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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. In the field of information technology, ISO and IEC have established a joint technical committee,
ISO/IEC]TC 1.

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 critexia needed for
the different types of document should be noted. This document was drafted(in acgoxdance with the
editorial rules of the ISO/IEC Directives, Part 2 (see www.iso.org/directivesy.

Attention is drawn to the possibility that some of the elements of thig’document may be tife subject
of patent rights. ISO and IEC shall not be held responsible for idenkifying~3 all Such patent
rights. Details of any patent rights identified during the developr edocument will be in the
Introduction and/or on the ISO list of patent declarations receiyed-(se i

constitute an endorsement.

For an explanation on the meaning of ISO specifi
as well as information about ISO’s adherence to
Technical Barriers to Trade (TBT) see the follo

ization (WTO) principles in the
org/lso/foreword html.

The commlttee responsible for th' docu nent \s I vInformation technology, Subcommittee

Alist of all parts in the ISO/IE 3 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,
manufacturing, etc. These services provide business solutions to customers across the globe and form
part of the core service delivery chain for customers.

ISO/IEC 30105 (all parts) specifies the lifecycle process requirements involveddin the ITES-BPO industry.

— It provides an overarching standard for all aspects of ITES-BPO j sm the view of the
service provider that performs the outsourced business processgs\1

for service providers.

— It focuses on IT enabled business

— Alignment to [SO/
in delivery o@ '

Supplier 1
CUStOM Service provider Supplier 2
Lead supplier 3 Sub-con.tracted
supplier 3a

Figure 1 — ITES-BPO key entities

This document details the terms and concepts of the ISO/IEC 30105 series. It contains definitions for
the terms used in ISO/IEC 30105 (all parts) and explains the concepts. It also details the lifecycle of
ITES-BPO and the relationship between ISO/IEC 30105 (all parts) and other relevant standards.
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Information technology — IT Enabled Services-Business
Process Outsourcing (ITES-BPO) lifecycle processes —

Part 4:
Terms and concepts

1 Scope
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