Joint Technical Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 40,'IT Service Management and [T Governance.

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

Any feedback or questions on this document should be directed to the user’s national standards body. A
complete listing of these bodies can be found at www.iso.org/members.html.
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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)

AMENDMENT 1

Page 2, Clause 3

Add the following definition entry (to reflect the definition in ISO 9000:2015):
31
organization

person or group of people that has its own functions with responsibilities, authorities and
relationships to achievejitsobjectives

[SOURCE: 1SO 9000:2015, 3.2.1, modified —Notes 1,and 2 to entry have not been included.]
Page 2, Clause 3
Add the following definition entry:

3.2 ‘

organization unit

identified part of an organization that deploys one or more processes that operate within a coherent
set of business goals, and which forms the basis for the scope of an assessment

Note 1 to entry: An organization’s unit is typically part of a larger organization, although in a small
organization, the organization’s unit may be the whole organization.

Page 4, Clause 5
Delete the third paragraph which was a duplicate of the second paragraph.

Each process attribute is defined in terms of a set of process attribute outcomes which can be evaluated
to indicate the extent of achievement of the process attribute. The process attributes are organised
into process capability levels, ranging from Incomplete (in which the process does not achieve its
defined process outcomes) to Innovating (in which the process is continually improved to respond to
organization’s change).

Page 7, Clause 7

Replace Table 2 as shown below. “Process measurement” and “Process control” process attribute names
for Level 4 and Level 5 were changed to “Quantitative analysis” and “Quantitative control”, respectively.

Table 2 — Capability level ratings

Scale Process attribute Rating

Level 0 Process performance Largely(-) or below

© ISO/IEC 2020 - All rights reserved 1
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Table 2 (continued)

Scale Process attribute Rating

Level 1 Process performance Largely(+) or above
Level 2 Process performance Fully

Performance management Largely(+) or above

Work product management Largely(+) or above
Level 3 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

Quantitative analysis Largely(+) or above

Quantitative control Largely(+) or above
Level 5 Process performance Fully

Performance management Fully

Work product management Fully

Process definition Fully

Process deployment Fully

Quantitativeanalysis Fally

Quar{titative control Fully

Process innovation Largely(+) or above

Process innovation implemen- |Largely(+) or above

tation

Page 15, subclause 10.6, Table 7

Replace Table 7 as shown below. Process attributes (PA) 4.1 and 4.2 of maturity level 5 have been
corrected to reflect that they are fully required for the processes SDL2, SDL3, TEN3 and TEN5 by adding
an "F" in the cells.

Table 7 — Maturity level 5 PA ratings

Code Process areas PA1.1 PA2.1 PA3.1 PA 4.1 PAS5.1
and 2.2 | and 3.2 | and 4.2 | and 5.2
OEN2 |Information security F F F F F
management (Additional
Optional)
OEN3 |Compliance management F F F F —
(Additional Required)
OEN4 |Human resource management|F F F F —
SDL1 Service delivery execution F F F F F
SDL4 |Business process manage- F F F F F
ment
SLN1  |Solution development (Addi- |F F F F F
tional Optional)
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Table 7 (continued)
Code Process areas PA1.1 PA2.1 PA3.1 PA4.1 PA5.1
and 2.2 | and 3.2 | and 4.2 | and 5.2

SLN2  |Contract lifecycle manage- F F F F F
ment (Additional Optional)

TEN2 |Financial management F F F F —

TRN1 |People mobilization F F F F F

TRN2 |Infrastructure set up — F F F — —
Technology (Additional
Optional)

TRN3 |Infrastructure set up — F F F — —
Non-technology (Additional
Optional)

OEN5 |Infrastructure and technolo- |F F F F F
gy management

OEN1 |Transaction quality manage- |F F F — —
ment

OEN6 |Work environment manage- |F F F F —
ment

RLS1 Customer relations manage- |F F F F —
ment

RLS2  |Supplier.management (Addi- [F, E E F —
tional Optional)

SDL2  |Service delivery reporting E F F F —

SDL3 Service level management F F F F —

TEN3 |Change management F E F F —

TEN5 |Businesscontinuity manage:{F E E F —
ment ( X

TEN6 |Audit management F F F — —

TRN5 |[Service delivery planning F F F F —

TRN6 |Pilotimplementation (Addi- |F F F F —
tional Optional)

TRO1 |Transition out (Additional F F F — —
Optional)

TEN7 |Risk management F F F F —

OEN7 |Issue management F F F F F

TEN1 |Managementreview F F F F -

TEN4 |Knowledge management F F F F F
(Additional Optional)

TRN4 |Knowledge transfer F F F F —

TEN8 |Continual improvement F F F F F

SEN1 Strategic planning and direc- |F F F F —
tion setting

SENZ |Innovation management F F F F F

Some of the processes are not needed at level 4 and 5 as a part of the profile for level 5.
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