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About

UNDERSTANDING THIS FILE

This file represents a "flat" Excel-based version of the PCF. It includes a number of worksheets intended to communicate the
various aspects of the framework necessary to interpret it and make full use of its intended capabilities.

These pages illustrate the configuration of this file. If you have further questions, please contact APQC directly on
pcf_feedback@apqc.org or +1-713-681-4020.

PCF ID is the unique identifier assigned to the specific element on each row. The PCF ID is used throughout APQC's open
standards benchmarking as a way to relate measures, questions, and other materials back to specific parts of the PCF. The
PCF ID for a process element is aligned to the specific concept identified by the process element. It will be consistent across
releases as long as the conceptual meaning does not change.

Hierarchy ID is the human-readable index number corresponding to this specific process element on each row. This number
will not be consistent across releases - meaning that a process element may have a different hierarchy ID among a set of
releases.

Difference index is a score identifying the volume of changes to this process element across releases. The score is only
computed when a specific release is compared to another specific release. The difference index encapsulates the changes
among all of the process element's descendents, not just the immediate children. The greater the number, the more
significant the changes between the two releases.

Change details is a sentence explaning the differences in the immediate child-level descendents of the specific process
element. A "plus" symbol ("+") before a number indicates that the specific process element was added since the last
release. A "minus" symbol ("-") before a number indicates that the specific process element was removed since the last
release. If the process element was renamed, the sentence will include the phrase "RENAME, WAS:" followed by the name
previously used by the process element. A new element is identified by the word "NEW". A "c" before a number indicates
that the specific process element changed since the compared release; it saw elements added, removed, the name changed,
or some combination of those three operations.

Metrics available indicates whether or not metrics are available in APQC's Open Standards Benchmarking library for this
specific process element. For more information, please visit http://www.apqc.org/osb
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Metrics

available?

Difference
PCFID  HierarchyID Change details
10002 1.0 Develop Vision and Strategy 8
10003 2.0 Develop and Manage Products and Services 0
10004 3.0 Market and Sell Products and Services 11
20022 4.0 Manage Supply Chain for Physical Products 2 RENAME, WAS:Deliver Physical Products
20025 5.0 Deliver Services 0
20085 6.0 Manage Customer Service 0
10007 7.0 Develop and Manage Human Capital 43 +21451, -17057, c20599
20607 8.0 Manage Information Technology (IT) 0
17058 9.0 Manage Financial Resources 1
19207 0.0 Acquire, Construct, and Manage Assets 0
16437 1.0 Manage Enterprise Risk, Compliance, Remediation, and Resiliency 0
10012 2.0 Manage External Relationships 0
10013 3.0 Develop and Manage Business Capabilities 21

In the above image, one can discern that a new process element "9.0 Manage Financial Resources" (17058) was added to
the framework. This new element was added to the file. This new element contains a number of previously used elements,
including a significant change to one of its immediate children, 10731, which was present in the previous release, but
under a different parent. Also category 4 saw relatively few changes (difference index = 2) while category 7 saw the most
changes (difference index = 43).

1.0 Manage Enterprise Risk, Compliance, Remediation and Resiliency (16437)

Represents the highest level of process in the enterprise in general groupings such as
manage customer service, supply chain, finance, and human capital.

1.1 Manage Enterprise Risk (17060)

Groups of processes that are part of executing a category. Examples include perform after
sales repairs, procurement, accounts payable, recruit/source, and develop sales strategy.

11.1.3 Manage Business Unit and Function Risk (17462)

A single process that may include elements related to variants and rework in addition to
the core elements needed to accomplish the process. Examples include invoice customer
and develop and manage IT security, privacy, and data protection.

11.1.3.3 Develop Mitigation Plans for Risks (16458)

A key step performed to execute a process. Examples include maintain chart of accounts
and develop salary/compensation structure and plan.

LEVEL 1

CATEGORY

LEVEL 2

PROCESS
GROUP

LEVEL 3

PROCESS

LEVEL 4

ACTIVITY

1.1.3.3.1 Assess Adequacy of Insurance Coverage (18129)
LEVEL 5

An element of work that goes into executing an activity. They are generally much more
TASK fine-grained and may vary widely across industries. Examples include create a business case

and obtain funding, and design recognition and reward approaches.

PROCESS ELEMENT NUMBERING SCHEME

The PCF identifies each process element using a unigue 5-digit reference number following the name of the process element [i.e., (16437),
(17060), (17061), (16458), (18129), shown in the above graphic]. This number will always refer to the conceptual definition of the process
element. The actual process elements and actual definition may change, but conceptually the decomposition will remain consistent

considering the entire scope of the PCF. A new 5-digit number will be assigned to a process element if its definition substantially changes
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Categories

PCFID  Hierarchy ID Name el

10002 1.0 Develop Vision and Strategy 3 W R Kt PO R )
10003 2.0 Develop and Manage Products and Services Slovs g WY gamo Cu pow g dxwgl
10004 3.0 Market and Sell Products and Services Slovs g WY guamo Hig,9 9 (bl
20022 4.0 Manage Supply Chain for Physical Products 5 b Y guazn (g (yndli 0 i) s pyho
20025 5.0 Deliver Services Obus &l
20085 6.0 Manage Customer Service Ob i Glus Co paw
10007 7.0 Develop and Manage Human Capital Sl o yw Co p oo g Aol
20607 8.0 Manage Information Technology (IT) SleMbl 659Ld o pow
17058 9.0 Manage Financial Resources Sbo gl o puw
19207 10.0 Acquire, Construct, and Manage Assets L 2l o piw g Sl (Shod
16437 11.0  Manage Enterprise Risk, Compliance, Remediation, and Resiliency bosw 63Tl g (Mol loladl/ ol ) 7ol ¢ Gldasl ¢ Slo sl Swns y s 00
10012 12.0 Manage External Relationships > bulgy co puw
10013 13.0 Develop and Manage Business Capabilities 3 g seabild Cu pow g dxwgd
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Hierarchy

PCF ID
ID

Element Description

Establishing a direction and vision for an organization. This involves defining the business concept and long-term
.. vision, as well as developing the business strategy and managing strategic initiatives. Processes in this category

9 59 S pgpie iy ol anTys Ml ploslo (gl Sl piir o5 g (5 S et
R UV e PACCRY e JRCOWY I S5 I oW [P N L BGOSR P S| JCOW [TPIWS SRV T FE R PO

isi 351yl 9 I e (9009 s ceve o yane T ol miatves :
10002 1.0 Develop Vision and Strategy o7 )2 7 9% focus on creating a vision, a mission, and strategic objectives, and culminate in creating measures to ensure thatthe  wes o e ole e Gy s 0 Coles 0 5 05,10 55 508 ol Blaal § cujgels o5lasl pi slov]
organization is moving in the desired direction. A5 o 5 ogllae s 53 sl dind oo limedsl a5
. . . - L . il 3,5 Sl b ol S350l lasle (B RP PON RPN PO P P
Creating a conceptual framework of the organization's business activity and strategic vision with long-term PR ST SR R Gl P IReAT 9 S0 SRS i ke 9T T
: : o g . ... applicability. Scout the organization's internal capabilities, as well as the customer's needs and desires, to identify a fit b wgdion (o2 olitie slaaialys 5 lajls Grizmen lojlo (A1 slaguiadlys al> 5o cnl 5o
17040 1.1 Define the business concept and long-term vision Goo aily 1ol pidezr 9 )1 9 S pagdio iy 23 hpp Y g | P £ th N . o Ivsis | I.fyh ‘ ] T ) - . , )
that can be used_t_o advance a conceptu_a s_tructure of the organization's business activity. Conduct analysis in light of 1.5, 600 lole 6)lw lacadled cogpie Lislo axwg sl o 5l Hlo a5 098 slolis ool
relevant externalities and large-scale shifts in the market landscape. girgn ol i etz 50 IS it g anome 35 el 4 dzgi b Lo ol
. " s , . U ol o Slgs eo Lol 18 13 slejles 5l )l a5 ols oo laolys g s goles
Assessing all forces, entities, and systems that are external to an organization but can affect its operation. Analyze far- = © oo adlyiin Ll 2ls [ gk Sl ) o8 (e i 5 Losles g o (ol () 2
10017 111 Assess the external environment = .. reaching currents in the macroeconomic situation, assess the competition, evaluate technological changes, and 5 Gu9b8 Slpsd oy o lly (2Ll esalaBl (M Candg ) 00 1S slapl > Jelod 5 IS
o STOT R ) ideqtify societal as well as _ef:ological issues of concern. Create a big-picture understanding of externalities, with Jolse 5l aal (S0 sl az g5 050 (e ) Cpizman 5 tlaiz! Pl ololis
sufficient depth across individual aspects. Jelse ol cs08 csloaiz o L3S o L (g ) a 5
19945 1111  Identifv competitors Ls. L 'dentifying your competitors, their service and/or product. Evaluating competitors strategies to determine their chnd g 058 bl (rn jslaie 4 L3 ol (bl gl Y gams by Sleas LS, olulis
Y y P e strengths and weaknesses relative to those of your own product or service. 893 > b Jgamme b Lo o cind g gd blas b anglie o o]
. L , , — , Gilies gloacs o o 08 b lojle o Shes ol SKan 45 JhL 4o 0B, slog s b))
Assessing the competitive forces in the marketplace that could potentially affect the organization. Analyze various T TS R e e 0 z g JIR % s SR s
10021 1112  Analvze and evaluate competition B . aspects of business competition including competing firms. Aggregate competitive intelligence, create benchmarks to g ol anlic 6lp alojlne sbnl (1B, DI (6 slaes L3 alox S gees )3 28,
T ¥ P PO S juxtapose processes and performance metrics, and inject crucial information about the competition into management @ oliws jebiteds b poe slaJoe 4 L3, 0)L,0 Sl ledbl (3.5 0y 5 (63, Slas sl asls
models to synthesize insights. ) ¢ . .
y 9 e S5 S sl 5 b LS
Lg‘)" ’:éd)l:u 6[.& L._l:u 33 U"B‘» 9 Y L: AJ)IO S99 )‘)b B 6)iib Slons L UYSM b—l 4&».“ Sy
Lo 355l o] el o cudlad anlol pae b anlsl 0,50 (6 1S puouas
: : : : - Examining if there are other existing products or services in the marketplace, and building the business case to make . .
21421 1.1.1.3 Identify potential product or service alternatives Cuods b Jgaze osilly glagy Sl (oLl . o ’ (5l el Sl Slaiy ol (S salel g bYS (6jelaaz s kS sloJudo
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Determining large-scale macroeconomic shifts and trends, with medium to long-term relevance for the organization. 248 lod S slacS > Lawid glp S g e oolaidl Ll b 588 w050 Gl
. . ) Vet thg immediate gnd thellarge.r (lac_onomic ecosystem to .identify broad-b_ased movements that affect .the 5 esn dsolatdl 5eSzsS aliia 1) tlojles 4 a0y (slb o e Jlke lgieds a5 5 o il ool
10022 1.1.1.4  Identify economic trends wstatdl slass, 2luls organization. In the immediate vicinity, for example, examine the stock price of key vendors/suppliers in the L N N o
organizational value-chain. In the larger economic ecosystem, analyze according to geographical distribution where e 32595 on y Olesbe il e 5> S o el b o595 el oot
factors such as interest rates, taxation structures, oil prices, and unemployment rates are explored. B o0 25 wiile Jlelse 9 098 oo planil L8l e Bl Gulal  Julod cgolasl Sapmy
D55 o B oy 590§ 5 g I B ( SLILe
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Identifying areas of concern pertaining to public policy and regulation, established by sovereign or multinational e f’)SJ'" T 72 )SU "’J' J”; O SIS ERT 900 5 A g et o2
authorities. Examine various regions and geopolitical formations to identify those political and regulatory issues- Ol 53 B 5 03355 85 3218 S (b (sl gy L lellinn 5 (e o
10023 1.1.1.5 Identify political and regulatory factors Sy s b Jlse olulis present or developing-that can potentially affect the organization. Plan for an iterative process, partitioned across DS 55y aelip ll ails lojle lacudled e 25U AT Sl 855 g sladlaie slaslys
reglpnal anci gleopoll’:!cal entltlez thtattha\:je addlrtectdbesrlng on tr;e organization's activities. Assess changes in loossm s st omles bl oy 5 6yl alse s game slos Jaibinl , darsme llail 4 1) i
environmental compliance, product standards, trade barriers, etc. S lolid Wl et ot (sl b U jgiS asss 45 | ol o 5 Lol auisS o5
3l o wnlo 1) Glosle 5 3831 Bl B oS gm0 1) (Seidgn 85 sl sl 5 blie
5 Jyame slas luslbinl o st lae &l i Sl 5 0sS >lb L e gble les 0aigd ),
fos 2Ll (o)l ailse
Sl petne 08 b peias jsbo ) Wilgs o0 5 arore Gyt lapiassST )3 Sl olulis
obgS &l 3l lolis lp ) Glosle 4 G035 pitusmsST ;8 daws oy Jolge sl 59Tl ecylojls
Identifying changes in ecological ecosystems that can be directly or indirectly detrimental to the organization. Analyze oy Jolss o Jazml sla 1,55 5 Soonily Slpis 55 (6l omlod ol 5 3205 Soe oo 5 e
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y L get a sense of long-term shifts and concerns. Gather analyses from research publications. Speak to subject matter ) s R < j o S Sayon
experts. Engage with advocacy groups, lawyers, journalists, and the active populations. 3 Byl Jlb galyz 9 oS40, STy sal> (sloog 5L aaled Dypdis 9290 cnl Glulid )5
(o) L 5 500Ss oo ol (SisSz 5 dilate )0 o) Slagzge G4lS) = pimssShi
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_ _ o . ‘ Distinguishing changes in societal makeup, as well as the cultural composite. Isolate shifts in the societal composition i o s 5 o)) sloplls 1o mizman 5 celaizl g5 5 S 5 o Abogs o SlyasiS oo
10026 1.1.1.7 Identify social and cultural changes ey sl wluws ol and distribution, as well as the value systems and attributes that bind the organization together. Analyze well-regarded A ol ol el o ss ‘ ol
publications--and gather the perspective of public intellectuals and opinion leaders--on relevant issues. 2 QP e SRS S SR 9 T D st 0 R S e R D O 6
Snled 659185 abgire Jlus 3,90 ;5 1) (sogee I8l (lrem) 5 S0 oS § (o) 9 alllas
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Assessing developments in technologies presently being used by the business, new technologies that have a 7T e 22157 slassly ?S’m 7T ST e
potential for the business, and any disruptive innovations. Conduct a survey of advancement in technologies that are N bt slois,glid b S0 jobas o5 (SIS Ll alload 28,5 5 4 S 45 aleis sl
10024 1.1.1.8  Assess new technologies wax slas s 2L, already deployed with inputs from the personnel closely working with them, tracking utility and feasibility for Foo sy B oo (o35 mled oy 1) Ll o Sl 5 (saiedgen g 05903 (5 j9lex 1) 0iS oo
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isruptive technologies. Follow up with desk research, involving physical scoping and viability assessment. S5 i oSl ool e o ol 45 (SIS ks 31, 5 1, J55he e S
dules 650
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Analyzing statistical data relating to the size, distribution, and composition of relevant populations, as well as their
. characteristics. Perform quantitative analysis over raw data-sets gathered from well-founded sources such as

» LQ,:‘ Lgbg;j’ﬁ o g “]a.»..:).n Lgl:aw \_AAS)) 9 é’)}’ ‘o)l.).a‘ Lel .‘09.:]‘0 G)LJ 6[&0;}‘0 J.A.l?u
slrools oli.\b L $U9° las Lo yw dle puizo é.gL;n 3l oMLg)j]éA? o> sleosls acgame 59,

10025 1.1.1.9  Analyze demographics Sorex slaosls Jolos ) : . . . . ) - ala>de 390 gl Sliiod 3o,k 5l 5l 090 Jlel (5 jslans pms ploxl [WESIPE g3 ‘
y grap e government census or large, private databases. Consider employing primary research in collecting required statistics. 7 . d”%’/’ I ST R e GJ e
Use comprehensive studies (reports, briefs, and articles) to assist with the analysis, in place of raw data. S5 sln (Ve 5 laasdls o )l39) gele Slalllas Sl el (slaodls 4y B0 AT glr 4055 18
S solaiw!l [l ay
16790 1.1.1.10 Evaluate intellectual property sy oSl 23,1 Establishing measures and procedures for identifying various intellectual property threats and concerns. Soire SuSlle 039> 50 cilisie slo S5 5 Sluags olelis ¢l olaanl b g la)las sl
- . , . . . i oS leas b & et 6l 3k e LS > of, oluls &l L
Examining the market to identify customer required solutions. Assess the relevant market(s) to determine the Sl o8 Sloos b Voo G sl Ol Sl 0,50 slad PO S S 00k s
. N L L products/services that are needed or wanted by customers. Carry out quantitative and qualitative analyses to capture sor 5 @bl lp onled @)l s e layll i G Ll b asls 5l il
10018 1.1.2 Survey market and determine customer needs and wants obtie sle aiwles g bajls s g ,l5L (o) . . . . . o ‘ )
and investigate products/services. Employ creative techniques that allow for a closer appreciation of the customer, g & i Yt S0 gz b pll A g (S gla o (Gl e s jge) Sleas Y g
and design relevant solutions. s o8l GBS SlacSuSs 5l waslio sla > o, oL
b ogdge oy Ol e Slasie g 51k aldS slo s (oS 5 (&S sloig, 5l eolanal b
sleaiulys g lajls ams o el Glojls 4 a5 oS polie 0gd Sluls byl b Las e slhacs
s L DVAAFV]as Sbsl ) easules g basls o1 o 2l yseal dVAQFF oS lolis 1) 6 i
Aams plouil 1) 0 lastiw] sla ol dduogus cpuans 5 olsel gla ol st
N - : I o lgo il 5 bl sl a5 Casl cols by asli 5 byl colbe! gl ol b 51 slara)
Investigating key market features and customer characteristics, using qualitative and quantitative measures to 2058 2050 S SRS S ol slagazli s labors wolodl la el ) shae)
o o : - capture relevant aspects. Distill key ingredients that allow the organization to Capture customer needs and wants oSy Jols ailp oo o el )ly (nl 098 oo osliiul loss b SV gamme (it atile L3
10028 1.1.2.1 Conduct qualitative/quantitative research and assessments S 9 &S5 sl bl g Dlides bl P P ying 9 . P . o ) . ’ . _ f’ o
[19946], and Assess customer needs and wants [19947]. Conduct standardized appraisals by defining selection O A 5 g s el e lojler (gl a5 0l (5,500 el ja b gyl (Sl anes
parameters and setting quotas. 555 Lol labl B 9 o s ool s yo by shiad «aein 0, by 4 1 (gl 45 e
Olosle 4 anlyd (plogd o ol e sl ganains plo b oldl e sble walitee guw sloog 5
slaaiilys ¢ lajls a5 wiS Jols> luebl g ans plol oot g 0 laili] sla ol b oS oo S5
(b o a8 ¥ Lo o a¥ole g ol Byoo a )b iie
Sobb oBass 5l aleas b Jaams SO 0550 50 b in lo aulss ¢ basls &9 &o> g ololis
Identifying and collecting customers' wants and needs of a product and/or services from a marketing perspective. . .
19946 1.1.2.2  Capture customer needs and wants b e slaaiules g bajls olols . . i . ) Sleas /Y gasme bawgs bojls (pl LT a5 aues jaseid g oS plolid ) (6 i la;Ls
P © ¢ TaRE e Identify which consumer needs are important and whether needs are being met by current products/services. o 7 ’ < e i ’
> b ded oo 03,9
Croati t flos o et a bict  oust d the ds. Identifv particul . ooy S alolid Lagl glasls 5 ol e 5l s ppal (0,51 Cusots (6l st la il ol
. (. .. . Creating customer profiles to get a picture of customers and their needs. Identify particular groups o e T . e ‘ ‘ - .
19947 1.1.2.3 Assess customer needs and wants b o] ks 2L .. ; . . ) gyl s g A a00 5 Loy Sleas b IS lagyloslu b of,8l 51 _ols
ORI SEERET I RE S heoplelorganizations that benefit from your product/services and then selling to them. FrD ROl B9 e 5 gbisn e Jraze las ks j 7
oy S opl ey o9 »
Undertaking a review of the organization's in-house skills and resources in order to create a big-picture understanding Slells 51 lacad L ) IS o, sl sl 4y lejles L3 ailis 5 o los s 6,555k
. . of internal capacities. Assess the organization's capabilities in order to advance the advantageous and weed out the . .
10019 1.1.3 Assess the internal environment > e 25 . . ) - . L Blee Olbls,l g s, Sen amled 25l pas sloacr Bi> g ouie o Cogds lp | Hlojle
< <% detrimental aspects. Identify synergic associations within the backdrop of the forces and players active in the market,  ~ " o < ) S ’ “5 ) PSR
and take into account all externalities. e 0 1y S Jalse poled g 00,5 (lulis 1y 1k 5o Jlb S35 gy ozl 50
S 2o Sy (rizes 53S0 plete L o ) lesle oS ol sla Sy (o) 5 el
gk ladiz o)l a0 150 Ll o 1) lejle o ,Shas ogm aias oo S 1 o] Gldes Lol atun
Identifying and examining key attributes that differentiate the organization in the market and those that underscore the aelszy i) o 5l 0sd alulid b Sig ol oo Jolsd 5 pte bl b oS Lol Lugeleli s
. . - core of its operations. Consider how the organization functions. Reflect over tangible and intangible aspects in order - ‘
10030 1.1.3.1  Analyze organizational characteristics lojls slo S5g Sl » ) , _ : : : il 45 Lol ol Sy i} i albo] Sllos (LSS o ol ie 5 s bl o b 1, Lo ol
yz€ org S SaSR to spot critical correlations and the interplay between these attributes. Have senior executives conduct the analysis, clejfr o5 ol sty i Pl S s o) Al o
with input from management and operational personnel. 5 Olojl 2,5, 0975 i (o) 9 ol aitr o glotalled 4l 5 WS (oo alete ik o
L1y Jelos cnl 5 09 (aseto o]l pte slobolis )| 6 0t Julooi | (wgalali 5 (wgale Jolse
oo ploul Sllos (LSS 5 olpoe oS Lt b g )| Glde cuylos
19948 1.1.3.2  Analyze internal operations L ollee s |dentify key elements of operations and measure effectiveness of these elements within internal operations. DS g5 ol (A3 ldes o 1) polie (pl (cisu il g 00,8 plull |) Sldes oS yolie
_ . . , . Sl 5w 130 Slas L, sl cales bl a5 (gl sla las) olals sl
Establishing baselines that provide standards for assessing performance levels and allow for a relational OP9 R s B2 2 Tob ) iy glasl (el sbo)ler) (2 o =
. . - benchmarking of current processes. Undertake a survey of archival performance records, conducted in conjunction 63,5 Bl 2020 0 (sl amslie b5, labal, S5 jlazy Bk I 1) (ad slaoi 1,8 aslie
10031 1.1.3.3  Create baselines for current processes b slaan T ol (b sl lae) Lo ol by th 9 d FL : LT ky. P h AR | obiecti J ‘ o . ”? ’ ’ 7 . .
yt_ € management an. the operations personnel. Take into account.t € organization sllnterna objectives, o 4 lojle (J3s laal aple cwyp Slles Jiwys 5 oo Lawgs S i jsb 4|, L3
particularly for process improvement and enhancement. Understand industry best practices. sl |, tnio (slmogeds g e o L5 o 1, laaT 3 ol | 5 59es s
Salas joliie 4 Glojlu )3 s slaan] 3 gemslogs! slaptunns 5 (55518 laculls Julou
Analyzing the capabilities of technology and process automation systems deployed within the organization in order to 5 Ui (i s i po cilies sl i) sl ol gm0yl o dadjo (glaasy] 3
. direct future associated processes. Conduct a broad-based survey to examine various aspects associated with such . . .
10032 1.1.3.4  Analyze systems and technolo ENFTCRY LSO WES, . . . . v ) , ; gl Bas siile (69,lse auds ploul Wiiad dx g5 300 45 goulS sloacs  Slulis Bos b o ,slis
yze sy gy SIS systems and technologies, with the objective of identifying key facets that are of interest. Investigate the intended TR et 7T ST O o2
purpose, purpose served, utility, longevity, remaining service-life, repair or service requirements, etc. b yoo 3l oaile b oy D yee Job (2l Glie 098 o0 Bie pl> Jl o a5 (S
223 )18 (o) 0590 |y alio S50 9 gy b pren slajls
. _ _ o _ _ b asS e |y moli amasss basyl il wlgl Co o a5 (gl a3s5 4y ylosbes Jlo Comdg b5,
Appraising the financial state of the organization so that management can create resource allocation strategies. oo E SRST T ad . “’ e ? °A’ >
Scrutinize the organization's financials--including balance sheets, statements of income, cash-flows, equity holdings, $lacge daaslls alex 5l glejl Jo slocles plojls glacd )b 5 (Jlo dls S50 Ban
10033 1.1.3.5  Analyze financial health Sb el Jbs and liquidity--with the objective of understanding the organization's financial health and capacities. (This analysis el g 4320 ol aamd 1B (e 0590 1) (S0 g plems slanl )l csais slapl > el
directly feeds into Conduct organizational restructuring opportunities [16792] and Define a business concept and long- S et g 6yl pspie Sy 5 DVAVAY] ilojls sl s slo ceo b & Logiis
term vision [17040].) AV Tsglsys e otanils
. , N i . . . S519 005 oo pulaie Ll 4o | lejle a5 S5l lacas, b o by Swls 5| lacgome s
Determining a strategically significant aggregate of competence and capacities that differentiates the organization in iy 2T e et ik o o - 5l e slosd b bt aniales
10034 1136  Identifv core competencies Ll el Sl L the market. Identify distinguishing attributes including unique skills and resources and its brand and services in the S glolia 1) 5l jo ol Gleas g &5 998 4 pazie gl g b &)los alox 3l plote Lo
T y P ST e marketplace. Have senior executives and management personnel assess competencies in order to further develop slo o)l a ]yl culld ol B oS Sbjl 1) s (Sl aalyse o pae Jrwp g 0d)l ol pade
these capabilities into distinct commercial value propositions. e dng plate ol
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Establishing the organization's long-term vision as a strategic positioning and engagement of stakeholders. Institute

elecironic Business [l Process Management
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b1 sl pir - gladind <8 lie 5 So3l il Comdge S lsie 4 Glojle Do aily jladl etz olox!

10020 1.14 Establish strategic vision Sl slal st ol the vision by creating strategic orientations of all stakeholders. Understand the strategy development frameworks in Gl arwgi glo Cazjla i) (pl )00l bl Glatnd des SOl Glo (65 Cg ol
this context. A 5 4o ass S,
, o o t11 .. .Developing goals to define organizations vision. Define and document ideas, direction, and activities which enable the =5 obojle 4 &5 1) placullad 5 las .S Caa do ol glojlu slail i & a5 Gl Slaal anngs
19949 1.1.4.1 Define the strategic vision Sl Sl gt iy a5 N )
organization to reach these goals. DS Aliane g iy e ol oo Blaal ol B oS e
20 ol (2 g Dllas  asiitinn 3l oS Glojl L Lo o slaslysjl s o] 4 ool
Orienting those entities, associated with the organization that have a direct bearing on its operations and output, in a 5 oSyl GlacdB o 1, olaiisd plad i oS o] 53Tl etz 3 Gy 4 45 (slaisS
. L g L way that advances its strategic vision. Map all stakeholders in strategic configurations, within the architectural layout . . . . ) .
1 1.1.4.2  Align stakeholders around str ic vision SOl lasl et b plaand o S Ll e . : . . . Loy (p el (0 0lS (poleadse lag 4 o ) (losles Lol 15k 5)lere plodez
0035 gn stakeholders around strategic visio Pl i b ol 0o Bl e e marketplace, and position the organization relative to them. (This exercise is undertaken by senior strategy G e Bo T M’S/@ n o
personnel, drawing upon the process Define a business concept and long-term vision [17040].) plnl Sawaily jlaleiizr 5 S g poghe iy yad a ]S 5l (6yeS0 0 b g 3 ll 0l s
DYfe] (o oo
@ a5 Slole lind aen b siluguen 7 b S Jla! L, el (gl > g dnusgs
Developing and executing communication strategies to convey an alignment plan of all organizational stakeholders, P e e oo < ek S JEl sl B '6 df.‘w 6’9 P
which helps the organization realize its vision. Create custom communication strategies and delivery channels with b oo laJUlS g (o3 )lhw (L)l slagsil il slml.aiS oo S8 395 sluleiir Giow 5o ol
10036 1.1.4.3 Communicate strategic vision to stakeholders oleand 4 Sopl el slleis Jsl the objective of orienting stakeholders according to the configuration maps created in the process Align stakeholders S dem 1) oleind anl g o oad sbml o Sy sleasis bl ladnd asces Sua
around a strgteglc vision [10035]. Have senior strategy personnel closely collaborate with the bl ) e b a8 smlyy (ol d wil iy 510V e YO] 0 g STl il
communications/marketing team. o .
sl e (Sop o) Ken
Examining the scope and contingencies for restructuring based on market situation and internal realities. Map the (Slog 21 slaaally 5 )l Sty ulul Sl oo ‘f‘ﬁ e
L : - . market forces over which any and all probabilities can be probed for utility and viability. Once the restructuring options ' o= =55 w2 21 bl s gaiesgw lp 1) Jloio! jo (gt Ll (olul 32 a5 08 o 511, 15k
16792 1.1.5 Conduct organization restructuring opportunities Ol ikl lacs,d (10,5 culua y al b f P é : v fossi 9 pf ’ ’ ‘ ’ . ° ) B 7
hav_e been gnalyzed_gnd the due-dlllgengg performed, execute the deal. Consider seeking professional services for 4 SaS sl aws plol | alolas «03¥ (glo g, plosl g sl wazs gloan ;5 Juldo g 4y
assistance in formalizing these opportunities. e L o 1) glab o leas Conlg s dbcs b ol 4 it Casam)
Vsl g L3 gle guimily Ldos g 43500 Goyb 5l eolojle sl wass @l o b olulis
Identifying opportunities for restructuring the organization, through an analysis of internal viability and external s sl s .y e /"F’U e Sledteile o ‘5’1 . 7t .
contingency. Conduct a broad-based survey of the market landscape, taking the large-scale trends and movements B ages pbol b shaleiz 5le0 8 gy S (oM G5, g laads, (235 s o b o> 5
16793 1.1.51 Identify restructuring opportunities Sl wass sle o 3 oLl into account, to determine the necessity and possibility of restructuring the organization. Review the organization's sz l> (Sobl plojle (3 slaced b asS s | lojle jile wpaos (Sl 5 &9 ,0
internal capacities, the readiness of its process frameworks, the robustness of its financials, the capableness of its So Gy @l Jelss ple s Slusl gl dagitu ganilys « Jlo Consy plSoctul o] an ]
systems, the resourcefulness of its personnel, etc. for assimilating an extensive overhaul. L .
DS oy 005 (6,550
o - . o . . L ol Ssle 5 43S OB oy 5l b (Y los sy b))
Auditing the status quo of the probabilities, before formalizing any restructuring of the organization with another entity. ST 2 50 s oS e S8 VLt gzse oy i)l 5 s
. . . Systematically investigate all entities discerned to be of interest in Identify restructuring opportunities [16793], to verify 5 (owyr wNgdso 00l padulds giind plyie 4 &5 1) olaslyd plod Slotunn )b 42 K0 ol
16794 1.1.5.2  Perform due-diligence B35 (o e . . . . . : o . : . . ) . , ‘
all tang!ble and substantial facts. Consider engaging specialist professional services including legal, accounting, and DS ol | as g B g wgele @oli> les LIVAYAY] oS Slolis |, sl wass slacas
consulting help. S S5 1 glopslie 5 (6 )il o By LSS alor I i (gl ol soli
Examining various options shortlisted for assimilating new entities into the organization or dissociating from it. 57 son Ol gl b plofle 4 iz sladly iz sl bl 48 Bt laen S o)
, . Undertake a piecemeal and comprehensive consideration of each option identified for acquisition, merger, de-merger, ~ #bl ,135T5 5 4525 pleol dlallo b S ,d w3 Slad gl |y ead plulid an 33 0wl
16795 1.1.5.3  Analyze deal options abolre sloasy ;3 o) . . . : e . . S . . B .
and divestment. Consider intangible and non-material aspects of the entities involved and synergic aspects. Consider 55 S .05 s o 1) oliles sloacs 5 15,0 ool ol i 5 waalol slaas .aums
the assistance of specialist professional services. S s, 5 Gl ol
Ol 4,5 g A3 lo aney jo Lisle s e ot @ as g L aS sleolys b))
o . L S 8 s 5) e ) bgs e (sloas 3 ) Appraising entities identified as bging suitable fqr acquisition, tgkipg into account the restrupturing opportunities in .the sl 1) ot o (sloan T g oot 5 o9 coslin il od o lalid 0y 5 clin (slady 7
16796 1.1.5.3.1 Evaluate acquisition options el internal and external context. Verify the appropriateness and viability of the short-listed options. Ensure these entities oL « s L Lt ol i b losles ol 45 oS Lol lall s
(a2l pertain to the state-of-affairs in the market, as well as fit with the resources and capabilities of the organization. Skl s plin b prizpo 5 2t oo Sl Coondy b laslyd 0 =5 Jol ol
Sl SleFee el
laces,d 0,28, Hhas,o b wloads olulid slesl gl cnlio lo a3 lsie 4y a5 olaolys b))
Appraising entities identified as being suitable for a merger, taking stock of the restructuring opportunities within the ¢ o ’Jmf ‘ ‘f P ST OS2 .LQJ i
firm and the market. Verify the appropriateness and viability of such options. Assess these entities to ensure their hlesls gal S wnb ) ploansS oz o los 5 0o wlie U3l 5 Glojls 50 Lol o
16797 1.1.5.3.2 Evaluate merger options plesl slo 438 L3, pertinence to the contextual state-of-affairs in the market, as well as a fit with the resources and capabilities of the LB L Slsdan g mbio b el uizmen g )l (ad Cumdg b sl LLsl 516 ass” ob5)
orggnization itself. (This process can be garried ou.t, in its entirety, by qualified in-house personnel or may be ool Lyl azly 500 iy Lawgs oS b 4 il e a8 ) e Lol oliabsl olojlas
designated to specialist professional services providers.) / (395 JiSly Gl o e 4 ool Son b 395
Evaluating departments and subsidiaries within the organization, and/or previously merged entities, to assess the 09 lie ()] sl 0anpleal B slasled Ly plojles (90 slaasgarzan 5 Lotz 25
16798 1.1.5.3.3 Evaluate de-merger options S gle a5 oLl appropriateness of a de-merger, taking account of the fit between these entities as well as any relevant externalities. Lol HlAS 550 gy 5l AT (Jelse 4565 50 (rizman g Lolyd cpl e el (285 a8 o b oSS
Examine the pertinence and soundness of a formalized dissociation. S oy |y oy S Sy o g (08 cslie
Evaluating departments and/or subsidiaries within the organization to assess the appropriateness of a divestment, A bdag] )15 (o cenlie (L5l sl Glesle 9,0 Sleasgezme ;U Lo i (2L
16799 1.1.5.3.4 Evaluate divesture options 1881y sle 435 L5, taking account of all market externalities. Examine any internal entities that have been identified to be suitable for o3ls el el ol I (gilulaz (gl a5 (ASIs sl 555 50 1L () slaasly pled (285
dismemberment from the organization. Ensure the pertinence and soundness of such a move. S ol lipabsl o] iz Com 5 (391 cenlin S e | Sloos
Caygele a5 0 sl paitee aily G obojle g >lb g o3l l (ugele il cpas
S i [V o Vo] (0 el il SO Gios sy Shlae Blanl g aiS Lo by, a1y olesle
. s . . . . S A asede Slojle 51 g ganails b a5 ol Gakss b 1) o551 il loasy 35
Developing an organization's mission statement, strategy, and business design. Create a concise statement that Tl St oS ot plasle (L2 slagguiallyi b lae i (l Gk b ) Sl 2l slaay 5
. et - . clearly articulates the mission of the organization, outlining practicable targets to Establish a strategic vision [10020]. lbolid ) Blaalgunl;d 5 63,55 zohw 1o b o5lul (nsai b g 9S slml Slole
10015 1.2 Develop business strategy I g e SF Il arngs : ions b hing th | . ith th P | bilities. C S . ) _
e me_ate_ strateglq optlons_ y m_atc ing these a tern_atlves wit _t e organlzatlt_)n s internal capabilities. Create an b9y 30655 Caygele ST WS gai | lejler SIS g b g 0 el oo ygele alo gm0
organizational design, and identify goals by developing strategies at the functional and process levels. ol 2 1) 0yt (clatis S o s e c8han] 6 o], ot 55 (5l g s
anwgi 5 Qlejle LSl (b L g oS atie 5 Sl Glole (JSb glacdb s e Ul
{osS cpons g ololids | losle Glasl daasl 3 g ciulby mhaw )5 s al,
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Establishing an overarching, compact statement that concisely underscores the mission of the organization. Define
.and communicate a clear and succinct mission statement, which encapsulates how the organization aims to proceed

5 gy 8l 4l S (o jlaisl 5 zeog a1y (lejle Cu jaele 4S pattee § gl dile S (903
Iy 055 63,08y 3l i 31 wad Wiz (lojl amd (Lt a5 0iS ED 5 g pai Sy yaole 3l olisS

10037 1.2.1 Develop overall mission statement S pgole SIS @il a5 . o o . :
P e 5 <" in order to Establish a strategic vision [10020]. Solicit critical inputs from senior management and strategy executives, 6o o b g 0 il o golaml Sl L g3l il e g ol e 5LV e oY Tosle gie
and collaborate with marketing or personnel from allied functions. Sled )5en Lad e groje (LSTL bk
oS (ol i3 ol Gmf S geenS loe 5 (28ly (sa0ud 4 Ly jo 39250 Conndg Ly yad g s
- : . : | Lew [0 ) geenS ol 4] G eS ,s oadly Conle
Defining the status quo relating to the de facto core of what the business is. Reflect over the fundamental essence of 452 wpghis ol 2 55 T ot SR e fanogn S 1, 28550 (dly 2o
10044 1211 Define current business s L iy i what the business accomplishes and the manner in which it operates. Look beyond the obvious solution capabilities 9 by WYgame b Sloas gadl)) AT sla SUls 51 51,8 Wl gy 0 0l 5o 05 oo o (Glogets
T T 77 7 to delineate capacities that form the basis of the business engine. Involve senior executives and management onl el oad Lo gyl (sl p S geS S e ygige a5 0,8 et |y gl atlo ) slacasd b
personnel and possibly professional services providers. 65> laaieia b ol pglice spg) o3 y0 5 cisi ke e csliael | ke <8 Lie b by szl
29 plox]
10045 1212  Formulate mission .. _L ..,; Outlining actionable objectives that effectively set a course to fulfill the organization's vision. In this fundamental Sellad cnl o S mew 5 S50 ssba ) lejle st 385 peae & Gasie a2l Slaal (gus
T P activity, articulate certain goals or targets in broad but practicable terms to reach long-term objectives. Dy Sl Slaal 4 B oS lo dee Ll (IS &0 a1y pols aolie b laal (sl 4l
S0 a8 solitul gl sl (sl o9 54 Ban 1l b easS sl canlin Jigou slaJUlS 5 Sle>
Developing and executing a communication strategy to convey the mission statement. Create a universal ol 2] B 10,3 s 1y g pale pley pibes, (gl cmnilin (glool, 5 b IS bl sl
: o : communication strategy and appropriate delivery channels, with the objective of leveraging the latter to execute the
10046 1.2.1.3 Communicate mission a,yg0le Jlamsl g bl )| ) 7 ’ ) _ (g oolaiwl bLs | sl gl gly el oyl 5l aS”
sl J&s 2L, former. Convey the inherent message of the mission to all stakeholders, including employees, customers, and the ) 7 < ’. . FETT SR I o
public. Ensure collaboration between senior strategy personnel and the communications/marketing team. S0 jlasS Jie 0350 poas 5 Ol ytie (i)l alox Sl elabnd des 4 ) Cujpele Lol ply
O ygohs S ygele ply U FooS Jols olicabl ob WL | slaps 5 3l ml o)l Gl pde o
Taob JUsl e o Saalon
b olejle Sueaddy Blaal o iy gl a5 Sl Sleseas 5l slacgame Sb )
Tolejle caeasl Blasl 4 (oew ) 6lp i S paonas oy pf loss
Ll Sopliml glaan 508 ololid |y (Lol (g0 Sloe (slaoje> 4 by o caliie lagsil il
Assessing sets of strategic decisions designed to drive the organization's long-term objectives. Identify various ol ebs g o, See o5 cdyin oy, 0,Sles 45 SaS (558 ool Slag> )l 4 axgs
_ . . . o 2 ol sl Sl tl sladns 3 i) 5 iy strategies concerning core functional areas. Appraise_ strategi.c .optit_)ns in Iigh.t of auxiliary decis_ion frameworks that B 0t oy eSS (6T s (sl 5o b | oy 35 ol oS ) i e (s
10038 1.2.2 Define and evaluate strategic options to achieve the mission ] ensure smooth functioning, the advancement of functional efficiencies, and vitality. Involve senior management | LIS ol o foadler s 5 b ot 3 S0 2 L, 25 e s
=% executives, especially strategy and/or business unit personnel, with need-based consultative assistance from e 2l 8 onl o Tsiler by 5 Jlab plaslr 5 952 fidon baiom g0 w092 G 50l )
professional services providers. 558 Djge 50 g ardl alils jpax S g slajisn by 8 pl; o (LSS 0554 )|
WS oy |y Saeatly Blaal gl (6 bl slapuonai  gim ) 09b 4ib 5 oS (Glad > ol joline
5 i cebie (65 el Sloszla L) a5 s plulid 1) ol slaojsm slas ol
Lawes plovl laasio o jglive b LS & 90 )0 5 bl ol pie &S i L 1) IS (ol
Slosanad Galises glgil .o ygole Al jo oadly Blasl 4y glaws gl alisee sloasy ;55 oy o
- . . , , I . I , . Caygele by opaas b aseie Glaal Lo o oboslo ay a5 S50l
Defining the various options available to achieve the goals highlighted in the mission statement. Delineate (in SIS Spgele ala (agas 52 el i e
, . . " _ . . accordance with a predefined criteria) the various permutations of strategic decisions that would help the organization o e 5 184035 e rnms 5 1 935 g0 oS (0 pns il sl lera b olla)[ V- - ¥Y]
10047 1.2.21 Define strategic options S5yl gloas, 5 cay ya ) o . ) . . )
achieve the objectives outlined in Develop overall mission statement [10037]. Involve senior management and key slaylae b @illas) o jgele als j0 sad jasine Blanl 4 auw; lp Ol oo a5 1) (S56eS
strategy personnel, with timely help from professional services providers. 5yl o8 5l ol 5 Wil e w3 ol 5 S msiiie 185 D! (oo iyt
g oolaiuwl lad > Dless o0y9lie 5 (5,0 5l Gl g o g aiil aidly Jled oS lie Wb
Bk 5l Dleas g WY game 2555 5 sl (bl Coles (6l SOl Slaeal wl o ol 5o
Wy blie jo cS Ll 05e 0 Sl Slesasal 4y yol (plogd o 35l 00,8 Slojle Jow
o157 ool (e mss (22 250 G 3l b oS 95 Gledgs |y s 42) (o2 b (B el
51, 095 5 g oS oIl ogzu 0l oyl pde 09 ce bgr e TlacT 6 ks n b olosle JS1s 5o
. . AT, . . Py 99T R 9 S0 097D Syl Ol Fes® PRI VRO SFR0IN B O )
Supporting the design, manufacture and distribution of product and services through the extended enterprise model. e Sl S 0 L] e JAETe b Set mares (Els o] o L s s
This is concerned with the strategic decisions on make vs buy, in house or out sourced. Senior Executives map out e UGl 4 bl 3515 b 092 gig? (55l o)l dmacgorma flabsd g2 0,90 59 05 o0
18083 1.2.2.1.1 Select partnerships and relationships to support the extended 03 w8 Joo 5l (Sliy lp Ly 9 LeeS Lie Sl how they want to run their business. Make strategic choices as to whether to buy in components / sub-assemblies, s B 53 S8 S L5 a0 |, b Sanlesigm plal 6 ST b (g8 sla Saules
T enterprise ok run their own distribution fleet or contract out, own their dealerships or franchise out, etc. Strategize with o 50 b e o5l ol arsl asly Sl slaoll Wb w e g 100, 381y as 5Ll
partnerships. Collaborate design consideration at strategy level for automotive and procurement act within the Target Sigh 65 Gan llae Jan oobb o o8 Lie b 5 oIS (6,5 .
H ° J r J J d (G} el e
Operating Model set at strategy level. o _ . o
S inl o)y S Sl 1) @95 9 95 b (b 5l JEAS el 5 5,0 4K Bk Sl i)
0976 oy K0 el 998 (6 lemygn b I (2losez 4z g 09 el Jlejle JBlo plafer 4>
5 awdl axily g0 yualy o) Kan 155 L wsS s 1 o Funled g aje8 Lzl g S90S o)l
oS al o Siales ylojle Ban | Slles  Jow  gollas L ols e g b
2 oS oy il (S plesle SBlasl 4 oy (6l 69,08y Glra S U Glomis g oy
abls J.:b‘9>' @L@f AxS g 3 ,Shes &9 6)3‘ A odd C)Ja.a QLo)’L.» Slaal &y o leﬁ as ‘5|4ng)'§
Scoping and probing to study the impact of strategic options for fulfilling the organization's objectives. Estimate a angs [V V] oo ponl) (glotin 35 iy alioyo 1o 45" (50 el (slogannas 5 ac ol
10048 1.2.2.2  Assess and analyze impact of each option auis e 58l s 5 b, measure of the impact effectuated by each set of strategic decisions, which comprise Define strategic options " ' o T - ST
. . o0 plil oyl 30 e 5l jel i SO aul casloanss
[10047]. Closely examine the consequences of each option.
olyed 4 (S 4z e po QLU oty U oS (o) 2 JlS B Ly a5 50 slaswly e
S5l
13289 12991 Identify implications for key operating model business elements that ~ )SseS (Slbes Joo a5 yolie (lassly olulil Determine impacts of elements such as staffing, skills, training, new markets, technology, or policies within operating 2 05z 5e Slatusbis b (5,5l oz slayfil ((higel da o o Sludl (g5, aiile Lalse 5l
7 require change &, o5 4 5L a5 model which needs change. IRVEL SRNUPS  JO VU S IS TGP g ORI AW
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oaie i gm ) abgrpe 3lge 5 (5 lene ble 555l8 (ROD) ayle s esS3l (sl sulS Jalse (pnss
e . - , . 9 839w Az (5 yolid Al alex el (659ld (3155 po 1y GBS (p s ole iz 4z @S
13290 1.2.2.2.2 Identify implications for key technology aspects S oS s> slassly 2lulis Determining key factors for technology RO, benefits, architecture, etc. ’ _ S _ T ‘

L8 o e
o, Slec L“’g;’j) L L:aQT aslie b BYB) G5 g O sl Sen yo o..\.:ﬂ slcws,s G,Q})l

90 2 S 9o 5 5, 562) BYB (slaas, ;57 L5 ) i ubL s s JIBYB <L . ‘ L
‘ . ..y (..., Evaluating future business to business opportunities against past and current approaches and performance. Gather Pz 5 2l Lo (i sl b (S5l az 0anIBYE logs o 005 (g (i) sld 9 42038
. Aoy dos ) Son £63 4z 025 (o) 2 o) (Glejlo ~7° . . C . . . . i
21606 1.2.2.3 Evaluate B2B options =S 5 ela lon L Lol 1 3 insights into what competitors and other similar organizations are doing and the needs, goals, and expectations of g 9w oo pll ol )l ax alive slagylojle 5 L) mwopdy b (rioren (0S Joe g oiiles o
Hlyiisn g 53 ot el sladaa b laob)l 2 4y aholders and partners to understand potential future impact. sas] 1o 0z (glacs b ol el il udlsis b i S, 5 laiicgd izl o Cilal ol

(5L 5350 b 3 gloge ¢ Siomlie

5 4538 5 Sles g bty b o] amslia LBYC) ol i b 50 suisl lacs b b))
5 Slanl dajls 5 aims oo pbul ola )5 4> alie slaglojle 5 L3, 0 oy Sl uioron . b
Sgp oai] 5o ) was slaces d ol il 15b aulen B o 6,8 5 b i o W]

K Evaluating future business to customer opportunities against past and current approaches and performance. Gather
insights into what competitors and other similar organizations are doing and the needs, goals, and expectations of
customers and partners to understand potential future impact.

il st 298 b ol @ by pe slaan 57 oL

21607 1.2.24  Evaluate B2C options
BYC)

6LQJ..\.A ..\_vl.u Sless 9 C.';Yg..a:z.o e 43|)| 6‘)..' Ls)l.?d le.mol:d‘ ol_?r_..,l 9 d)ls.o.:b kgL:b&..a)é Lsfli})‘

oty 5 el ) Sy olowl slaay S ) Evaluating partnership and alliance opportunities to deliver products/services. Understand existing product and

21608 1.2.2.5 Evaluate partner/alliance options (s u“ L ' ‘ “lm - m uﬂ " market models in use across the markets you serve, evolving trends, and the cost/benefit of potential new/updated o 1y 9y 4 gy slaaly, Wity 08 e eolitul iz glalib jo a5 Sl g Jeame (Jad
S “ylo ) ) Sl o W . . .

e sepeile b g0l o 9 & 7 partnership/alliance options. s |, o slasboni] 5 (s K (g0 b b i (sladisiF osulh 4 A5 5 wS

) B SaSIbe (05) S slo 4y 3F L)

CoSle o gty b Jsl wy 5 ol calises slal b ilwg crwg Ban L (AP) sgime oSl goi> 040 glcamsds gl calisee sloan 35 oL
Evaluating intellectual property acquisition options available to scale, modernize, and/or extend product/service reach.

21609 1.2.2.6 Evaluate IP acquisition options 580 5 oS ¢ o5 @dle (gl g dacay Jio s . - : : o as;S A,z il g gaple) (S ) e Wb (pizres Dleas 5 DY gae (gaials (1S
9 P T B S Ly o> 'JM“S’.M Understand the cost, risk, timing and lifecycle value of candidate acquisitions. o seSAT ST Pl s Sigle) oS > : ’ e
@y )T o3yl 5 a3 lse iomiw gyl b 25 |y el (i el B onlS S0 g (op 2 |y
(lojle
21610 1.2.2.7  Evaluate innovation options sxls slean s obs,l Evaluating innovation options to advance technology, products/services, and/or operational performance. Slhbee 655052 RIF! 5 Sloss b S game (5 y5ld s )| jolateds (55155 slaSal) romins
asgare (S 5ol DLl by 5 goleriny (5] 5 pliisd il (sl Sl L))
. S . . i . 55l Sawaddy o Gmbeadls b oS Cole, b plejle S5 oS ol Lie 5 laagss dagsls)!
Evaluating sustainability requirements, stakeholder expectations, and value proposition for options. Understand the i e Pl ey 2k ool K2 o5 o jlone 5 lasges dael]
21611 1228 Evaluate sustainability options (ol sl sl L) potential activities and changes across environmental, social, and governance, the effort required, cost to implement,  «Wejs> > Jleiol Sl 5 Lo Jlad( il a¥gins g plgs U (SaSl> g (eloix] ((arooiuns
T yop SR 7 <7 and benefits gained. The analysis should consider sustainable product/service lifec cles, operations, infrastructure, syl ! an e las S e g S olulis 1 (ESG) oS> Loz ¢ cawstacans
g y p Yy 9RO ST AR Gl e N Gl 9 & D 9 & )
performance, and workforce. el wolles wloss 4 oY Jasly yoe 452 o el cpl 55 i |, ol> dlie
S5 5 )0 1) (Slasl (595 9 lejls o,Shos
Evaluating options for global t services and functions. This should include struct le, adaptability t e o b o e S Tt s 575 St hes T b
. ‘ . . . Evaluating options for global support services and functions. This should include structure, scale, adaptability to . ) : e o
21612 1.2.2.9 Evaluate global support options > Sty glean 5 o) : : 0 8as i ie e Joles ol Bua L) cwens dil)] 30l Gla o g ptd plp 50 (5 pdySllas]
9 pport op e change, and alternative delivery models to balance cost, performance, and customer value. ’ » ke d ’ S sl P SR ‘
e ey 5 e )]
oo lzle Wb obs,l opl - Slain {sloojet slas SIS 5 S it Sloas slaans 5 o)
Eval ror shared g funct This should include struct o adabtabilit t @i Gl (il B oS qwyp |y Sloas alll 0 Sl gla o 5 Ol b g 3Lkl oliee
. . ) - valuating options for shared services and support functions. This should include structure, scale, adaptability to . . " c .
21613 1.2.2.10 Evaluate shared services options S e Sleas glaan 5 L) : : . SO ity 5 5 e Sloas (gl iliss sloan 3 sim) 058 sbml Slles (5550 40 5 3, Shos
P SRS 2 change, and alternative delivery models to balance cost, performance, and operational efficiencies. ¢ ’ s i SRR i) 05 < SR

O &S aS ol GIMS KVE oW l) Lrle Lg).i;\.idUa&}‘ﬁ oobde g Ll s gy 1) ‘S.L...,_...J
1S ol Jols sllee o))5 5 0 Sloe i jn
oo Gl 1) Gl slean 363,51 leojs 5 laaul B giluae 5 9 sl a5 (L)
, . . . , . Evaluating options to enhance and optimize processes and functional areas. Understand alternatives to strengthen o 9 Sy 3,8ee slasllinl Gl 5 ol s (550 e il U genns slace s

21614 1.2.2.11 Evaluate lean/continuous improvement options Fods S5ete 5 PU Sy sy I L) ) 9 e o .
business capabilities, enhance process efficiencies, and advance performance standards. Sl 81 Lol 3 S o gi | IS g slagaiailys b oS )y | calisee slovolyz i oS
RV Sgne |y 0 Shoe mhaws g 028
Developing a strategy for the achievement of business goals over the distant future. Adopt one of the strategic options =~ &% 6l» L Sl sloan s 5l (S waaniy Gl o S g Slaal 3o sl 5l al 5
10039 1.2.3 Set/Develop long-term enterprise strategy Olesle Sawasdy 51wl aawgs 9 (s fOr realizing its mission over the long term. Enlist senior management executives, comprising strategy and/or ozl by 551l 059> Glpae Jold ol )l )l o oS Gl awaddy jo plejles 2y 90le

business unit personnel. audd &S i sl opl jo |, S gens

S et 1) SOl a8 lie b

Iy ) g Saoaidy a5 Sl sl a5 placs )3 ol jslaiedy G551 xwl sloasy 55 ngas
Formulating strategip options tha_t create opportunities for the sgstenance and prosperi’Fy of the business .in the Igng 255l Sl €l & 5 A 3game lojl Ludgzge o Lai> 4y | ol IS pras
. run. Go beyond business longevity to consider alternate strategies that allow the organizations preservation of vitality

,; Defining direction and plan objectives for partnering with other companies to deliver product/services. Focus on

i PIESYES I L FCK DR [CON I
16803 1.2.31 Develop partner/alliance strategy I TS RS S o creating a vision and strategic objectives and culminate in creating measures for the strategic alliance or partnership.

14189 1.2.3.2 Develop sustainability strate Slesle (Il (o5l (g3 . . . . O ygods |y alie S Lass o)l o1y olesles 6,85k lg5 g (s ppduBllanil ¢ sligs 45 Sug
P y 9y O SRR SIIOIT ver time. Earmark resources and target processes, the former of which are dedicated to the absorption of e © ’“J’%f OIS 0T 5 SR ST

sustainable practices in the latter. Sl sladigy g baogeds (giluansles 5 Ands &5 0 (asiie |) (plaanld g s arass wedas

b ﬁé,;o&al LDQT 4o

Shos g plesl sloay 5 2l sl Bad aszyle b sF el ) (S5 20 dnngs Sl (g

Defining a strategy for corporate development. Include providing a framework for evaluating merger and acquisition S0 e b e85 So Shed 2558 Sy b SIS L plol Gy 5l 85 BB e 9 035 002

16805 1.2.3.3  Develop merger/demerger/acquisition/exit strategy zor 9 el (S8 plesl o351l (905 candidates; and planning for a value creation through merging/demerging with a company, acquiring a company, or oS medly LSS 97z melsS e st il e |y ead plol SLas by plésl 1L 5ty oS
exiting from an already merged/acquired company. S 15 sl o8ly o)l 3 sl T 5l s aiS anedan | g5 5 SIS Shes eples] Slogonas

{ oS oolaul
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Developing a plan and vision to encourage advancements in technology or product/services. Create a roadmap for
. changing or innovating the business model to make business operations more competitive. Set up new R&D services

19952 1.2.34  Develop innovation strate SRS MIRNPRY . o s . . : .
P 9y $IF ST for changing or bringing new value propositions, services, production processes, and invention of technology not 5 ads loanl b olaas soleiing slagsy,l ciumil b obul gl |, R&D) damgs o Gaios dpd>
previously used by competitors etc. S el I8 S5 )5 eolial 550 LE) Lasgi i s 45 il ls gl b dnnss
3 obosbe puli o latin {slaojef o S5 5 Sleas poraie lyitul lp slaolp g
5 S3loaz LS b oS 0 ool cigFa 1y plojls Sltty slaoss e ooliko
Developing a plan to deploy support services and support functions throughout the organization globally. Arrange the . .
19950 1.2.3.5 Develop global support strate oz (Slai @51l (ngas N ) Y . ) . s Slaiy Sleas aljl o Jllee slas,g0,40 5 pulide 5 (LU Glo gs7ad 0 day] (g 5lulin]
P9 PP gy e St Pl o organizations functional support areas to create efficiencies of scale in the delivery of support services, globally. ST NSRS SO e ) “5/ (TS ROT S
5 S Dot |y (@5l HR (Jbo T o) sloiity cleas 31 snf ol Giss e mlaw
Ltlso Gl lilas slacsyse e 5 95 o0 a8 Cuads o all)) dhysn oS moglojlu 35 sate
2,5 8 Gl gead gl i S O gea Slas sleeje B oS yai e jlae g e sl
Charting a plan to leverage internal services and support functions throughout the organization. Delineate a 45 95 ool laisSa |y plele (53,5,8 leojem igh Sl plasle S 2te e (e
19951 1.2.3.6 Develop shared services strategy S e wleas o515l (995 framework of parameters and criteria to selectively filter service areas for inclusion among the organizations common (s ) 09d Gize (A3 Sleas ail)) jo el 5 3L slagzad o g Slles slacs s e
resources. Arrange the organizations functional areas to create efficiencies of scale in the delivery of internal services. ) lasles JS 55 55 aie 5 S yiiie & ypods ail b olaity 5 oo phS o105y meond puly> oo
@b 5 5o anse b etz |y plojle JE3lo sl 5 teess Sl ] )T (il lons az L i
{owil sl A3l loas ail)) o g xim
Sy9logm Ll joliieds (60,515 (slaoje o Shas Cugiti g ool b d9p0 slp (2las il il (pgas
Developing strategies for the optimization of processes and the improvement of functional areas in order to improve ot ysboar Wl Gloslo U usiS (2Ll (oa:lS sleans 55 lagaad 5l Bl a0l olojls
14197 1.2.3.7 Develop lean/continuous improvement strategy o S9u2 9 U 09 sl (2905 the bottom line. Create a road map of decision choices that would allow the organization to continuously enhance e S alyS ot cinf oo ) 1) 055 5 Slee has g 00ls (I8l 1) (sanl b slas g0 e
process efficiencies and advance performance standards. 5 5onllS gy dsms ysbas |, lejls sloasly 5 ooyl b pilsity b oably aLilo adiio (6 S et
10 ko dgnge (ool pllss Sy lgieds aSly o oalafio g0t 45 oS 5yl gun
N o5l b loslor Slikas g bapim da oo daasly 6,15 slooged e (ol oo sl
- oo : . - N s o Slles g basly os S5 L 0y, 4 Ladadad lereay 1) ologlo S50 il e . oylojlus
Aligning the approach and method of individual units, departments, systems, and operations within the organization, 23 Shebes g laasly dos S 05 e il Gy |y plaster S5l s L
. . _ . 6,58 ol slasilil o 5" Lwlen 5 55l Sialen in gccordance with the larger strategic course adopted. Employ the organization's strategic path to guide the o5l B osS ool 1) (60,55 0592y slanial 3 g o g, dadsliyy aiS &8 > aseie Cux
10040 1.24 Coordinate and align cross-functional and process strategies , . . . . )
sail® slasilal o functions, divisions, and operations. Calibrate the plan and method of each functional area, as well as the processes 20,5 bl a5 IS o3l wb: s L) - YAl asT Slasay oS Gasail g5l ! 51 lS
therein, to Select the long-term business strategy [10039]. b ass 6,15 sl ss, 5 Bpimnms cloais]d ool oy 1355 oass ol 05055, IS 55 Sl by
Formulating a design for th izat that allow it to meet its objectives. Devel f K f 7T 2 e b S sl s F oS e e S B e
N . . ormulating a design for the organization's resources that allow it to meet its objectives. Develop a new framework for . . s ,
10041 1.2.5 Create organizational design Sl Sls b . 9 1an’ . "9 . ) P g oS oo [KoaSs LS o Sialen g 4> LS & g0 ol calisie slaaisl s b oS sl sas
molding the organization's various processes into a coherent and seamless whole.
‘-\-’)LM‘-’ |) T ‘_Lf e
Glone ol ple sl alidlen 5 (T Gliz! (58,5 51,8 oo LS 092 5 Glojles (IS L3 le 25))
. S . . . S o 5ol 5 Log s blie 58 5 o] oo SALLS ol olis 2 5 0038 2 |y Glojlo
Evalu_atlng the structural ma_keup of the organization, |r_10Iud|ng pertinent featur_es of and assoc_:lated synergies among S o |y i sl 5 lacanndge comiman dosisl d 5 {Laossm) oo 5 5.0t 42500 55 05
constituent elements. Examine the organization's architectural framework, paying close attention to the individual . T N I
10049 1.2.5.1 Evaluate breadth and depth of organizational structure Sl bl a5 So s e 2bj,l elements, the relations among them, and the conjoint and co-acting forces therein. Analyze functions and processes, 39 Z8 - plojle 98 g akeld (wlitie a0 s - ) o] 5l S0 5o b e o ladazio g9 o S
as well as work-related positions. Scrutinize various relevant characteristics associated with each of them, depending NEC PUCTOE Y. NPV PR CTSAPCINONNE iy SN U8 (PR CE PP PY JRVP J JPe
upon the scale, scope, and type of organization. AF L olElen ax oy b 4 sk wilonds LS5 olyal sl did sla i ¢ oo 3
1 b el Glodpn lojle codle 5 05l b oS 5 ol LT g 8,18 8925 o] jloo
Slles gl a5 235, e 5 eolealide 1o bl ols ¢ Slojlu bl o s slo i
i) el g ol i (sl i §f s o 4l 2 Er @ e Ol g ol R0 2T SO ) 2 e G (o) 2
J d N - s N - . - s 5 0S o 5 obosle Sl jo 1) o5 sla i s oS o sl ol
5 i o b Lk e sl s mans s 5 orlulis} eag;3 APPTAISING job-specific roles within the organizational chart and their hierarchical architecture. Analyze a map of work- PR ST 9 D U g ) Gl B 0 ) ) e Sl Ok
10050 1.2.5.2  Perform job-specific roles mapping and value-added analyses ol Ll ‘ T o ’ J l“ | L related roles within the organizational structure. Examine the value added by the positions associated with jobs to be 5 Jd 58 08 oS im0l lojle slacdlad oty o b)) BE 0 sete 4z is oSl
S ¥ ) Wt 059331 v 31y ) . . . . i . . _ _ .
T ORI G OHE SR D S008I0 U""‘j{i{"” performed and how they stack up within the organization's operations. B 5 ol bl Dadly ol 5 LT 5 000 _isllig az wols 13 lojl sl gl lido ki o
< (€l il poaldis 5 L5 glapY o b i o S5 3|
s syl jolaieds Lo i colleb (sla Joges ook Examining the constituent exercises and undertakings within a work-related position for the purpose of effective SR gt f5e g jslhiodr (i olile 8 enied JSA5 Rylls 5 lacelled o)
10051 1.2.5.3  Develop role activity diagrams to assess hand-off activity I ' ) o L delegation. Deconstruct job-specific roles into activities and visualize the relations among them, with the objective of 2 0gh pateie B oS a5 1 o] (e BLS 1 g 00,5 o lacuJled 5l glacgomme & 1) it
8 s assigning responsibilities to the appropriate personnel. b 00y i 0,8 a4y b ol
@ et (arass o0 5 plejle JLSle plejle (ki jLEl sln (2B Slad> )15
ail8 SO oo 8 sl (6,550 ¢ S e S0 U ogd Jae LS 4 Blad Ogod Ll gla i
o . ) ) Orgarpzmg workshop sessions .to a.dopt orga.nlzatlonal red§§|gn. Commurucate the orgaplzatlonal structure and >yl aSil sl il Lol o815 Slds ol wils o 45 098 solitul 5 Lo
10052 1.2.5.4  Perform organization redesign workshops olesle (L) (bl sleelS IS (6,155 » mapping of responsibilities against job roles in order to facilitate an effective understanding among personnel. Use a - _ _ - ‘
. ) L , Dgb 03ls sy lejle W Ll oy 8 a5 0 155 5 sleolS 15 wiles Al (g4, Lais \lojlus
collaborative process that may include participative workshop sessions.
O P s w8 5o (Sl D)zt QLSS 5 o)l placadsies ax (Ll A 2 005 aie
{dgs 15,0 Slyss
FI:asthinghqut the conbnegtions anF: dependenci?cs amongkthe \.f;riotjhs units of trLe orgar:ization%DetI.in.?.ate the . . 1 ol b S geenS slaasly c ails, olosles ilises (sloasly oylos b Sy 5 bl | 523
. . . s . 1 relationship among business units or process frameworks within the organization, in terms of activities, synergies, an ) e e e . . . s
10053 1.2.5.5 Design the relationships between organizational units Lojle sloaxly (o Lol ! D . . : . ) . Syt |y oy, opl g 0lS (atiine S ilin Gladadgiue 5 ple 5 daolidlen dacodled ull 5
9 P 9 ol sy o sy 2 shared resources and responsibilities. Formalize relationships among business units so that any mutual coherence is TR TR S ‘ ] < ] IETS /"”5'@ ' o
clearly understood and can be attended to. 25l S50 BB aen sln Lol s el g (Sinlon b uilS iy o (o)
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Creating an understanding of the fit between job roles and organizational processes in order to properly place
ol slp cdld slajloges s a2 Jlos (2995 personnel. Deconstruct key processes into constituent activities, and examine job-related roles. Take cues from

b o glails jshaieay Jbojle sboanld g Lid sbojias (b gLkl e 51 S0 ol
Sy90 |y badpe (dads sla i g 0nS S5 byl Lol slacudled 4 1) guldS slaos ). Sl

10054 1.2.5.6  Develop role analysis and activity diagrams for key processes Lo o . " . . , (Hand-off) I5° Jlasl g Loz oL, sl bgiss culled slaloges (pgas 5laums )8 ;
P y y diag yp a5 Develop role activity diagrams to assess hand-off activity [10051]. Map appropriate positions against these important %"~ 8 JES s s s SR ST o i
processes, which in turn expedite the deployment of staff members. S5 5 Sl oS o Lastsl® 55, 1y sl (i SloolSolr s 11+ 0V ] 150
D3 plowl w0 g apmw WS,
Son sl F gl slanaly, L3, PrODING the repercussions of all practicable organizational design options. Analyze the significance and impact of $laan s 2B olin 5 Soeal Sl (b s ilaosly JU slaan 5 4l slasely o)
10055 1.2.5.7  Assess organizational implication of feasible alternatives ’ ~ 7" workable organizational structure options. Closely examine the long-term impact of these frameworks over the lios 1) lojlo (S 0 Shoe  LagSl ol ooy Sl aS” Julos 1) 12| WB Glojls 5L
functioning of the organization. VLS
. . . Embracing and ratifying a new organizational structure. (Assume the new framework to be the best fit through Assess Slasely )l bl p oz Cozle &5 (23 (nl Ddvar Slojle )Ll cosal 5 Sndy
10056 1.2.5.8  Migrate to new organization Bz Slojlu,lile & & xlee gar fyinga| ganiz . ( 9 . i o
the organizational implications of feasible alternatives [10055].) (3, gloslo b 1y slasl oy g [V e - 00] 1,21 B sloas 5 Slojl
Gansle b SaeslisS Slejlw Slaal .yl ;;.‘{”A‘Lo G895l Slaiis Baa b lole (DI GBlawl (g5
CA.‘:‘)%A‘LO alo b Billae ranil losle Gowaaly Blaal 4y Sloiws Sz cfaomme 10 a5 0uS iy e |
Developing overall goals for the organization that help in accomplishing its mission. Formulate organization-wide S bolyan 5 LS o) bl sl o131 L S geenS slaasly slug, [V ¥V lojls oM
o — . targets in the near to middle term, which will accumulate and propel the organization to realize its long-term .
10042 1.2.6 Develop and set organizational objectives lojls SBlawl fyess g (g 7 . . ’ . : : . . oz Slojls das oS jaseie Jslisimf S 3o 5 Gl 9 peiies jsboay s
P 9 J = 7 ¥ objectives, as outlined in Develop an overall mission statement [10037]. Enlist business unit heads or equivalent 9oz el s ”’“5 ol S o ”b‘ ’
personnel, in close collaboration with senior management executives. Solee 5 DaeclisS (sl plocdam dxyaliS (o SaS ol Suygele el 4 5l ladan o
OB Gl gl il y oo GiSaearly Blaal a4 1) lejles Coles 10 9 Wgd oo poz o8 (53) 4 @S (S
{525 pooeas Lacdan ol o)l 5 jiiee 5wy 0| e JUS 50 b baasly ol e
g el 3500 sla g5 (10 S st gl (ganld &S GlaigTay Sl Slasl asug g ol
. o C . . Creating and developing strategic objectives that establishes a process to outline expected outcomes and guide . . : . ‘
19953 1.2.6.1 Identify organizational objectives Slojle Slaal olulis employges' offorts pIng 9 ) P P 9 2l polaaiaS oS iy ymi (5 b |y SOl il Blaal b xS gl LSS 2 4 escg>
1AL 55 el (6 pame 42 0 1 yLiula 200 sl sl GUS I g o ylo (ol ax sl
ishi i i i i ' i Slosle Blaal gl 5.0 Ly sl eles lustinl gjlumal,d jsbiea L bghs sl
19954 1262  Establish baseline metrics Lo slo sl sl Estat?llshlng baselines tha.]t. provide standards _for assessing performance. Create metrics and KPI's for various ) Sl o3, 8bee 2Ll lp 2les, Silwpalp jslieas L bglas ol
functions/processes/activities based on organizational goals. DS ool Gilises slaclad g ol b {aojef oo SIS ol 1) LKPT 4 o _asls
. . L J Blaal 3io5 e (talyh Slaal ol 5o 0 Skee (2 Defining methodology and frequency of assessment for measuring and monitoring performance of various 5 anlys {laojer oo S o Slae il 5 5 pSo3lail jslaiadr (b)) oglis g by, o yes
19955 1.2.6.3  Monitor performance against objective . L : . .
1o Skee w3,k functions/processes/activities against standard set goals. o pand 8 il Blaal ol o calize slacllad
S slaarly clagisl il g0 Charting a strategic course for business units in order to leverage opportunities, sidestep hurdles, and create Sl s &l 1 093 daceo b ) )l spbaiets g slonzly (sl Sl e o3
10043 1.2.7 Formulate business unit strategies ' "~ synergies among each other. Create strategic road maps for the organization's units--in light of their individual loasss S oS slaaxly plo bazly o Jolss g lajls colie 5585 a0 0 blag] gl (38l
resources and requirements, as well as their relationships with other business units--to achieve organizational goals. S 4 Slojl Claal a4y obiss gl 1y lojle glaaly Syl o,
. . . Assessing the performance of a business unit against set organizational goals which are based on pre-defined a8 Sloadicay 5 iy Sl slagasls bl n i Slejle Slaal 4 Cos S gnnS axly o Shoe 23]
19956 1.2.7.1 Analyze business unit strategies W geS sloaxly slas il ! Jolos 5sing P . . ag . 9 9 P o
metrics collected through various business unit operations. Ailoas 7l Sl IS g axly 55055 llas
. . . oL . Determining the resources and skills of each business unit based on knowledge and technical capacity. Enable ssbiieds ()1 (2 ol g Suils s 4 ST L genS axly o galS glacs e 5 plie Lol
19957 1.2.7.2  Identify core competency for each business unit W genS axly 52 (5 5o sla Kiols olulis = 9 . " g pacty L ) ‘ L .
business units to meet customer needs and grow in a competitive marketplace. b B, slad (o drwg 5 g yie slojls el o laasly (g jlwaislys
: : . o - Sty @lp Syens a2y oyl il el Evaluating existing business unit strategy based on the company's strategy and eliminate unwanted/unnecessary Wl polie g e Ba> 5 39 505 b 2S00 31l Cozla )3 WS wxly (Jad o3l 555k
19958 1.2.7.3  Refine business unit strategies in support of organizational strategy ‘ | . h I . L ‘ o
Sl 31,50l resources/elements and re-consider necessary resources to meet the overall company's strategy. obosbe (O o5l il Giow (slp (69,0 mlie cin ik
19959 1.2.8 Develop customer experience strategy S 40,25 5315l (905 Defining a roadmap to meet customer expectations while considering how it will affect the business. g 3 o1 b 35 5 gl Sl &y oSl slp s8], 4t ngad
sosls .ol IS maw 5 i (Olods g DY game Lisu )il pgas 0 ol iie 9,95 5L o
Measuring customer feedback in regard to product and services effectiveness based on overall satisfaction. The data Sloas bfy SYgazms p Siee slodyg>il 5 Syt lagely degmin a5 Gosb 5l Sl )90
19960 1.2.8.1 Assess customer experience S w0y 25l to be analyzed is collected through surveys, customer responses, and feedbacks based on the delivered 5 Wlosgy ooy Sleas 5 SV game jlaz 4z I ey o0 Ghyiie 3l simh 055 s0 (5 510,5 ooisasl|
products/services. Sloss 5 SV gams (0] 45 S oo (o2 (0553l 5 (i ) 100) o] (slageasly 9 ks ull
{as b Wloogy ige Ll
Creating methods to gauge customer experiences, expectations, and suggestions. Review both liked and disliked Cind 5 Dg8 Ll )l i glaslpiing 5 Sl Ual 25 6 pSosll gl by, (rses
19961 1.2.8.1.1 Identify and review customer touchpoints Olosle b (s i (o) wles bl 5,555L 5 2lelils areas of product/services to be delivered. Evaluate touchpoints based on the nature of product/service in the market 2 Cwdd by Jpame g9 b canliie (g yia( Joles) Golos bli b5l 5 a3l LB cleas g oY game
e.g., billboards, web sites, direct mail, service calls, etc. Sleas slaaled 5 peiites Sl | daculocy das gl asibs o5k
. . . . . . - L oYsame cars bl o8 blas (b i glaolgaias o ol Uasl SEIRE S0
Evaluating customer experiences, expectations, and suggestions in both liked and disliked areas of the product or i ety 22RO EERER 9 =L e
. . services. Analyze all modes of communication, human and physical interactions, or customers experience during the = J< 43,2 Jsb )0 olyiie a5 (58 5 (Sludl ODalad glgil 5 bl )l sla JUS den (o) tlons
19962 1.2.8.1.2 Assess customer experience across touchpoints losles b (Jelad) wles bl o (5 yden 025 S5 . o y . o phy . P ... 9 ’ ) ’
relationship lifecycle with your organization. Evaluate the gaps/further development/alterations to the existing b oVgama ,0 o3 SbMol g in drwgi Glojls OIKE LUl S o 0,2 Glojle b 0g5
roduct/service to attain better customer response. o . . . T
P P e e 2s5Eal & e jolitet; y75e Slass
, , , (loalins) ollasl gloa 2 glady; Jle Jolvi ol Analyzing the core reason for the customer experience/feedback/response about the product/service to take Slaladl hy pa5 Baa b closs b ¥ game 0)b)0 ol e 3,955k 9 4225 (Lol slacde (o)
19963 1.2.8.1.3 Perform root cause analysis of problematic customer experiences _ . | ion f . . ] o
ob e considerable action for better customer experience. (& s 4375 Sguty (Sl i
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Creating a design of how customers interact with the business by analyzing data captured through various customer 382 gl S Ol ol 5 S (S yglecnr i ilie 1 Lo Jelad ol 42 gy (sloosls i

19964 1.2.8.2 Design customer experience sy 4,25 >0k interaction and customer involvement. These will be captured through various channels such as customer satisfaction Jedos ool S geanS b (g i Joles 0556 g 45,208 (>l o sl (g e 0,2 5l a1k
surveys, feedback forms, product reviews, targeted studies, observational studies, or voice of customer research. Sl i i i egiie oIS Guyb 5 45 (ol yiie 656555 Olee 5 el 5l ol (slaosls

Slalllas wiedas Slalllas (¥ game 0)ky0 byt SLLS g o p 5955k slap 8 s iie 2l

ool 42 5l ol i oS gy ) Sigdise yslee S e Sho slaiagl b (shanlic

oS (65l it glie I ladelas (ol 4 bogsye sloosls it wles o S genS b 43Sz

{NJ)L“‘J}SI""“‘“’ 4")”7U )‘ °“\:’A¢’>|}J¢ 9 k:é’ﬁéb )"9"4" ‘SJ ‘c.)T L)"’L“"‘ r9
9o 52 p e 2b b Glagilpul >l jelateds (6 ie glacws 4 aojlil 6 15 S
I, la s yioe nf dilonds (gamainds asuin coi SO 0 a5 Slbbre b dlales (g jluaings § Lo

Identifying a set of characteristics that define the demographic and behavioral patterns of the customer. Further, use
16612 1.2.8.2.1 Define and manage personas & e ((Smazds slagsll) slacws <o pow 9 25 persona scoring to design your marketing strategies around personas, and measure and optimize your interactions el S a | . s Ll et ol b L
with the contacts classified by a certain persona. v ol el S s s sl i sameien 0970 9 TR SRR O o

Sontr JB g 5% 5880 a5 (oS (ol ysb | lag T b bl )l g (oblib aw g oo w55 Sk 5o

{.osl
S, ol )5-".*3*"“-3 «Odeaids g )L’a{li ‘LL'“.‘) e 6)"5JS““ b u”L‘*: Q’tjﬁ‘ )“ (& yian Ayl Qb“"“) RN
: L ... . Creating a story of the customer's experience: from initial contact, through the process of engagement and into a long- 1y s rten JalS e (dimf -0y ST g L3l dajlid) a4 Camas plojls 50 4z LS 5 Sla
19965 1.2.8.2.2 Create customer journey maps S rbn yhos (SlBALES 45 lationshio. Th i h ation about th N ) o o
term relationship. The goal is to teach organization about the customer. Ol sl idu den b whowaidy (5,00 b SLsl gl 5l oS (aseine oyliwls S & jg0a
fools oyllanl ax Lo 3l g 0iS oo (b 1) (6 pmmo 42 (5 yine diogins
slo sl (5 S pasin 5 ol yiie Sldbl ST LB 5 az LG (led sbml Gl plo sl e
, : : L Defining parameters to show aggregated, consistent, and holistic representation of known data about customers.
19966 1.2.8.2.3 Define single view of the customer for the organization ylosle slp i Slaxly 5 4z LS sled <y yas , . ’ ) ' N dad )0 (G i 2 S (G5 05l o san UL den jo 1 of SMeles g (g i b, a5 guldS
9 9 OFIT S Sy 0SS TR S 2 Define key parameters which enable the tracking of customers and communications across every channel. P S 2 S S s J 70 ST TS
{Q}w o J.a%,,:am 9 l}&S) sp.u‘éu’.o 3‘ o)lg)é 4.‘>).¢b 9 Ml) GLNLW JJ[B LQJL![S
5 il Lo O jgoa (b i b lejle 5L, 095 05l )0 (ilWledar § (6505 i et
Establishing a direction and vision on how the organization behaves towards customers in a consistent, effective way. Sl 5 Slagad bt BLI slord Jal 5 a2 ot 028 sl Ty pomie
19967 1.2.8.2.4 Define a vision for the customer experience S a5 sl slaileis a5 The key attributes for customer experience vision consists of emotional connection, commitments and expectations, obosle onl 5l ool sz ax wil B (5 i nf 0aisS GlB g Ol (goleiin b))l (asin
compelling value proposition, and ease of understanding the organization's behavior. el lesles b, 58 00 sges 5 oyl 65 5Ses liilesles & o 45 558 o e
fasl sy b aen j0 1) ol g 0iS L8, 6yt b ol ok Lo olojles @S Laseioe
Creati to validate the sal dth tions that underpin the busi dol, Understand o 2% A5 e oy Sonste s g Sl il s sl o
. . . ., Creating a process to validate the sales process and the assumptions that underpin the business model. Understan . . e et
19968 1.2.8.2.5 Validate with customers b yie b oo Lel | . . Llasyl 155 pdyebee 5 53,80 g Joe S 5l laas L oY as oyl
O ST  the products/services have a repeatable, scalable business model around that product. O RIS RO 5 'f’x Ky ’ e T
Loams oo Slga 300 Mad Laid b el oSy BB g 1S5 BB Lo 3g,0
0,25 Gilelinlyen B Gl pine g plete dadiye goleiin U351 SO ya g (slulinljon
. . . . . szl g win slagts)l b s sslebwles Aligning and defining a relevant, differentiated, and credible value proposition for the brand. Align experience to 9 55k B genS lasil il 5 9y ooy b Sloas 5 Y game CoasS aSinl 5l luebl jsliteas
19969 1.2.8.2.6 Align experience with brand values and business strategies hat th . lity i . ith . . . ‘ ‘ . L
555 ensure that the product and service quality is consistent with brand promise and business strategies. w20 ok )0 (6 yuiun a5 w3l Sz olon lads Wb e o JoB 0y a5 Szt dn) el porade
1S e
QdJL.:) RV L;HJL.:) sl ﬁL.: L Lg)t;i:y' Lg‘}iz,o )'l p.cl_ 15.‘;2,: Co pdw g drwgs ‘Lg}i)d.aljﬁ
) . . Planning, development, and management of content-written or in other media. Getting the right content to the right 9 82595 dgi SOl 65,40l B yb Sl ccwslio Hloj )0 icilie Clole 45 clie glgize
19970 1.2.8.2.7 Develop content strategy lgiome (655l el (2903 t the right time th h stratedic olanni P ¢ ion. deli q . . ) ) i
user at the right time through strategic planning of content creation, delivery, and governance. 0 ey ablis s 4 7S S g dtedian cmBgeds Iyt ay lgiote Cu pef gione CaaSl>
s 5 s
SIS H e o3l g a3 Gl (M 9,80g, 45 s 5tae 425 5l Slaitdy sl (ol et ol
. ) . . . . . dady lis 45 oS (>lb Al pedsals po aalp SO b S e et Blid &g | Slald]
19971 1.2.8.3  Design customer experience support structure S y-ie a2 ity sl ~1,b Creating a roadmap for customer experience support with an overall approach, process flow, and impact timeframe. i ~ i _
2 il inlg oo gl az pladl 12 05850 plaan]b Az (oS oo Loty (e 425 5l 4K
{igd o ol Sosail b Saeryles «oeolssS
Determining th ills and oo - od to efficintly collect cust , trouah th e Goyb 5l syt slranzs wellS y510)5 Gl p3Y Slo Sl 5 o oo (reens
. , - . . Determining the necessary skills and competencies required to efficiently collect customer experiences throu e .
19972 1.2.8.3.1 Identify required capabilities eisge slacals bz strScture Y P 9 y P 9 ety oasly 5 laess b sl o3 lads e 5 lasaiadlss a0l aseiie sin) . slosidy
' (LS (6 slaen M1 (g0 5 womacio ey | (5 ftie (slady 25 il b aaly sl
Sloas oo ,S )15 plo o sytie ayz Slaitdy JlSle @,k 5o g ie ap I alubis
soly a3 60,55 slasil® 5 551 Llulit [ dentifying the affect of customer experience through customer experience support structure on other functions of 0ile0 S (> (5o 25 Sy (sl 4 S Lo S oy Shnaf 8 e b Ly (5 e

19973 1.2.8.3.2 Identify impact on functional processes . : o ' L , .
1,970 o>ls b JljL. customer services related to customer. (98 6 e Dload Jio S o Sl (65t b a5 50 calisee (slaasly al b g IS 50 (i 4z

Lalio glasly b bty
S50 i glady i adgeds Cud slacad,b gl g oloul gl o laslinl Jesdlygiws iy pa5
Obosls 3lis a0 slacs oo g beolaninl oS slml (o351l )2t (sl 5lissse slaylis) 5l (S yio

. Defining a standard guideline to create and execute the capacities of registering customer experiences in a timely

Develop customer experience roadmap to develop and implement Sl g dxgd (Sl (5 e 4225 o A (2905 . : . : .
definedpca abilities P P P P s 5 ol (s NENNET. Create a common understanding of what behaviors are required to implement the strategy. Define what i s L e oo o] oy » N .
P pRERIR SR talent/skills your organization needs to reach customer experience goals. LA la)hs) 4z wiph oo hgets e ot 2 B ol oY (Slaallygins 5 p2lz 4z e

NP IR UCN i oo P JOS B PP SRVEL S PV B JP I S AP UIC S KV P IC I 0
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Conveying planned procedures and methods to both internal departments and external stakeholders like customers,

Olaiisd g plojle (Jls slajiow 4y 0l g5 ja0l p slahg) g lasg, Hge Jlasl g Sle el

18916 1.2.9 Communicate strategies internally and externall >, s O jge 4 b (5551l @ ) . : o o .
g y y ST SR S e suppliers, etc., in an effective manner based on organizational objective. Aok g 08 Slojle Blaal b aS 5o ASE a0 oy plo g B0 el 9 )b s alo 51 g
)Q as |) é.a)_v‘):..u‘ LgLDo)j)) ‘SJL)))‘ 9 ‘).>| ss.)L?(.u‘ i Q"BJ‘J 4.l.>]o )| “_i)).l‘)u.u‘ Q‘)&u‘ w)JM
S Manag!ng strategic initiatives, from develqpmgnt throug.h .selectlon, execution, anq ev.alulaltlon. Conduct and.oversee 1) S35l Crmnl sl (sloaeli S 6t 5 Lo cilonds i ya el onmii Slaal sl
10016 1.3 Develop and measure strategic initiatives Sl ol Kl i 9 (995 Strategic projects supporting long-term objectives. Administer programs of strategic significance by developing such e e s e e s il 1Sl ol s L
initiatives, select the most appropriate projects, and formulate measures to assess their impact. e i slr plagals B ped s Laojs o mlie SBElSLBL] Gal g5 B0k 5
RVEL A PR PP
o Developing strategic projects that help fulfill long-term goals. Develop time-bound projects that are discretionary in L) oeie) s 9 wiegley el Glojle Dowaddy Slaal gams sliwl) ;o Suslinl glaojsn gas
10057 1.3.1 Develop strategic initiatives Sl Ol gas g (b ping ¢ gic proj P ong . 908 P proJ Y )
nature and lie beyond the scope of the organization's routine operations. DS 95 5 b il ol cale g Wgd o iy 15 sl 6yl Sldas I 51,8 a8
. e . . , . Lo ol ol 55 b s e lapmeas Colan gl lojle & ) optisy lusle Gy
Creating a statement of the organization's direction to guide decision making around the allocation of resources. At (&b paras L e pe SBpreal —oldd Slp (il —dZ g e 1 Gg) Sl (29
, N Provide a focus on the organization's overarching goals to ensure coherent and considered action. Strategic Slaal wgd sl wiedan g poeeie O)yg0ar Slojle LB B 5ls 55 65 Glosle (M Slaal
19975 1.3.11 Identify strategic priorities S5yl lacg gyl plulids g (pes 70 ganiz . 99 : : g , .
objectives are ranked by their importance in achieving the strategic goals. All subsequent operational or tactical oles sl g so o, (IS Blanl 4 slows jo gl 285 ol bl 5 SOl
planning and resource allocation is based on strategic priorities ) S5 ] slacaglyl colin e 5 a5 b llee (slocs 3,asb s
) in S5l Sl 5 5 oL A g b (e (sl €350 lsieas azl Gl lojlo Sz 3l el (g
e . OO 2 g P el SBRl (29d 9 (> . o . . . . .
19976 1.3.1.2 Develop strategic initiatives based on business/customer value p Creating a statement of the organization's direction based on what is considered "value" to the customer or business. W gnS sl b gyt gl Ldly a5 0iS Gy 5 5az ool 2 1y Glojl (IS Sz inf 095 e
S rsin 9,0 9
LS colan Lulol loo o 1) bapaanas g 8,k i)l
Develoni or stakeholder dialoa that is intearated info th ¢ of busi rategies. Report Oogos ) g Slas il Qb)) o a5 lgSay ladied b 5T90dS sl sl B ags
. . .. ., . . Developing a process for stakeholder dialog that is integrated into the assessment of business strategies. Report on et e . . . o
19977 1.3.1.3  Review with stakeholders Haiied b sl : : o . : 151, abdS slaslag, L wle dag 5l il S gewns” Blaal o)l zls el blod ax LSS
OSSR D the evaluation of the business objectives, strategies, subject, or past events. el TR 2 TESE RO  ORS SR & e P
[SPw R
Examining projects of strategic signifi that lie outside the purview of th ization's routi t s el San A F Sl Seslh S s
e ol o {1 _, Examining projects of strategic significance that lie outside the purview of the organization's routine operations. X . U et e e e
10058 1.3.2 Evaluate strategic initiatives Syl ol IS0l 2L L 0 . . e . RS D)oty (6 pdu ol g 0,5 colil Feoleslo jlaileas ¢ o b1y Sl oo 8l
9 7 T SR Closely analyze strategic initiatives for their applicability and feasibility, given the organization's vision. FER CRROTES T Aol etz BB o L Sl S
Sled Jlog Goes
S5l Glacuglsl 51 S 5o () g 35, o jelatedy b3l o laibiwl (el g0
Establishing a standard measure of value to determine the business worth for each of the Identify strategic priorities S gnS 2 88 (b5 4 a2 b |y STl (sudS pate jo Cngllan ol 5 a5l [V 2V
19978 1.3.21 Determine business value for each strategic priority Sl Caglyl jo lp eSS 53,1 ens [19975]. List the effectiveness and utility for every important strategic element based on the benefit it adds to the 2 ety B 0l iy a3 €550 o sl 9ol Jlme o isint amled Sud 5 et w8 o
business. 5 il e ote o]yl adlie o (sl dw g ol pie S genS Sl i ol ooyl
oS Cod 1) il oo B geenS @ a5 slossls
e i o ens als 5: | . s Analyzing the value preposition; the value the customer gets from a product/services for each of your Identify strategic b DY game a5 L0550 5 58 500 b oSl slacagdsl 51 G 2 sl gt (goleriny 83,1 Jelos
. . L S Se e i lpead 3l )l Gliee Guees TN T . . . . . . . . cen el ] ] T
19979 1.3.2.2 Determine the customer value for each strategic priority Sl sl priorities [19975]. Customer value is the satisfaction a consumer feels after making a purchase for goods or services 5| e 0SB e 4 Sl (0L, e o5y 35,1 [V AAVO] S e bl (6 i gl Sloas
7 SERES relative to what he/she must give up to receive them. WS e s a3 o Caws by T 4 liis (sl assT b anglie o wleas s L YIS oy 5
e Glojle Caasly GBlasl 4y loiws gl cao )8 byl 4y a5 Lag o SOl glaogg ol
Sl 2ls,P anl B mls Gelel pglesle (28ly Lalyd g lacusgame (285 i )5 b gl s
Selecting relevant projects of strategic significance that create opportunities for the organization to realize its long- bl {5 eonaslsl} o miu el o 1ol colls gl Eom 511, sl ) - - OA] Syl
C term objectives, on the basis of their suitability to the organization's constraints and reality. Select from the process .
10059 1.3.3 Select strategic initiatives SO 351wl DSl Sl L \ o - . , . st oems o8 jLie wild ol o | Tl 0555 Glaasiie 5 (lgie shisar ) o e ool
9 s Evaluate strategic initiatives [10058], based on their applicability and feasibility for the organization. Enlist senior = - 7O SR o F ORI S T
management, especially strategy personnel. oiisently Slael a1 plejls asilgi oo Jos 5 9wt Sl Ldly 45 025 DLl (ool
1ags 9 od; o ‘) A_i)))‘).\.wl u‘)&ul U’JL:))‘ CJL.J ‘)U U"‘ L;‘J" aels S99y iﬁfo FHPRVELY &of
s Lol BB ol a8l bl s b aS oS Sl |, plaan 5
Listing th { effect g i the order of most imoortant to the least. Creat filter £ b 2ol b lgasls (n 5iaesleS U fine 5l cad 5 badagy (o5 S50 goiacen i
_— e il o e o s isting the most effective procedures in the order of most important to the least. Create measures or filter for . _ L . e e . ,
19980 1.3.3.1 Prioritize strategic initiatives Sl SISl oy oyl . . " e : : gyl g plolid a5 ple & cond oy e SOl GOl Glee 51T ales
9 e determining which of many "strategic initiatives" is most important to the least important. ¥zl s o P e s o)
. o . . 9 g slaaxly 4 Sl Sl Sl Xl Establishing procedures for communications within the organization which creates the road map for successful Sl S5 med a5 by ol aldds S (23S polaieds plojle gl jo (L3I sla g5l sl
19981 1.3.3.2 Communicate strategic initiatives to business units and stakeholders ) X e . ) ) i
okisss understanding of strategic initiatives for both business units and stakeholders (internal and external). IS paedl o ) g (3D ax (laiigd g T genS slaaxly sl 1y S5l
o » Devising measures to examine strategic projects. Formulate evaluation criteria to assess the strategic initiatives for Ot (satie S )lae 5 Lozl SuFliul laossn (o) Sln 2aFLE § sl (ngws
10060 1.34 Establish high-level measures OIS sl jlre g ool (roas g me gic proj 9 o .
the level of impact. Al o BB Glas & jgods SOl Kl e 506 maw b oS
10962 1341  Identifv business value drivers Jelge 228 5 i} g’ 35 sloS e 2luli Determining key indicators or factors responsible for driving business value. Key business value drivers comprise of kol Gl e gl o S geanS (55l 0y 5 B czge oS Lol slaazin 5 Jolse olulis
D Y {5 g gl jo 33, sass 315 Lol Operational, financial, and sustainability drivers. s 5ol 5 (b Slles slacS e 5l JSiie S gewS o))
Establishing baseli that e standards _ < ¢ ldentify busi e dri il sl e 3 Shee (D)l g Ao sl 0 jlailiul @2 e SG sloml jslareds L (slajlre By a5
. . , . . stablishing baseline measures that provide standards for assessing performance of Identify business value drivers . _ ‘ . ‘
19983 1.3.4.2  Establish baselines for business value drivers W geS 5] slos e (gl Lo (yuns [19982] 9 P 9p y b oS ateion £5,0 abals S S g (35,1 Syme 2 sl nf DAY Tows plubis Soces
' {8 amlie Jlmo o b ) ol Ssmtp i 9 3 Shos ol sy
. . . . Overseeing the progress of activities to ensure they are on-course and on-schedule in meeting the objectives and 6o Shes Blaal g Jloj by L o] obislyen I liabl (sl lacodled cdyiny 5 o)l g il
19984 1.3.4.3  Monitor performance against baselines 08 Slaline 4y Connd 0 Shos homiw 5 Sk ” g progress Establish baselines f y busi lue dri 19983 9 ) . o o
performance targets against Establish baselines for business value drivers [ I DVAAAY] S genS (o)) slocS oo sy bglas 4y 151 L cods s
s wully imol ¢ stratedic initiati . tion of strateay is also defined as th Fimol ; Sokesle 1 50 a5 09 0o Dbl (sanl 3 a4 3Tl 6l Sopsl il Sl Sl Gige (g5luesly
e et e uccessfully implement strategic initiatives. Execution of strategy is also defined as the process of implementing . e e - . )
19507 1.3.5 Execute strategic initiatives S5yl SISl (gl 2 . o . blos 1) oalsip 905 (51wl daccdlad ) atwgnpnas § Solon «dhaie slacgome l2l &
9 77 TR S ogical set of connected activities by an organization to make a strategy work. SRS D SO S )t ¢ bl b
D3l o Fie
21422 1.3.6 Review execution of strategic initiatives Sl ol Sl l,>1 23t Periodic review of initiatives based performance, conditions, and marketplace response. S 95555k 5 oSl Ll 0 Shoe ol ISGT L G351 il IS (sl js0 (il
, e . Syge 3 055, sladaly g S5l Sl (g 5lwaige . . e . .
21423 1.3.7 Refine strategic initiatives and project plans as needed N Performing required updates to strategic initiatives based upon changes in the marketplace or performance. S8 ee 2l g ik Dl b censlite o351l SLISCUL o 03Y sla gl 59,40 Jlas]
Pk
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Establishing how an organization creates, delivers and captures value or makes profit. Identify the products or

S ‘5L..»L;.i3 Gyl 5l (ogw) u;';)‘)l clai g &3l 5l a0 QLG)'L» S5 g Joo o S
G555 9 ) g o lol o9z (ol yolie plu g bas i Lisle (Bas sla )il (oless § Y game

20944 1.4 Develop and maintain business models LgeS slaJoe cuilangSS 5 anwgs « >,b services that a business will sell, its target market, anticipated expenses, and other core aspects of its modus Jgr 0552 IS oS a8l Blis medgi gim ) .50,5koe 5 Jame SV g0 @ a5 b )] jedis
operandi. Revise the plan as required to reflect changing circumstances. e 30 53 55l bey 4 b g At e dz b Sl dx ) g b e siuz 425] ey
Lady cnl oot el bk Ll
. . . o . a5 o] Gass gz 5l oasls 5 ool Glaal e glys golaidl Jow S o]
Creating an economic model that describes the goals of an organization and the business processes needed to O B i Jleiajge sloalp s plejl Shaal o S oo sl o0 J“\_” =k
20945 1.4.1 Develon business models Sy clo e b achieve those goals. This involves information gathering, securing necessary approvals and authorizations, Sorge slocsz )l 5 e b ilabinl)on ¥ slajszme 9 Slgas 331 (Dl 5 5lanz p3kins
o P e <"~ integrating with pregxisting models, including the genergl bgsiness concept [10002] and business strategy [10015], oy Silwoles 9 [V e V0] IS gees slimal g [Vo o o Y] IS ges IS pogie alox
and formally accepting the model as the basis for organization's day-to-day operations. el losls 0y035, o lad slie olgicas § Joe ol 53803y} Joe
. . : : . : : . . gy oo (nl a5 glaisSas Qg Joo a9 sl 5o jse i po il 5 Sbiwl (oolad 55108
20946 1.4.11 Assemble business model information eSS Jaw wledbl 5)5lee> Collecting all relevant materials needed to develop the business model, so that it can adequately model its processes. ,
WS (g5l Joe gy 1) 09> slaais 8
. . ... _Obtaining required permissions, licenses and authorizations that legitimize the business, help to mitigate associated ool jshaieds S gens slacdlad (5l S5 (sl p3Y Chlasl g laally  dejeone L 5o
20947 1.4.1.2  Secure appropriate approvals p3Y sl b s . S
risks and safeguard the operations. Oldes Casal g polas ol 9 Lo o slacSus,
Ensuring coh ith iting models to avoid contradictions bet dels. Make sure that all model s S e Bly e O B S sl 2 S b et B o
I . . . - . . Ensuring coherence with pre-exsiting models to avoid contradictions between models. Make sure that all models B e 1 e . -
20948 1.41.3 Identify integration points with existing models S9ge slaJae b (gilwaz LS, bl ole . 23l 5L o b b Jos aStyl 5l codler s h oS it Sowaily Shiledar S L eyl ace
yinteg P g $73n sl bzl <™ represent the same long-term vision. 9 Fbipetile] ST e ©
{ azmas ol 1) S yiiie awaly 3o S
. . . Consenting to a particular business model and formally accepting it to serve as the set of guiding principles in g0yl ogmi oS ool oz la (lsieds O gomsy Gondy 5 Geme Mg Joo S pu Gl
20949 1.4.1.4  Adopt the business model g Je oy ningfoap y accepling guiding princip ,
operating the company. 28 b Slles
Revising and updating business models to reflect the changes in the marketed services, product inventory, market S 53k 4y sadallf ooz jo Slptd b ceslite s sla Joo (Sl y59,40 9 6,5550
20950 1.4.2 Maintain business models B9 sl o cilagSS behavior, available resources or accrued expenses. Determine how and when to modify the accepted business model 5,5, 43 L g by 4z 0iS [aseine 4l 3aos slaan o b oyiws 0 wlis oL L3, (Y gaxe
in response to incoming feedback. 5 Lol b Liawi 35,5 651555k Lol s wmgas IS geenS Joto
Determining the timeli q d bilities f owing the busi del and f dating it to best Wl jsbaeas o (Sl 9,8 5 B gemnS Joo il sl p3Y lacadgins 5 baasy) ((Sloj o5L et
. . . e etermining the timeline, procedures and responsibilities for reviewing the business model and for updating it to bes e .
20951 1.4.2.1 Establish business model maintenance parameters g Joo CilagSS (sl yolyly (e serve the o?ganization P P 9 P 9 el S Joe oS az Lt 5 435S caBse az Al et s olesle 6l S e
' Lol axdls plojlo sl |y 425 cn e b 29 5,4
. . . Deciding the type of responses, reactions, sentiments and insights that are crucial to be taken into consideration with oS Joo ceslagSs anl )3 50 a5 GulS oo g Slulus! da 1Sy das,955b g4 Crpns
20952 1.4.2.2  Accept business model feedback parameters g Joo 0,555k syl (B 0dy iding ype ol resp 9 o
business model maintenance. DS 18 e Wb
_ . . . ., Evaluating the feedback regarding products, services, processes or resources. Determine which judgments are S oglad alaS oS ed il g ool 3 tloas (¥ same b Lad pe slod o535k 25
20953 1.4.2.3  Prioritize and manage incoming feedback 63959 S 933l Cu e g Goaaglyl h h . | liver th : | ‘ T .
critical and mandate changes to the current business model to better deliver the desired value Bl oo ol Cgllas 35,0 5 550 4yl (Gl 1y (Jad T genS Jow j0 s Jloel g oiiwsd
- , Modifying the business models that are presently in use in response to incoming feedback or changing markets to ssbieds ik Sleti b (868 (sla 655k 4 Fly s eslitul Sl 3 S geenS” slaue Lo
20954 1.4.24  Update existing models Sszge sla e (Slu 9,4 : . . . )
achieve the enterprise business goals. olojle 5 gewS 1o Glual gisw
. , .., Creating and implementing a strategy, responsibilities and control mechanisms for managing business models that oS B oS oo Copae gl S5 slo)Sg5le 5 beadgins (s5ll gl (b
20955 1.4.3 Establish business model governance M senS Joo CoSl> il ng Imp 9 =9y P ging o ) S
are timely, efficient and cost-effective. il 48 oy a5 (aBgeds a5
2 A9 podayg e g del,0 (g39e
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Detailing practices and procedures related to the concept of developing and managing products and services. These
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le.lboj)f)é é)|5.¢o U"‘ uLcA}auY}»am WﬁMsmja ‘D}era.nla"a.u).n ‘_S‘Lb..\.u‘)ﬁsbcbj) C"J'“"

10003 2.0 Develop and Manage Products and Services Olovs g WY guaxo Cu pow 9 axwgs are reflected in the process groups Govern and manage product/service development program [19696], Generate D92 (slaosy] a3 g obml [VAPAP] €imas/ Jpame anugs aliy Sy pae 5 ConSlor sal )3
and define new product/service ideas [19698], and Develop products and services [10062]. [V 7T {0l oids 00l iuiigy ) ailoods S Slods 5 Y gz dxgi § [VAFAA] Cuois/ Jguares
19696 2.1 Govern and manage product/service development program on Jyns g asbyg e 5 anSlo Supervising the complete product/service program from innovation until its commercial success. Meeting the g Lol 4y oS 3uly 16l Codbse 4y oliwd b (55050 Al o 5l Cons ] Jpuarme asliyy S )l
T ’ customer demand and expectations. Conduct further development and innovation pertaining to business goals. B g Slaal gliwl) o LSS slas sl g dnwgs plonil g ¢l i ol L]
10061 2.1.1 Manage product and service portfolio Soolos Laiam Uy Gl whllaul jo Sl Gl gl 0 e jskiieds Dload 5 DY gzl (g o e
909,52l Jhl loceo 8 4y azgi L]y Wloas g ¥ gams s g (IS (655100l by poctas
Managing a portfolio of product/service offerings to take advantage of shifts in the market expectations, all the while Ol GBS 058 i lates 3 (ul bawgs calioln] 35148 05 (b3l slassSa 1)
coordinating with the overall business strategy. Revisit the product/service portfolio in light of market opportunities, 095 Salie plojles gl 5 Gt Glocld b oS glulid ], il Sl 5 (ad sload e
sleas 5 Y gaxe s o pde @nd overhaul it to capture value created by these opportunities. Identify gaps between current offerings and the 999 L o 35,40 A 0y 080 LS L Mol 1) 09250 (sl Sl 5 0iS slowl o sla\Sal,
market expectations to direct the organization's R&D activity. Create new solutions, and revise or retire existing ones 5 3k Lt b1 lesle Sloas 5 oY game : in} 05 Llyem [V e+ V0] €8 g (o531l
so that the revamped portfolio aligns with Develop a business strategy [10015]. Lol 1) 555 m oS 5L 5 oyt ey s s i > 455 Sinbas IS (o5l
45 sd (rebae g 0SB0 L (g s elul p ] dnngigBaiod slaclad IS5 LS
{owl e g o5ll b oY pame s JS
10063 2.1.1.1 i\;ar:(t;e;tgp[:)eor:&rrr]?t?::e of existing products/services against b Lt 5 St lacen b 55,5 155 b symge los 5 E¥pams 3,5Las 5 la bl L
Assessing the capabilities and performance of existing products/services, in light of market opportunities. Examine 6&})1.5 e ")O ¥ Ol @51&,& B St ez oS o ‘f C)'L“b ‘5 e
performance of the existing line of products/services, including measures of profitability, penetration, and value et Lol g 9ol Loyl o Shoe mhaw b 39290 slo K]y s (yle GBS 095 oo ail)| 45
2 097ge Dleaz 5 game o Slee 2351 delivered. Identify gaps between existing solutions' portfolio or their performance levels, on the one hand, and the 209790 lacuo b a8 plulid 1) 500 (som 5l Ol sibe LA LG uytws 5o (slas gl ik
L5k slecas 8 L awslie current market demand, available technologies, and/or customer expectations, on the other. Consider opportunities in OB aresasl)) sleolFas g lassgyg .o w5 jo 1) 8, Shee b Loyl bl a5s8 o ¢ 5L b lamo
glz\ﬁ;eesz-nt market environment and any relation with the performance. Consider input from professional services b i |, b Sloas 5 ¥ guarmo 5, Slat 3 skl :“’4?‘} s 3 ,m.o |, glas > o
b 1y by jUasl g Bk 5L L plaalols S gy | Lol Sl 3585 5 (55105 e plo s
{0 ool v gy Glaasiie s 5l g awed Gudai o Shee b 1) 1L Y1 slaces b S
10066 2.1.1.2 Confirm alignment of product/service concepts with business &ly yaabin g plojlo S 31l b ol o jiie sl 5 Sloss g ¥ gamme s ol yod (o)
strategy oz liel az g LB (gl pos s 5| S 10086, S5k b s o Sal, dngs
Checking the alignment of product/service portfolio, and its individual offerings, with the organization's overall strategy "gwym’ S 0 el Sl MM e e ‘59)‘ el
b o 5 oY gamme poslin ool s ol and pIanning for the deye_lopmen’F pf new or revised solutions. Conduct reality checks.on new pro.du.ct./selrvice. e oy 4*:“9’ ly p3¥ Gloslo slasilp ol bslyer S gens &-‘45 Sl b o bk
S 5 concepts prior to commlttlng. S|gn|f|cant. mv_estment to ensure thatlthe revamped solutions' portfolio is in Ilne_W|.th t.he Ol e 33,5 o sbm! ol slaas o 15 @l s opl (silwansls 5 i sl il g 05 o0
overall business strategy, aligns organizational processes for their development, and creates a plan for assimilating IS5 5 b Sload 5 Y gams s S ooyt fisins) 2 5 Le agld el 3 1yl
these changes in the organization's offerings. Enlist senior management executives. iyl sy slaoss] g5, i 635y 5] i esin o leslo S cs3lul b o]
Al g o Sialed wax sla,Kal) drws b Slojle slaas!,d agd Hielas iz | gy
10S 15,0 6 S pmenas 5o | 0|l pde g ol ansls | &l sy ol i
10074 2.1.1.3 Prioritize and select new product/service concepts Sled 58 po e ik slaces b 5l g aS Ol anin s 555k b waz ogill slaSal) b |
598 ol Gleas § Y game gudlie 5 w8 .aijle 00,900 1) CuiS g anse Slellas glasgSa
Selecting from among the potential new/revised solutions and capitalizing on market opportunities so that they meet 95 5 Sptalin? b BBl Glee sl 2y gyl onled e Sl Gliee el 2 o]
s ymn sy sl Sl 5 srinesly the cost and quality .prgreql.Jisites. Create an index of product/service concepts,'and arrange them in order of L Sl 006 K53 s 457 S Sl 1) olaasy 35 5 ams plol [V e VY] €eias 5w ja Slaal
preference. Base prioritization on adherence to Plan and develop cost and quality targets [10073], and choose b slaces b as azgi b 1) Caons g Jgamme oadipdlol b was slaons! i s} .aims oo S5 1,
options that would comprise the revised solution portfolio. 5 08 s o Coral o s e el Lay] 4 CondaS 5 iz jo sl one obl 2 S o)
5 DY gazme oz e LS5 gl g 005 (lsSe Sk g ane Slaal b S an S0 ) alag] L
{ ileasbe Sloos
10073 2.1.1.4 Plan and develop cost and quality targets

S50 by saz la)lSal) s 6l 1) CodsS oo laibinl 5 dnwgs 4t 5o 4 bgs o slajli i
006,553b S (Gl 1) CatS (sloo lailinl § 4z 4 bogs pe Claal S s ] 800 slaas e
Setting prerequisites for the cost of development and quality standards for the new solutions' portfolio and/or its Doz Sleas g DY game (43938 5 (56,5550 S 5Lis 50 75l (6l glael p amles atin b Kal,
individual offerings. Set targets for the budget and quality standards for the revamped portfolio of solution offerings. gy oaisail,l cla ol syzge (slos usbiol 23,5 i 1o b 1y keSS 5 50 ol 0piS dugs
kS g a5 ] 1 5 o kel Prepare a plan. for_the putlay req.uir.ed for revising and ad@ing new product/service_s. I.dentify iptended Ieyels of qgality o oz s e pgel Ysis ot i) o pote il olilit L) 5 olesl

for these, bearing in mind the existing standards of solutions offered by the organization and its competitors. Enlist
senior management executives, particularly those responsible for finance and budgeting, product/service design, 5238 oz lr igind S S lie &1, oS SRS s il a5 s Jpaee
manufacturing/processing, delivery, and quality control. Ot |y s Sl S g a0 Slasl S ateiie | salizdol b oz Bleas 5 Y game CosS
wazg bl ogllae CobS mhav iS5 a0l 0 | drwgs 5 (Sl i, sl p3Y slaa ja e
oS 10550 12l g (oS el 55 1) oS po )l ()l poe g i (05 g (J31s Cung
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10075 2.1.1.5 Specify development timing targets . o i o
laeliyy 08 i 1) 0086 S5k b oz laSal, 3a5 sl oY (e 5 69,8 (Slej slaojle
N o . . N . . S 2 (6,5050 by waz Sl 1o dewgs 4y aidl plaisl Jley sleojl a5 awsles ang oadsganyle)
‘ Determining the |.nd|V|duaI and gollectlve timeframe for realizing new/revised sqlutlons. Creatg a schedule that clgarly st ol 5 al e o sl e cslacdge cpmmts b i adtie iy b |, 0350 sla Sl 5
anwgd sanoley Slaal a5 demarcates the timeframes designated for the development of every new solution and/or revising each of the existing L T S s oy
ones. Create a timetable by setting deadlines for each step in overhauling the product/service portfolio. e by Jpamme o i ol g dnled (gl (B0 ool Jpr stleas 5 N,
b g ol ansls Blas gloy Jgao [, 0 2ol b axwgs (ly oS (asein |y aun IS 50 9 2o
{osS angle; alo petual> o 1) Sloas g SV gamo s (55kogs disl 3 o> VIo 1o s
10076 2.1.1.6 Plan for product/service offering modifications
Lo Sl slooleiiny (sad s 5oesd gl slasliyy 05,25 1,8 Jlaine cad olulids slajls iy 9 505 )0
. . . . . . . Ak drwgd Slods g DY guame Jydz pdlae a3l g iils o Iy siopllss (glael ;o .ouslos ags
Developing a programmatic procedure for changing products/services while paying heed to all stakeholders involved 7 ? e ’ 5/“’“’ ” “%’b S T SR =
and the prerequisites identified. Create a plan for changing the existing portfolio of solution offerings. Develop a Slogoad ol jomay calyo j2 Jyins QLS 9 50550 Sladisd S i ) efsn Oy slojloged
Cwdd Jgame slaslin ol sl 55,460 2 systematic program for the design, processing, and delivery of the new product/service concepts. Construct project- Siyaeliy 3550 5 90 aras | p3Y lazsg )l 5 (Jbo mlie wnles plolid ) jlis)se
row' qlagralrzns. Idelr:tn;y the stakeholdelrs involved and personnel rgsp?n3|t?le for egch stage, as well as the necessary 5 Y garo yoei (sl e g o padsdln o Aiyld Sy im b ool 1) oo 0 S5yl
decisions. Earmark the budgetary outlay, and conduct any strategic planning required. TN W) oo S ol sl e | Y e s S o5 oo
9 o b p3Y 4z og wiS Gy, |y A e Sudgtas g 059 (Sl e el (mop el
oo plosil S ol 3350 2l sln 1y 23Y (el il (slacs 80l 2 g a2 (aass
10067 2.1.2 Manage product and service life cycle Syl akez 5t o i | T b Jas pe Sl pss g asS Co e |y leds g SV guame 29,5 § 9959
M the introducti d withd | of ducts/ ) Administ iated ch | in th Obosler slagas )T 50 @z 5o g (ol Gl bl (Slo 59,4 5 aums ploxil 1) )Sal; wax slasleiiny o Sles
e . anage the introduction and withdrawal of products/services. Administer associated changes, namely measuring the et e . e . . ‘
oz g WY game 45> Co ple . . L . . ] aLils S Cos | ;08 &Y Lslds LS g das &Y o | oS Loo |
e 7 ST T2 Herformance of new solution offerings and the revision of master files in the archives. IS 2oy oS gz SIS IS 5 sz same S i Job
Obejbo &2 po Slahls g oliwl a5 ok Glojes 5 dezins |) waaz slaslering o Slee il
{9 o0 59, 5 0 Sloais o0l b comlite
16824 2.1.21 Develop plan for new product/service development and hy s o b S | 5 g ‘ . .
i i WSyl (P yre g dngi gl slasliy (> . , . . , Al S GRdld i gmf wazr Dledz 5 DY game ddse g (9% Sl Mkt Co e g asliy (ugd
introduction/launch ‘ Developing a program and managing a perspective for new product/service introduction and launch. - - ‘ o .
B> Sleas g Y game {0098 1l 81y 6 pmame 4> 50 5 4355 wax Sleas § SV guase 4] (sl Lasuive oSS ST g (pds,
10077 2.1.2.2 Introduce new products/services 5 a3yl e yog,8 o bl5L 5o Gl U 65 S b b 4 Sleas § Y game oo >l,b il s s ye
. . o o . . e Sialen IS4 Sjgons | 1l 00l S5k b o slasliiay (958 5l o Sless
. Launc?hlng revamped product./serwce portfgllo in to the market. Introd.us:tlon in to the marketplgce is dope by de.ployllng Loy e} S Sinlan 1) lojl Gilizes (slaojy> e o bl (Lol ol 3} oS
s oleas g SYeaxe Byes effective channels for marketing, sales, delivery, and after-sales servicing. Introduce new/revised solution offerings in s S e b b w15 ele (61 ool b eosS Tl 5 e 1 onds ol il cilons
a concerted effort. Coordinate a cross-functional effort. Sl s i S Slil 2alE sla BB Sleslitnl b Sk oy ] cad 2l bl oo
L lecadled g asS (8yme baaxly plod (o) San L1 ooy Slos y59,00 b aaz gladool, o9 ,85 my
10078 2.1.2.3 Retire outdated products/services 3 935l Glazen Sl lacuadly b asTl) Slas g ¥ game . gudate e Sloss g DY game Bl
all g 030 lops b oSz, 15k 51 eaisS (610 o 0 95290 slaces )3 5l aS aiseis  Sladge
Removing nonconforming products and services. Withdraw those products/services that do not conform to market el sl 2le g5l g Sinlan (ol 0,055 oS (laiisd g lojl S5-I 0 Canns
) realities _anq are not pqsﬂpned to take advantage of prevailing opportunities. Coordlnatg with proces.smg/dellvery 5 9 B 0y 54 |y agoc Ly, 50 loladl lased g aiS olol b 5l e ol
0dd Zgmin Slods 5 WYgaxe (135 LS teams within the organization and key stakeholders in the supply chain. Create mechanisms for continued after-sales 1 ol b il s « b e Lo wil s o il s
servicing, as well as deploy effective public relations efforts in order to preserve the image and goodwill of the ) JOR s e “" 5 Npazme i g Bi anld al dsb 5o plejl 2
organization through the process. Bix g oo plonil el 02255 S 73 5 (S slawsly (Saalea L], ) ool oy 13K LS
9 SYgaxe (nlze,S e 1) Olojlo dazg 5 el coogas Laily) Cu e g (39,8 51 e (Slidy
1o bis sleas
10079 2.1.24 Identify and refine performance indicators sloolgiing ool >3l aw g SU3L jshaieas Sloas g Y gams 5 ,Slee sloazll 5l jl e
Sloss 5 Y game laskiios b cwlite | o Shae o (sl oolitul 8,50 sla el b ., Sal,
Attuping the performance measures of products/services to better reflect fthe _revlamped portfolig of solu.tion offerin.gs. 5 N game 3ya Gb a5 Sl 28,5 S5 o b1, Lo lslias] ol 08 6,5550 olesles
5 Shos slamsls LYl 5 oLl Revise the parameters gsed tF) measure performance, apropos the F)rganlzatlon s product/service oﬁgrlngs. (Modify sl a5 11 YA €ont gt a5 o 3158 L 5 11 VY] i oo
‘ these standards in consideration of the changes made to the portfolio by Introduce new products/services [10077] and ) .5 ’ .
Retire outdated products/services [10078].) Sialon oz dew b ) o 5 SVpare 3 Shos Gomis lalons ssinf amled ol wiloas
DY gaze 3959 5l g 905 (il basleidan 0adje)as Camdg (bl p ) Lo ial)l g Lo ls s
ol bld o Slee o5, slas lasbisl (o 1) o108 oY game gg,5 g dd>
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11423 2.1.2.5

Conduct post launch review

Element Description

Learning from either a test or a full production run within the consumer market. Companies use this as an opportunity
to both test and react to new products, ideas, or innovations based on the initial reaction of consumers on an
individual level. Within this process, analytics are used to determine the relative success of a new product offering.

as,e 5l e 55550 el Within this process, companies will launch key analytics to test a products acceptance. They will also review market
performance and compare to similar products and against the business case or the financial plan. Companies can
also measure the effectiveness of their supply chain network, and can apply what is learned from the post launch
review to other new products, processes, and procedures to ensure and enhance the product quality.
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ald onl e b eaiiS B yae L o JalS 0y b ciulel 2! 5l Jol> mlis 5l 5,50k

adgl 1Sy ol 2 iz (slasyslei b laowyl ¥ gamme 4y (1iSTy 5 5031 gl (o lsieas
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19646 2.1.2.5.1

Carry out post launch analytics to test the acceptability in the
market

Oliee 03231 lp 4258 5l ey slo el ol Measuring the performance of marketing once the product/services are launched. This broadly covers measuring
Jhb e s pdy User engagement and product's/service's performance in the market.

SrSolul (S jobar g9.d50 cnl Dloas g IV gaze ad el (2L laclad o Slae Siowin
el asse 5l cs'-'-’} Dy o0y 0 1y )l o Cwas b Jsame o Shae 5 )l (6550 Gl
kel s b Jgame o )Slas iz 1) olp)5 <8 lie g Jolad (l5me bl 251 1, (2b,L
SaS (G yie a9 Ll Slaal G 4 oL LL slecldled v ax U anled (aie 5 0S oy
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11424 2.1.25.2

Review market performance

Conducting customer and market analysis to review progress and identify opportunities for increasing market position.
b e Sles 203k Track and review product/service response through sales reports, website statistics, direct response from customers,
and survey reports.

Ok o ol Al laces B plulid 5 S8yt Glime (il jelateds S5l 5 (5 e o plox]
5 Ol i 3,555k colicy Lol (29,8 slai IS sk 5l Sleas § Y gams STy

5 S yie 8, o L 1) I3k ) S pin Comdg s} S (il g (ol (o) (slab)lS
kgl 0 Qlolis 1) () ol Cusl g 9gugr Srio b cinled (o ik kil

Ol b s a5 ol 5 i (slo0 553 ey jlol (29,8 (sloodls ys 1) Dloas 5 Y gams
10 31 Mol slapaoas ] (bl 5 5 0led

11425 2.1.25.3 Review effectiveness of supply chain and distribution 55 9eg8 al> 1o 1 olgs (39,9 5| (St (slaons] 3 g bouly (olod ;3 wali 00y 0 Shos ()|
network 5 el 002055 3 ,Shos L yo (o)) JUIS 5 o alais 5 50 i il liee (il Ban L olS 1S
Determining the performance of supply chain to all departments and logistics from input to shop floor. Seeking ol i éLfQu}L“ 9 laog,5 Sl s Lol f"}‘"“ Af bt “’”’:‘“ y “\“5 il st o
R R R p_erfgrmgnce reviews_ qt gach in.tersection and communicat.ion channels. Review gffeptiveness of supply chain _an(.j 5 el 030255 U5 1 ginf 35l se 0,510 1) B iig 5 g S el IS 15 b s alor
distribution to check if it is meeting the demands of the various groups and organizations that are concerned with its 1y 8, Shoe L3l g oled alaii 1 18 WuiS o515 B Slge 89,9 o 511 lojles S
activities (groups might include customers, partners, suppliers, and vendors). 0 15 ol e oo Cilies (slaog, S 5 55 emly il 4z B 555 5 cpmels o) i o
Sl oliwlyes 5 2l Sial33l sl acind S99 &g 5 g cianl Baiig 8 5 oS el
e ploil 1) oY
19647 2.1.2.5.4 Apply data and analytics to review supply chain oo LSl 5580 5 Dledlbl ol 5l (s mlis glizeial Baa b pls slaosls (ow)z 9 hslaex
methodologies Soprenas b 0y 15 )54 |, Sledbl ol cpmal 0,555 S92ge o U b o)l ol o Ladlss
Sl i, ol sl Lo Lulons 5 Laools (6,5 S, CoIIecting an.d examining. raw data with thg purpose of drawing c.onclusio.ns about that informati.on and cqrfelate gaps (65 Loyl ol g 1S ek 5 090 ST (el 0,055 cslosb 05ley 6 lalST (6 IS gonncS
. and efficiencies to the existing supply chain channels. Apply the information to make better business decisions to the ) ) : .
226 22795 rolated supply chain methodologies to meet efficiency. b 5958koe slaalold s lasual 5 oo el 5 (spslecon |y (ol o ol (sloosl sisimf
Sl badelon (ul 5l g S (et 39290 la g, L1 Lot LSl anled (pluled (Jad laJUI 5
{08 ool (ools 0707055 (6,90 0 2al38 5 Lo S5, 2ol 16 S ol 39t
11426 2.1.2.5.5 Review quality and performance of the product/service Ao s jmon (3l e 8,9550 51 1 Laosls .oy e 4y oaias])l Casas/ Jgama o Shas g cuinS olulid
Sloils ol 5 (Lls>l8 5 Jyame cotnS 4 Loy e SIS wile) (5080 2l slo L
. Identifying the.quality and performance of thg pro§ucﬂsewice delivered to c.:ustomersl. Analyze data from the customer .\ .. sy, 1) ol loas 5 N g il ke 5t} S ek g 4 g e
Cweds] Jpame 5,8dee 3 cuiST sl feedback, audits, measures of customer satisfaction (such as product quality complaints and recalls), and
organizational policies on delivery. 5 S Jald) 2ol slo ol dagu plus g2l Sl ol slaosls tagled aseis
Jyaze o Ses 51 (ol S50 b aiS (o) S0 ) Glojles L9288 slacaslow 5 (oS slagls> 15
{.,x.l)j—l Cewd 4 5L o
11427 2.1.2.5.6 Conduct financial review sl 5l Jol> ROD) ilo poo cetS50 . Jbo (oo 3,55 sloanl 3 g losle Jbo slogs )35 b))l
e gl ol Evaluating organizgtion's financial reports and fi_nancial reporting processes. Review and document the ROI catered 0375 5 o SLa 215 1 hn} 9uiS (il 5 guyz |y I3k 0 (500 2SS Jazma
by the product/service delivery to the customer in the market. Ol yie 4 Sleas b ¥ game 955 51 a8 1) lasle jo S 3b g S ol 1) lesler (0o )55
{099 oouzins Lol Jlo  cau 51 o)l ae b S ditiens 3 5950 canol 00y Jool> 5L 50
11428 2.1.2.5.7 Conduct new product development process assessment L das o slaojs 5 qlio gzge Vg o b voz Jpams anngs 3 1550 Yol Jubo
s pas dangs sl )l Analyzing the steps involved in the development of new pro_dgct, its effect on existi.n.g product, resources, and iz Jpame g dilizes ol 1 im0l 5k 5o o Ghgsb ooy b oz Jpame damgs
functions related to the development of the new product until its sale in the competitive market place. Arwgs yrms JS g 3 08 so Sl Slojl slaasl s g mlie (lad SV game 4358 A WS sy
Lonles Jlow 1) (0, b ;0 ao,e b
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19985 2.1.3 Manage patents, copyrights, and regulatory requirements slaabls (b5 ilwaiin (sone coSlle sl pl)ls 5l cibio g cbla> sl oY Gla iy uess
Determining the attributes necessary to protect and safeguard intellectual assets, maximize the value of IP assets 5 Sk sbaahls (SBla> slajls » baxly le 5 e 5 Sola slaald 35k 5l oo oSl
S ol Las5> daciy <o paw through streamlined process, and collaboration between departments. Focus on needs to safeguard, critical assets, Wl cblis a4 5L ssine s alls 5 b i 4z aS (asie i sta) S 35 63 gl 35
and assets’ value. GalS sl o 55y 1) QU35 e 5 o al38l 1) ol (3551 okl b (sjlwesl 5 laasly (o (Sen Ly
{0 % (35)b
19941 2.1.31 Conduct mandatory and elective reviews Co i gl cblas ) Gl jelaieds aals g ool syl 5 psY (58, Shee slo il ploxl
il oyl sl gl ol Co'nc.iucting necessary performance reviews on'enforcement of processes and steps to ensure protection. Determine < bzl ignf a8 Gans | bl 5 b pielas V298] « 1 5a0 Sl g 1253 dacay
policies and reviews for Manage patents, copyrights, and regulatory requirements [19985]. Sl s s3> iy Co pae gl oY ol 5 biwsluw 5 0aS SU;) 1) Sblas glaas] )
LS pasuine |, Gl ke
16826 2.1.3.2 Review infringement of patents and copyrights a5 shiye sl lsle 5 5l salizul i o g gl ool collB b b e slacoled sy
Soly (il i yo Slegdge 5 ()5 dnaler dngi o B3jeome Slalill 4y 4z g b sl Y gae
i s et LAE sl Reviewing acti\{ities in rggardg to patentabi_lity apd infringemgnt. The usage of Open Source in commercial product s B el ool e b 15 g ot bl La (S 5 Lol LT S o o optos} b
development will be reviewed in regard to licensing, community development, etc.
Slagad 9 jeme b )l DY gaze )3 sbite slo)l38le 3 5l oolitul wysd (el g gl (500
{rowl 85k o] ggils
16827 2.1.3.3 Determine patent and copyright needs 5 e busi g g ahts. Th . - by M iy g pis 35 Cu pde? lawgd pid 3 g e i G g ean 4 S gewS 5L s
25 @ g bean b das o Slalpl s Cs;:irglhrlglgr:depatxesrll?se;s%%e;]. or patents and copyrights. The patents and copyrights are managed by Manage sl 5 S i |y SS9 el 15 5 5 it bl gy esing) by e e pn [11 5]
Lol gl 4z coms 4 lag Co pas
19697 2.1.34 Define product technical documentation management . , . i
requirements Ol g 4 0970 4 Az gi by Jpamme (8 (g3l Zo e gl SIS g (el Sl iy a5
Defining sourcing and procurement requirements for new product technical documentation management. Make ot it Gl el 3 v Jyane M", Sl lesuials oz o5 2 prod datel
sourcing-based decisions that identify the capabilities that will be required in order to launch the new product. This izl o Sl al az 1o selys eolinl O 5l Glandy sln coloss a2,z 4 Jpame 29
Jsame 13 g5ludiine oo nae Sbl3ll iy 5 documentation will be used to support the product following entry into service. It is compiled and managed in Manage 5 <y <ol Ll wisd o Cu e 5 5 500,5 VY- AY] €3 5 Jpamo b Lo o (gloosls oy oo»
proFiuct and proce§s related data [12082], but the capability to manage and maintain this documentation must be oo sl 03Y el 5 S Gl raim) 9 S 5 8 il (g ok (] (5, leS
defined and established. b A5y 5 st s s bl i S 45 5l S e | s Jpme e
LS 30 o0 1) Lag] o e 5 (6)0eS5 b 5 S wal 31, Lo
12771 2135 Manage regulatory requirements G5B Slel 5550 50 1) GUS IS . cimio Sl o poe b as e S9 slaculad (48,8 Lwlyen
38 sz Jgame anlyd 5 2isd (S ail ceslis 9 slauilsl sl Balges 002 3901
Aligning regulatory activities related to managing industry requirements. Train employees on regulatory requirements. bonl sy — GBI Lol yas a5 2 355 9l conlie Sl olgs Ly wyl ylejles o Lec
sl Ll 2 e Records for thg appropriate regulatory aggnpies m.ust be maintained .anq the new prod}Jct_ proF:ess mus.t be appr.oved sl claalad i) o555 ot pie (25 e s b — ] sl s o) ol b 5 il
by the appropriate regulatory body before it is published to the organization. The submission lifecycle - i.e. creation, )
review, and approval of the submission and its components must be managed in a collaborative fashion. 1) G slasled sl p3¥ Gy s el |y plote S “‘“5 Sieles sare LAIL,
sl ar (o bl &y e 9 0 250 1, abog po (G938 (slaodles 4100l Jyame adye 51 Jud oyl
Laums pbxl o dsilojle § (oo &0
12772 2.1.3.5.1 Train employees on appropriate regulatory requirements BB Sl s b las e o digel . dad g aas LS5 4 Ll Jlasl g (ojgel 5,55 5
i gl5 Sl 5 g0 5 S S g Conducting training anc! impart Iearning to existing and new employees. Trair\ing will relate to the most sS85 & [\YVVj] €S8 DLl g oo le,@“t'w‘mm Slr 5 95 wle> S gcns sl,2
recent/enforced regulations of the business to meet Manage regulatory requirements [12771]. Slal b awms 3390l (55 Slelill g &l sae 0,31 o 1) ad g dya LSS mf i e
L g oo uwyd & 2l 5 Sl
12773 2.1.3.5.2 Maintain records for regulatory agencies S3B slalejle 5L 0550 Gilge ehiie Sluyjs,ds g Copae gl ladyg) g alS Slulis
Identifying steps and procedures to manage and regularly update the records for regulatory agencies. Updates will be s sl dl38le 53 5 Lol ¢ g yiwd § Cug Cu pae (sl laasg 5o oSl 59,4
SPb sbaglele sl @lsw 5,1 made to safety procedures, identity and access management, software tools and applications, internal accessibility 4z S atie i b aalss Jlesl alin o lse 5SS &S ol g noasl ( A5
policies, internal quality parameters, etc. csoal Jie olmojem 40 1y a3 1ok ,a 5 aiiles jo,4 pliie Hebday S9l Bilgas b el p3Y >l e
1oasS Jlael (J3ls (slos Jailiwl 5 5,13300 5 sla 5l s ouw yiawsd
1776 21353 Manage regulatory submission lfe cycle Determine and follow the timely input and update of regulatory information by assessing reforms, regulatory policies a8 Sl B SIS it s et 20 s s e
SPB slodlo )| o a3 2 o e and guidelines. y d y y g ' 169 i ’ Byos |y S8 Ml 5 08 do, |y Lo Joll a0 5 iy Ol s i} S8 (slaonlljgims
{..;i)lo a5 5,4
11740 214 Manage product and service master data Sl ojem opl Sl slosls plu g SV game g Sleas glaosls g5luJlad gl (205570 9 J S
Slosi 5 Jpae Lol shaeols oy Controlling/authorizing to enallb.ltle services' and products' Qata and o.thelr critical data of these functions through a well 62918 Slapnnl 69 )5 soaalp 2 (e (i sloanl B 5 (ol (g3luo S slad S )b
secured storage and accessibility processes backed by siloed applications/IT systems. ook 3l 1) Sleas g SV ganms oS slaosls (slajgmme g (oo yiws 1 g | oabalg sl Sledlb
oS ool 5 JsS iz 5 opel slopins
1741 2.1.4.1 Manage materials master lists o 5 D90y wlge b e o EAS el Sledlbl g olge B pan 5 (5jlwo u33 iy S
lgo Lol el b oy Controlling the detgils of materials' storage and gtili;ation, supp_)li.e.r details linked to materials, in a defined sequential Srasg u“)L'-" Sl s gim) sl g rtws b olpes laie (sla o i) qL‘aw{a‘ L g odiciy yo5
manner and ensuring regular updates with permissible accessibility. Ciye ) gyl S J S plite g lal o &gt | eole 4o bgs e (yFaiS el Sledlbl g olge
{00 ol 8 0adornd slojome g lar 5 daid | o s 5 43S Sl 9,0
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11742 2.1.4.2 Manage bills of material slrasly jo s o g phaie Glagluyj9,40 Bk 5l w3 el g/ Ol o pas
e s s o s Managing the purchase details/bills through regular and error free updates to applications. Create manual entries S97 g0 SLapinan 5 Loaild @geds (il 5l g oS Slml (Siwd lasdg g el Syge yo s )8
7 72T Wherever necessary and ensure timely review of the laid processes and systems. 33 S o pie plate g 888 sla ol a0 Gk 5l S Sl t oS Jol> Ll
{8 il @gets | boai] 3 g bagiacas 5 940 plox] s & 5l & 90
11743 2143 Manage routings o130 o 5 5l eoliiwl b eodichy 5 B o Sles Jgame b adgl lge 5l Sldas 4Ly sl g J S
e el - Controlling and executing the flow of operations from raw form to finished product in a defined format using industry 3 Jgazee ads b2 s gmf Cwodd Jpaze (ol etz (6lp (ol peane (5105 5] xio g3 25
” *™ applications/routing sheets for the specific product/service layout. GladS 1 g 8 laibiwl slal38le 5 5l ooliiwl b g oo asuin Casyd wlool 5 1) ols VI B adgl oolo
LosS Lol g S Jyame ledus ogaste ob yos
11744 2144 Manage specifications o b o plosit 1 418 sl (6l 5l 0590 Sloas b Jgamme wldia J5uS g o)l wulan
Direct, supervise, and control the product/service details necessary to execute the process. Adhere to details and byl Gub sl wleas b Jpame slackeosi s Sz 4 e Glols Slaal (B ool
wlaie oy pae descriptions for product/service through identified or guided parameters towards final outcome in the market with due Wl sl sl i) el sl Sk e ol 4 4 ol Sy sadcglaa b sas glubis
critical analysis formed on organizational objectives. ol Gl ulul s golinl Lo b g 0 J 7S 5 o)l acalan 1) Sleos b Jgame Sl wib
{ionl s B o ales 2 & b 0pdl aoly bickosi 5 lije o
11745 2145 Manage drawings asss . ., Administering the specifications of the product/service and ensure accessibility for product alteration/new product Jsame dnwgil Jpame yid slp o iwd ) Glebl § Sloas] Jpame Slasiin Zy pie
™ development. {00z pame dnsi b yeais oSl §1 liabsl g loas/ Jpuams Sl s Ml 1 ing} g
11746 2.1.4.6 Manage product/material classification gz 0ai] Gl o yiws (Sl g oy aTyd Job 4o 1) samaids 509,49 dlge g Jgame Sl S
Controlling the details of the product and the input materials. Manage classification throughout the production
Slgal Jpamme (saisaiids Cy o ) adsl ol game Slisr 5 Oyl i n ) S Sy e Jgame ($ile i b wus Jyame dxugs
J ¢ * process, and for future accessibility to new product development or product enrichment. 95l s J 7T e d S } J 7
{QYQM Sguts b dmgy o oolainl (gl adgy &g, 4o Loyl (sasudiins Cu e
11747 2147 Develop and maintain quality/inspection documents Ol e 4 CoodS Jgpaze Jo 978 Sz eddihy 15 sl jlae s5ll oLl slp Y lads, s
- Determining procedures required to assess the sustainability of defined criterion for product/service delivery to
oS bl (5 eSS g s : ) . Lo jlone ioxi (slahs) tgimf oS Lai> Sllas a5, G Glsie 4 i il 6lp | mbs
= SIS 45 stomers. Retain results for further review as a procedural practice. e SR e o 9o RSSO E
{00055 ams (sl 2 s | gl 5 08 aseie | g2
11748 2.1.4.8 Maintain process specification data Sl laiin olmools s oS Directing and handling data with respect to the procedures followed across different functions and mission critical (S o )lS Glaasly g alizs slaojs o alzl ladss; cale) b laosls o pos 5 colue
218 Dlasie glaosh -
’ applications. 1.0 pae g colas o Sl slaael p g calise slo ioo sladrg, 4 axgi b | baools & )
11749 2149 Manage traceability data 0sS Jeol> liebol i o yiws BB jloe cwyiws bl 3,k 51aS slaosls o pow g olulis
Ol oy Ga b 5l asl ools b o ails s iws BB (559,00 f BW S 6l slosls e oS
s, Eakl5 L (slaosls cu Identifying and hqullng data accessed by the permitted touch points. Ensure that no data is accessml_e to any Sl s e st 5 o S
unnecessary recipient. Data flow should be controlled through secured access and free from unauthorized access. ]
4 S5l (g yimsd 3l S Zopia g alalid 1) Slome bl 3k 5| g yiasd BB (slmosls 1 an}
RV DRI JCTL SN BV SR 1 R PPN RN FPSIRRVEL P SV 24 PR PSS
11750 2.1.4.10 Review and approve data access requests sl Gulul p 1) sasScules jo Sl laosls 4w yiws &) by o slaaslss )0 (el
4 g yawd sl yialily g (Jls slacislon Cole) Og0 50 g g aaS o) ooy A3l ol
X o Determining the requests pertaining to data accessibility. Review the requester details based on internal data security , i
Wosls 4y g s slacwlss 1o 0l sl e . . L Sl e 1y (g s desls
policies and permit data access only if internal policies and data access parameters are met.
S slaceuln b 1) oS cwlss 10 Ol S cwyp |y brosls 4y w yiws slaceulys o 1
{AJM[; ) sy ooilsd Cole ) &0 40 Ladd 5 aos Gada
19698 2.2 Generate and define new product/service ideas ] ) o - ) o L o ) ) ,
Do Sleas/ Jpame slaons! 5 9 sl |dentifying and describing new product or service thoughts based on organizational objectives/targets. ol dolis/Blanl ulul oz Sleas b Jpame slooss] chvogs g olulid
10065 2.2.1 Perform discovery research acgezma 10 plesl Ca waz slas sl ololid glp anwgs 5 Gubios slaculd Siales
o - . . . . . . . e B bl 1 adsl J>! 5 g Geins slacodls.oleas oY bbb
Coordinating R&D activity to identify new technologies to integrate into the revamped portfolio of products/services. Oat S8 s ool gl Sl 53 gl Gl sloc 2ol pazms end b3k
LS Sl b Conduct early-stage R&D activity to close gaps between existing solution offerings and changing market 0 Bl g plulid 1) cenbis slags jslid oS 0 1) 51k s Jlo po Sl 5 39250 sla)Sal
e expec’Fations. Triangulate appropriate technologies that can support the development of a revised product/service Al Slatin 1) Sleds /Y gama 0 s 5550 48 game dxwgs dilyl a5
portfolio. 2ok Sl Jad gla el (e SIS S Sialen | drgs 5 Gukos slaollas : in)
10070 2.2.1.1 Identify new technologies lolid 1)yl asd i slags,glid ondail)l b Sal) acgame 6,555k (sl waz las ysbd e
w)j )‘)3 oolaw! OSy940 ULo)Lw uu»/uym GK.C}‘W ;./3).«».»4 La 4.’.».»:94 B M‘?"LSA aS J.uS
Determining new technologies to.reV|se the portfolio of solution offerings. Identify r.ece.ntl'y developed tef:hnologme.al $) S 85 Sloas Y guams 5765 5 o comlyb Jsios Jiasys b olyosd |y bl g s
s sl gbid oLl adv.ances.that can be Ieveraged -|n thg devglopment or advancement of the orggnlzatlon s p.roduct/serw'ce portfolio. il Lol 1, 4T3 ol b sy sl liions (sl iso
Enlist senior management in conjunction with personnel responsible for the design, processing, and delivery of ‘ ' ‘ “
products/services. Have the organization's research division(s) carry out the process. 458 ey slas sl 5l S lulid Slasd Y gams dssarme gugp sl ) Wz slagsslid i)
Seplgze lojle Glidod glagion jl s oS 5150 1) e slapd g ol Co poe w0540
HERCEU R JPR TRV I
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10071 2.2.1.2 Develop new technologies 5 b oo a5 Lo 01, ot S350 asgorma 5 plis] gl Il 3] sy (el 5bid nmogs
oz sl Sal) sloul b 54290 (gl dgupy Ba b s drwgs A3 O jgoas |y ayas (5,4l
Ju.»)f 9 d.w)| u‘;n.u Ls o|)o.m ‘) CJL.: .A.ari /Ja.: )o |) CJLGA?/UYDM A&M 9 )‘)L’ Lngu.\_:_‘B‘j
. : : . . : : . Bl 35 9 2550 ) dnngi g Bedod 09> S (b, o), al koo s (3l o>k Jstee
Developing new technologies from scratch to integrate into a revised portfolio of solutions. Develop new technological 6 Lin s el ] o o Eaimsnill ol o 1o
processes, models, and/or implements in-house, with the objective of improving existing solutions or creating new RO ST SO BT 5 I SRS 0s OF RS T
s el 5l dnmgs Lo ones. Consider market realities, as well as the portfolio of products/services. Assess the results in conjunction with 5 ok slacaadly WS sl sa glaJoe 5 o] )8 s anwg 1) wa lags jslis s mf
o ? 72 <777 senior exeputives and pgrsonnel responsible for the design, proces;ing, and dgliyery of these solutiops. Engage the 0397 S byl Lo o slapwd g o)) e b 1) ol o w5 o 1) Sleas oY g e game
R&D functhn, and cons!d.er external sources such as offshore providers, specialized research agencies, and i sl uil5T o5 pm0092 S amoasy] siile 2yl solie 51 5 amled o0 |, dragi 5 (5o
crowdsourcing communities. .
{“\J)‘J°)'QJL5"°""S)I*MC‘°|P5L5’A‘4?U
@ 45 At poye 5l 89,5 (Crowdsourcing Communities)es Lie gslg>iolbwsg ) #
3 Wlgs oo S i ol oS o S i JSeie S o b I S bl o ren g aildbgls & jg0
{aal lgime odgs o b o o >yb «(5 )9l dnagd aiile alises glaaiee;
10072 2.2.1.3 Assess feasibility of integrating new leading technologies into 5 0o poliBl b aidlbanusgs (o0 law Jool ) &j0 4 az wyaz slaggy3ld pléal (g3 Sl L5
product/service concepts B oS oy |y el asd g slas olid oniasl)| sla (Saly oo s K55k degame o ¢ o)l aie
Appraising the fe.asibility.of integratipg new te.chnologies, whethe.r developed as a custom solution. or adopted from an 1, ws )l cu e ol 2b3l 1) aas bl sad s 5550 sl Sl pogie o plesl sl LsT (o9 calio
002 5y (5laes glib pliol (6 s lSel i) exj[ern_a}l source, into revised p_ortfollo of solution offe_rlngs. Examine recenftly develpped tec_hnologlcal advances for. 025 (63alS laiiyd paizman ¢ Sl cl ayo5 5 bl eyl Jsteme 515 iy b ol o
suitability to incorporate them into the concept of revised and/or new solution offerings. Enlist senior management, in .
Sleas Jgpames pualio o . oy . . . ; . A0 &S i | els
consultation with in-house personnel responsible for the design, processing, and delivery of these solutions, as well
as key supply-chain stakeholders. Sly 1y 4y slags,glid S g2 1) Lol dcgazo 0 dyaz (slacs ol plésl (ISl ¢ in
0y Hlaad g (J3Is slapd | Gy o g dmled 2L 0ai5,55L b o sla Kal, jo plesl
{owms o5 i | uals
19669 2.2.2 Generate new product/service concepts ) ) ) o ) ) ) ) )
Slead/ Jyaxs wax weolis sl Producing and defining ideologies for new product/service offerings. Doz Sleas/ ¥ game ail)l sl olagidgnl s g odg
19986 2.2.2.1 Gather new product/service ideas and requirements Sloas] Jpame slagaieilss 5 ol s55lee> Collecting necessary items, documents, regulatory requirements, etc., based on Generate and define new Sloas] Jpame 302 (slood] ci 15 5 ol el 2 00 5 (S5l Dlel il coliwsl (@Ml (55100
x> product/service ideas [19698] [YasaAl
19987 2.2.2.2 Analyze new product/service ideas and requirements ) ) ) o ) ) o ) ) )
Sz Slead] Jpame slagaiesls 5 el S5 Assessing and reviewing the concepts and requirements of Generate and define new product/service ideas [19698] V45T loas Jpame oz slaony] iy ya5 5 slowl slagaiojls 5 pealio () 5 23]
19988 2.2.2.3 Evaluate new product/service inputs and requirements ey lasaiails 5 gags o) Assessmg and reviewing the required mpgts gnd necessary elements such as automation, teghnology, hardware 58 el 53 i ecs 5l ey pmslogil aiilo (65,5 olic 5 aisosys ooyt 5 i)
installation, regulatory requirements, certifications, etc., for new products/services through defined process and o . _
RWRes : oy o5 Jolo 5 01,8 5 )b 5l e Sless oY game (gl 0, g baslialss
analysis.
19989 2.2.24 Formulate new product/service concepts ) ) L . ) )
Sleas/ Jyams wuz m2lis (2595 Devising ideas and elements necessary for thoughts on new product/service development. daz Sloas] Jpame dagi 3,90 ;0 SIS Gl oY polie 5 ool (b
10068 2.2.2.5 Identify potential improvements to existing products and Sk ohUasl o s 5l gylo 05 jskaie 4 (Jad Sloas /Y game (gly 05ill (Sloogugy s yaS
services sla)lSal) d5ut 32k 5l - 098 050 Wl oo Dlesd Y gaze (Jad S 4598 Sl lulis
Y, 6l S 5 05illy slasgugs lols DEFINING 'potentlal e.nhancements' tq current products/sewlcgs in order to ta!<e advantage of a shift in marke? N 5 6 oo 3l 5o Sgzan slacus,d b - S s3losl b s0,3
s expectations. Identify how the existing line of products/services may be revised--through enhancements to individual b i 5 oS o o5 1 b s« oy | = |
2575 solutions or across-the-board renovations--in order to capitalize on present opportunities in the market. S o 3 S JU0S ) e loss g SNgaze sl (Kee lodgete sism
@bl (IS 55Lsl b 63,38 sl 35 b 1) (b Slesd /Y gaze 6,555k slahs,
{onles
19990 2.2.3 Define product/service development requirements (b Sleas DY game gl 058l sladgag b wox Sleas /S game lagaieils ool g olulis
G Sl 00l 25 by guiels o A.g;ﬂ Gl lieds! g1y u,.al.? oy slacl b g Ko
Wlg3 syl Jlo 55 el 0 ey 45wl atsls oy slasaieils Jgame 51l loie
Encompassing the |d§nt|f|cat|on and (_:apture of new product/service reqqlrements or potenhal_ @provemenf[s to . S s L ol 5] gl sl ol L B ol _lejlos 5 s 45 5L o5 0851
current products/services. Collaborating with members of the supply chain to ensure the feasibility of what is being . ? o T
defined in the requirements. For example, a product with manufacturing requirements that supply chain cannot Seosd b Jyame Conle 4y ey s d 428,555 50 b Slojle e slasls 5 I 0gh aslis
Sleas/ Jyams arws slasaissls w5 currently fulfill requires a corporate decision to either upgrade manufacturing capabilities or abandon the new product. Olialol SoliB b gy wyiws 50 wiile day F5g 5l glacgemme SO 4y el bagoiajls (ol ¢ ol
Ente.rprlse-ltevel eff?tctsgnfq nzeds mus:[t bfe Eﬁ:glderethepenq:ng.ﬁn the nlgtl;!'lgzt oft’;]h(?[ flr;lal product gr sterwce, these IS o 53l e dnnsgi (Sls oS ol 1 A5 Nigdh o iy yo3
requirements are often defined as a set of abilities, such as availability or reliability, that influence produc . . i ‘
. basS cud g plobis | SYgame sl (Sas GBogge b Gz DY gams glagaieils g
development decisions. e T S o SR ST e
) Slejbos lojli 5 il oS w1 lagaiejls (6 pd el b sled (5,50 (20l 0 iy (gl
iy 5 Gliebol SLB L (3390 (s p3 aiile (pla Sy elul 2 1) bagaiails 9 0 150 Sl )
{onles
11331 2.2.3.1 Define product/service requirements Loy elostosl iy Determining requirements related to the creation of the product/service. Explain potential achievements that could be Iy W5 Jol> aiilys oo 457 (slogilly (gloo ygbiws . Dlooas] Jpame sl b L yo (sl gainjls (et
b - ..
? 77 made. depS g
19991 2.2.3.1.1 Define basic functional requirements Gloese 0 Crnd s f b5k Jaoe j0 Sleds Jgame b b o slos Sloe Slilas (pns
b oo, See slasaieils i 25 Determining the operations of functions related to the product/service in the marketing environment. Sialon 4352 5 aimd plonl Sllee 4z ds 3l 10 s 5w Coss b Jguama b a5 alisre
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16808 2.2.3.1.2 Derive interoperability requirements for products and Sl )5 Sl gla saie3ls 151 s & Determining the ability of products and services to work together, exchange and use information in a multi-vendor, iz b e 5o Sledbl 5l eslinul 5 Jobs o5 yitis S5 gl Slons 5 DY gams LUl s
services sz 5 oYgaxe Multi-network, and multi-service environment. Coodd iz g A5 pdiz ol
16809 2.2.3.1.3 Derive safety requirements for products and services g DVgame lp Sl glagaiails (09! < Developing safety requirements in line with environmental safety, occupational health and safety, and community 9 b (Gl g Sedlage ey Lo (el Sladendljgis sliul, 5o (el slaggaiejls axwgs
olas health and safety guidelines. anol> el g cudlag
16810 2.2.3.1.4 Derive security requirements for products and services Sy Sl slaolKiws oals by (6,105 50, g Cugn 5l 3,k 5l sl slasateils (s jlwosly
5 Ngamo sly (el slaganeils 03,51 < Implementing security requirements through authentication and encryption of CE device data stream. Utilize security odliiul (wiedig Slao)I5) (5)l8ledun Sl (6,805, slaSSgn axile (el SLeluBl 5l 3 pae
olas measures such as cryptographic protocols and hardware security (smart cards). Lol (Seig Sl slaolKims (slaosls (6,105 50, g cugn 5l b 1) el slagaiajls z gim} oS
{0 aiaisn slac IS 5 (6,550, S SSgy 5l s ass
16811 2.2.3.1.5 Derive regulatory compliance requirements i
g Y P a S bl cole ) slasails o951 cewss Meeting regulatory requirements set forth by such directives as RoHS, WEEE, ELV, and REACH. REACH 5 RoHS. WEEE. ELV asibe ol foadl)gtws bawgs ool s S98 Ll cole,
16812 2.2.3.1.6 Derive requirements from industry standards B ) ) o o ) ) ) )
o o lailil sl lagaseils (9,5l cews 4 Complying with consumer electronic industry standards developed by the Consumer Technology Association (CTA). (CTA) 005G yas (55l ool Lags oaiiipgas (8 e Siig 1Sl Canio (sl faslinl Cule
19992 2.2.31.7 Develop user experience requirements ‘ L ) ) _ '
s s slaaiels axwgs Identifying and creating steps and tools to develop the user experience. S5 a,m dmwg sl 3 oyl 5 laplS sl § sluliss
16814 2.2.3.1.8 Derive ‘services-as-a-product’ offering « e & oy a5 | s i s o, Productizing the service by defining the scope of the service/cost. Target market for the service and make the |y Caoss 5 0 pasiio | Caoss B il 4k o) Cuons atsls iy a3 35k 5l Cons (g3l Jgarme
T OTE s " service more tangible. il i gole
16815 2.2.3.2 Define post launch support model . o o . ) _ _ . . ‘ o .
sslslely 5l e Sluiis Jae s 25 Defining SLAs (Service Level Agreement) and service level KPIs (Key Performance Indicator). o s (KPI) 5 Slas s0ulS” sl a3l 5 (Cwds mhaw aali38l55) SLA iy ja5
17389 2.2.3.3 Identify product/service bundling opportunities 5550 2 s Oy (il o )lis (Blod ] Jpame oS 5 ylin drwgi g Ab, sleeje oluliss
Loy S5 o ool Establishing areas of growth and further development of product/service mix, customization, market based changes, L ol 5 g e g i ) BB 5 e a5 i ool s ] .
’ i < etc., to further demonstrate value to the customer in the competition. O TR 2 St R S Ry BT 0% S | o) e OB 0 6’; =<
WX
10062 2.3 Develop products and services s+ “Yemms a..; DeVeloping new products/services from scratch, including all activities associated with the design, prototyping, adyl aigas el o HLb b Lo slacdlad ples ol ol 5l ogaz Sleas oV gams anys
7 ” evaluation, and market testing of these planned offerings. 005 3,40l Sloas Y game (ol S GialesT s obj)l
19993 2.3.1 Design and prototype products and services e 5 SYgame ey aiges 5L 5 o1, SKEtChing and standardizing product and service based on the market. Analyze the data market competitiveness and sl oaddol> 6 sls 5 ik s dacaldy ik bl 2 cess 5 Jpame (slus bl 5 (b
7 T 7=~ innovation attained for the product and service development. DS i 1) Ceds g Jgears dawgs
10083 2.3.1.1 Assign resources to product/service project drwgs Glp 1y oloj g Jimwy cdzgs . Sloas] Jgpame putlio ob3,l g drwg ( >lib 4 slie anass
Allocating resources to the design, development, and evaluation of product/service concepts. Allocate funds, Glosilly oz Bloas/DY¥game pealas (>lhb s plaisl oado S5k by woz Dleas/o¥gaxe
Sleas/ oY gama o9 » 4 le jarass personnel, and time for developing the new and/or revised products/services. Begin to design the potential new DS Slel i dnwg (6l Wil Gl g sacaglsl 45T,
product/service concepts that have been prioritized and selected for further development. [ ol g o cdog cuds (olazsl Sleas /oY game (bl g dnwgi (> (sl 1) aolis z gim}
{.\.,..S )'Lé] 1) Qi MLM 6_>|).|o § RS yanasd
19994 2.3.1.11 Identify requirements for product/service arwgil b LSes slp b gaiesls olulis D u tial el ¢ llab involved in bl int/devel t of product/ . . y | S San ol s o
) 5 s . N . o
design/development partners ey etermining essential elements for collaborators involved in blueprint/development of product/service. S L0 sl Jgpame arwgi g (b o oS SLSes sl 6908 Sl Gees
10084 2.3.1.2 Prepare high-level business case and technical assessment (b bl g bass 3o . Dloas/ Jgame sloofgp o i slp 82U, g ) gounS anbangi dngs
, . . . , , 5 6l | S oS asbaags oS 1 oadobsl cloas las b5, ;
Preparing a business-level business case and a technical feasibility assessment in order to move the product/service ST SR DD gTes GBETS D ot D et 22l Jpame pealin (gl 5 dxy?
s S o g osla] projects forward. Weigh the costs and benefits of designing, developing, and evaluating the shortlisted s Gloslu aS 098 Jol> liabl B agas ploxil 1) (3 2L bl ags Sload] Jgame slaojs
SR e product/service concepts. Prepare a business case to justify the product/service projects. Conduct a technical ol paplie cpl sin dxwg slp p3Y ol g (S8 s
appraisal to ensure that the organization has the technical know-how and resources to further develop these concepts. 621, asbiosz s cmlas omny e | Llin 5 Loy 0 contS s |y o3 i) S gurmn acbigs :otma)
Lo ploul ylojle gl g Ll 51 lebl (sl 1) (o8 b)) 9 QuiS ags ooy
10085 2.3.1.3 Develop product/service design specifications bl 0ad 6,550 b waz Sleas /Y gama auplie gl 1, (>l Slasin . >, clasie sl
Creating design specifications. Create specifications for the design of new or revised product/service concepts as a Hazlz basely ghb b ool i) JLS,B 5l aigd cale) angs Jsbo o b 0is
Sleas/ ¥ game )b lasise 42wgi measure to meet during development. Have the senior functional-level solutioning or design staff create a framework Sy oS Sbml 1) (b Slasein 1 o fonS sbnl Glass oY pame ol slp @il slas sl
of compliance standards for these products/services. Seplgsy oyl QLSS 5l g amle cyyas )b Slasiine saig 5550 b was Sleas /Y gamae
1oisS g | ol slas lasbin] Gga >
16813 2.3.14 Develop user experience design specifications ) o » ) ) ) ) -
S8 s b wlaxie 42wy Determining the usability and user experience of products and the business impact it creates. s 3 ol 36 g WY game (6,05 425 9 LS et
16817 2.3.1.5 Provide warranty-related recommendations ‘ _ . . e , , _ . , , -
iles! LB L s e whileiiy 431yl Providing warranty plan and pricing specifications for recommendation. Cileud] (GOl L Lo pe Slolpiien ol (5,105 Cd Slasin g Ciles/ UL 7 )b g 4l s il )|
i ificati , . . , . . , . , 2.5 (23 slagaiesls ond g, 5550 b Sleas/ & b by goisls (6)lwiiiiu
10086 2.3.1.6 Document design specifications Documenting requirements to meet in the design of new or revised products/services. Specify technical, quality, and 5 5 i ol 0ad Tk b war cledfVpame (A ol
sl b ol costing requirements, as well as ergonomic, safety, and servicing requirements for such products/services. Ensure Sl G298 5 o Slesd 5 (Sranl SongisT )l Slagainsls (mizmen DS atia ) lanse
il the information presented can be understood by the personnel executing the design and includes examples, b ol Sy ¢l sasasl)l Sledbl a8 oS Jol> el aples funs Sloss/ &Y gase
anecdotal references, and illustrations. il gl 5 oy el s e Lol g sl o5 5 L3
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10087 2.3.1.7 Conduct mandatory and elective external reviews ) ‘ ) _
L Gkl ) plebsl cgzr Slosd ] Jpamms (b Slasin 5l 6 i3l s )bl (2Ll 4555 58 el
uLnA?/ij LSL“C)-b A gl LS‘)J. odls osloul Blasein )‘| u’.?-)lé- shw)b .@)L& duo)‘&t;wl
Cond:{cting aq)r/] matndatcl)r); an(;i e(ljectine apprz:isals of tlhe p.roductf/servii.e dfsign spe;:if(ijc?tiotr;]s i(rjm ordler to er;su.:cre Gl o) 45558 mimad g o i 5 Sl 5 lge aile 6Ll sl ol s sl | sy
. . _ ., ., compliance with external standards. Carry out external reviews of specifications created for the development of new o L o
s s gl o5 glo sl sl : Lot |, aus lie o slo,bne U 1) Slaseis aS
GIETI ST ST SRR hraduct/service designs. Conduct mandatory appraisals such as legal and regulatory, as well as any optional . ’ eI S M ‘ SRR
assessments that, for instance, pitch the specifications against industrial benchmarks. T sl bl yle | plisebl sl 1y (b Slasie g)lisl s )bl sl sin)
Sl 0 2l saar Slead] Jparme arwg Slasin | (2)B sl 5 swes plxl
Lo ploul ) ot slalne b aslio sl o Lz sla ol cmimed 5 s bl )l 5 S8
19995 2.3.1.8 Design products/services ' _ L _ ‘ )
slas/oYsa=e >,k Creating a sketch of the customer focused product/service in Develop and Manage Products and Services [10003]. Sleas g SYgame Lo poe g drwgd )0 9506y T/ Jpame adgl )b slow]
16819 2.3.1.8.1 Design for manufacturing 5 e Carrying out the steps necessary to appropriately manufacture correct parts. This includes designing application, el Jyame Jli8leces iy >k Jols Gl o Slalad ceslio 0 s sl Y Jol e plox]
i product hardware, mold, casting, mechanical, and electrical aspects of the product. sl Jgame (S5 i8] g SOl (sladiz g g Sais,
16820 2.3.1.8.2 Design for product servicing ) ) o ) ) o o ) ) )
Jyame 2o0las ¢l >k Creating product application service view to allow for product servicing and refurbishing. Jyazs ilasl g (potlens 63l sl Jpame 69,15 Sloas (led slx]
16821 2.3.1.8.3 Design for re-manufacturing ) o _
saze 08 sl >1,b Replacing core components and republishing. Sazee el s Lol sl o5l
16822 2.3.1.84 Review product troubleshooting methodology ) o ) )
Jyame Sbews sl g, o5b Reviewing the design and approach for troubleshooting the product. Jyazs @lhces 9,505, 5 =Lk b
16818 2.3.1.8.5 Design and manage product data, design, and bill of Jyaze Lk (Jyazme slaosls 2o pas 5 >k Designing the BOM-BIll of material, manufacturing BOM and Service BOMA bill of materials list for all the raw ploi slp Sloss Jpame <550 olge Cand 5 (o045 Jpamo 2330 «BOM) Jpams o0 (>0
materials (Usams Slge cus 43) Jsame <0 5 Materials and components/parts used in the producing end product. 2l Jyame a3 o oud sslictl Slakad/sljz] 5 pls lge
16823 2.3.1.8.6 Design for product upgrades . . . . . .
Jyams a5l ¢l >,k Designing hardware and software upgrade techniques. { Upamo Somte sl nb )33l 5 g 58l ien olis )| slacsiess >,k
10088 2.3.1.9 Build prototypes/proof of concepts oplie 1 Gl 1) adgl ladiges .citine Sloas] Jpame aunlio sl adsl ladiges el
2SS Wl ealae Sl aues dawsi g b wiloads olulid i axwg gl aS Sleas/ Jgae
Building prototypes for shortlisted product/service concepts. Develop prototypes for those product/service concepts o 55 M3 &5 ()b st b Gillas | 4l sladiges awles pialejl 1) 25,0 anlb 4s5 10
replie Slsladsl sbadiges <L that have been identified for further development. Provide proof-of-concepts, and test any processes involved. Build WS S8 b by (b el LSHI 51l sSles
prototypes in line with the design specifications already outlined. Enlist the solutioning and/or design staff. Ll S 5 lties o gloliss peilie gy iyl |y ciciie peblin sl slodigos 1 sins}
OLS SaS L g b Slasein @b 1) baiges anles Lislesl 1) ool )3 5 ases sl ) oalis
i i sl (b shd=>ely
10098 2.3.1.10 Develop and test prototype production and/or service delivery S 8bes 5l lselol (sl Ll Gialesl g aazr Cleas /¥ game gl bozdlods saz laas )8 olxl
process Wloas axl Wz Sleas/EYgame 51y a5 gladgl slaaiges sy 1y Jgou/ades anl b o
N ) Creating the new manufacturing/delivery processes for the new products/services, and testing them to ensure proper olesbe laanT s o bl ] (Ko LSy 5 boanT s ol s gl 1, stslosT sl stalej oS sl
gl iges adg w8 lesl 5 axwsi 5 =L functioning. Create the production/delivery process for the prototypes that have been built for the new ol |
cws emu Lfy products/services. Conduct trial-runs to test these processes and their integration with the organization's other . B ”~
processes. e Gilej] gone 3,5kee I el (sl 5 0uiS sl 1) waz hgsladss (slaan T : i)
2o blagl (S )Lss o tolosl slaiolesl sl b g aiS slwl 1) adgl sladiges hgosi/adgs anl 3
LS cas | loslo slaaw T,
10089 2.3.1.11 Eliminate quality and reliability problems Eliminating any problems relating to utility of the product/service over the course of its expected lifetime. Tweak the Sz 1) 4l digas G Wl 0590 yoe Jsbo yo Censdl Jpaze IS b Lo e Se 4355 0 Bl
Olsebl el 5 cua s ©ISiw B3> prototype in order to comply with the required quality and reliability standards. Further refine the prototype, so it may Sled 2ol jiin 1) adgl diges aems yoss (Sl lasedsl Colld g coaS o5V (slas lailisl b 5Lhasl
be subjected to testing. 5 15 inlayT 5,50 i b
10090 2.3.1.12 Conduct in-house product/service testing and evaluate e . .7 .y Carrying out an in-house appraisal of the prototypes in order to validate design and feasibility. Test the 4yl sladigas . piy oSl g (b i Ll Caz adsl sladigas 3 o)l el
feasibilit )l g Sl Jpame (J2 alejl el , : : : . , = - ) : :
y _ product/service prototypes to confirm their compliance with design and usability standards. Corroborate the viability of = <.l 5 5308l 0S ulejl LIS 5 (>b slas lstinl b Gllasl aul sl 1) cwons/ Jsaxe
ARG the design, and validate the feasibility of their production. Identify any areas for improvement. S lolis 1) Sgegs sbrojsm ules anli ) adsi 5 oyl (pogs 1y
10091 2.3.1.13 Identify design/development performance indicators il o o Sl sbo sl Lol Identifying performance parameters. Determine the parameters to measure performance of the design and 4 Coas Jyamo pralio drwys g ()l 3 Slese Gromi lp | Lo tall w0 Shoe sl el )y (plulis
Fe CHATE e development of the product/service concepts into prototypes. O cyaens gl sladiges
10092 2.3.1.14 Collaborate on design with suppliers and external partners _ c _ _ .
OB AS ol B ailg B L b Slarenal s gl BaSadss g FaS el b Joles
B 1) 4l digas (b S jiie a5 6yl b 0 (e 253 ) Silos 5 o S3Lar
. j ) Interacting with suppliers and manufactures to determine design decisions. Collaborate with vendors, suppliers, 15 sl ool 0,355 missST 55 leiisd slos b s o |y Lo gadls a5 oS ol lipalsl ol
B8 g BaS el b (b o )52 contractors, and subcontractors to verify feasibility of co-producing the prototype's design. Ensure that efforts can be 55 Sinbon ol ool i b il s e
=>,1> coordinated with other stakeholders in the organization's supply chain ecosystem at the time of manufacturing, o o ""J ] 5/ < o . 7w
producing, or packaging the finished product/service. 5 arBs 8 LS Jolod (b Slavedd el (sl (WS 5 QS8 1l b s}
oS ol lebsl g 0S 0B 1) adyl diges i ades (6 piu el b ales (6,500 ), Skos
ol Saalon oo Jyazms st 5 0 oloj 50 (el 05205 (laind o b Lo i3 a5
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19996 2.3.2 Test market for new or revised products and services :
s e pln 5o b Gl b g oo ploxil Jgaste yoe a5 1> adsl Jolhe j0 a8 5L o dxwgs
. . . . . Sl ) B sl 5 cwad Jyame sla Fhg U oS oo SeS lojle 4 ros Jlod nl s
Expanding on the marketplace analysis that took place earlier in the product development lifecycle by testing the L | s e L s s cless . e
_ market against offerings. The results from this in-depth analysis will help the organization finalize product/service = p S e Tty ik fgo S48 gt 5 0l slaan g0 oY Bl etzen 5
b sazr Sloas g SNgazs il lik Abes! characteristics and technical requirements and also identify any needed changes in the manufacturing and delivery Sl (S Glojle 0,5 oo Sl o |y Sl Laoe Dlpis o5 355 5L aslllas Sy s sl e
sai 5,550 processes that support market delivery. To prepare a detailed market study that accounts for any changes in the QIS 155 s 39290 g 0gill )b yiie b S9ilS (slaeg T g aolS IS daalas 3| lacgoe salgsu
global .enV|ronmfan.t, the organization may want to conduct a series of interviews, workshops, and focus groups with 3ol Sl el ol gl e dnogs oy il 5o b LinlaT b ] (oS 3t Jaloos < e}
potential and existing customers. ) ) o ' _
I rl ln S o0 ST hism 9 g 50 Y Sl (Qlulid 5 (28 slagaiesls 5 b S
{15550 S5l (sloog,5 5 o5 1 camlan (b yitio L ol e
10093 2.3.21 Prepare detailed market study Sae (o)1l @a8o Jelo yazr Cleas OV same 4 4z g5 b b piaeansST 51 350 anlllae S ags
Sladig, iy #5955k ojlail wals, [V e VY] aims sl was loss /Y game (5 yxe g |,
Composing a detailed §tudy of the market ecosystem in light of new products/serv.ices. Conduct gldetailed ana!ysis Of S cwun |y Gslogm 5 @i U L (LIS b dayT sla Sig 5 b tie sla idu oliL
) the targeted market(s) in order to Introduce new produc’Fs/serwces [19077]. Examlne the completltllon,. market size and 6 s 5 glaby> olass oglice b a8 eslinal Ll b el by b slowss ;|
Sk @8s axllas a5 growth rate, market trends, customer segments and their characteristics, market influencers, distribution channels, %
and profitability. Enlist in-house marketing and/or solutioning teams, or outsource to specialized professional services o
agencies. Jolos oz SYsams (8yme (sl 1y B 3l 5 9035 405 ik pecrosST 51 G50 aalllns 1 simy)
i 1, S5 (215 olyglie b
10094 2.3.2.2 Conduct customer tests and interviews Sgialesl .ol i g a8lbasnss Slead/O¥game (el Guesd Slp (05 5 A4S Slalllas el
Conducting bgth qualitative and quantitative studies to determine the fit between the Qewly developed. (S oo S ¢ i a5 plowl b o slacaaez g ogill )b yiie 5l 1, 0,955L awled 2ol
) prod.uc.ts/servwes and the customers. Conduct external tests of the new product/service, and then 'reﬂne them to . Sligios slolasle b sogae Ly, siile (5lad > loas 1 0usS (6 glper (550 lalllaa g ar>lane
Sy slaa>las g o iulesl plxil maximize the customer uptake. Gather feedback from prospective customers and targeted populations by conducting s o] 1L
surveys, focus groups, interviews, and detailed studies. Enlist professional services such as public relations or market e el )%
research organizations. 5o 1y Jpame wms ploxil (5 yuin b Jpazms ol Gioxins sln |y (o8 5 (a8 Slalllas s im
35S Gosleer alas 5 (i lai Gayb Sl ) (bt 3,955k S ol 5 alesl (o2 )5
o0 %0 S5 I3 Slidos slaglejl
10095 2.3.2.3 Finalize product/service characteristics and business cases e 5o el b yide 9,555k 4 ceslin (230359 b o Dless IV game glo Shs Gilull
b arg Sloas/ DY game sla Sy -jglogm 6l sloiins o sll Cqa snli-an s Julos
Finalizing the characteristics of new products/services by appropriately weighing feedback from prospective Ol i slaalas gl ialej] plowl s 10 0 (5 5lann (Sl i 5 9,95 5b 4 az g b 1) was
) customers against a cost-benefit analy8|s |p o!'der to produce a profltat_)Ie .busmess prop03|t|9n. Refine the attributes 59 40 il oLz glie B oS s Toaoma |, o350 IS (6 pivamgs 11+ - 48] s’ 5L
&8 0)lae 9 cwas Jpame sla S 5o 2l Of the newly developed products/services, in light of the feedback and insights collected during Conduct customer R T
tests and interviews [10094]. Revisit the high-level business case to justify the resources assigned to the Sled ez 0ad s @l ln 2 ) Seasldy
product/service project against the anticipated benefits. S ol onl-ansa o g ol yiie 0,955k 28,5 )i 0 b |y war SV game sla Sy o)
Blo gl aezrgi Gl ) o3 5 Grdazrs 9 dnle Ddlol 0l 5,555 ulol 21, b S
oS sl
10096 2.3.24 Finalize technical requirements O gy Ioae 1) (3 o)) eaS Jpaze ol la Sy 4 4z b (b Sl saze )
Reassessing the technical requirements in light of the final product/service attributes. Revisit the technical 00l 5,55k slaSis 4 az g b ) wazr Cwad Jeame gloodsn oy olp plojle Co8 )b
s ol gl ol assessment to revalidate the organization's capacity for progressing with new product/service projects, in light of the ales 2 Isases wowas/ Jpams
revised product/service characteristics. o |y i ) s S ol iz caoss Jpame oles sl Sizs bl 2 1, ot byl < ey}
{onled il Jpame Sl & a2 g b oz sboogsn 0t o plojlo ooyl anls
19997 2.3.3 Prepare for production/service delivery Devising business plans and procedures for manufacturing/operations/production and delivery of services offered by b oadail Sloas g2 g il Slolasloalo gl )l slans, 9 sk (s s >k
cwas a3llads sl s5leeslel the organization. Further in general terms the total amount of output that the manufacturing department is responsible 1, cwlo)55 10 0 (] Wg Jsius adsi (2o aS 29,5 o S o IS O )50 0 cnl prodle )bl
to produce for each period. Sled fpnd
10099 2.3.3.1 Design and obtain necessary capabilities/materials and Sl (el rimad 5 ¢ olaisl sloan] )8 slul sl 5k 3,50 659,70 YT pils el b g s
equipment L eSS Hhb Jol Oygo a1y 5L 5 50 olge § Dl o Sleas DY sass adgi (sl 4l
Developing and/or sourcing the essential machinery needed for creating purpose-built processes, as well as the raw 5 etles DY game 5looolel (sl ks 5550 STiss b adsl slge aples el (5 S aiig 8
materia:cs, to producT the new prodqctsésefrvices. Eiither design th.e quuipment and materislsfpge:ed internally, or ” Wl Sllas wdgs bohas aux sl 5L 0,50 - l38le 5 g ldlecen - SV aile uimen
oY Sling 5 Slgallacalls el 5 b source from .externa vendors. Obtain the feedstock or raw materials ngedefj to prepare the inis ed producte.;, as we o K55l b i et/ e ol s b8 gl o s |, iy o 5 Lnsliige
as the machinery - hardware and software - needed to arrange production lines, factory operations, assemblies, and ) .
manufacturing processes. Revisit the technologies that underpin the new or revised products/services in order to 255 el 1y enlin Slgo g Siagz B i8S g 2 Iouzs
source the right equipment and materials. Wles 4 gpm 5L 03,8 (b 1) Sliagom tS el b dngs |y adgl olge o YT ile 1 inf
ool sl 1y alo s slas 5lid g au sl caws a1y adgs bglas sl p3¥ oY Tile 5 adgl olge
Lo il conlio Slgs 5 Sl
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10097 2.3.3.2 Identify requirements for changes to manufacturing/delivery TN T T
processes ) Identifying any changes that need to be effectuated in the organization's internal processes for manufacturing, and Slessle¥yazs iy 5 37 slr ol ] Sl s f‘*’sﬁ RS St S50

slasl 50 St glasaels olulid delivering the newly developed products/services. Determine if any changes need to be made to the production and waxg b g ady slaanTd o Wb LT aSyl o 098 Jloel waz asdlaswgs

Jbe=uladgs distribution processes, in light of the new products/services. Begin production process planning. Prepare for factory Sty sl oS 5T odg anTd i ,aelp s b 0gd sl Sl cwyaz Sless /Y game

layout planning. Generate shop-floor instructions and changes to the supply chain. S sl 1 el 6055 kS 5 U5 (sl Lol ygiand gt oslel Al IS lase

11418 2.3.3.3 Request engineering/process change b oz Sleasd /¥ game (33155 sl boms by odgi Sldas jo ol s Jlosl cuslys o
Selss szl Gl Bk D s b adss laanal 3 s ad plulid St 43S 50 0alis 555k

Requesting changes in the production and/or delivery operations for processing the new or revised products/services. ity 5w dy S Ly 63 0oy dy o) apeMbl 3 2,k 5l oS Byby |, €[V 1YY

- . Rectify any problems identified in the manufacturing or delivery processes (through Monitor production runs [11417]). . T c ‘ g

A | pwiige Ol s Cnlgs o ) . : o o : Jostinge |y adgi bglas S pead 1) Ol dle S (650 ) izl ) s 05l o0 4zl

SIS St =570 Seek changes in components, repair machinery, optimize production lines, and tweak factory assemblies through a S 7 P S ey Sl S 5T TS

formal notice to the concerned division, known as an engineering change order. bsvar class 5 SVpame oo b st Gl st aled plas | a5 slagiige 5 08

S g jgduo b g oS Bk 1) adgy a8 O wallS Cslgs o 1y a3 Ol s sali el

10 aige g ol 1y adgs bghas g Sl g ladad  cwiige

10100 2.3.34 Install and validate production/service delivery process Sliagzs b 1y das SV gase S (g5llely g s 1) adgs ol 8 .adgs g fode sl oile oles
Finalizing production process or methodology. Install and initiate the production process to manufacture the new 8o sl o lyd g oS Lzl ]y homw sloanl b g bo by, waaz Dleas (gl aS adgi sadoslal

Coons hemsladss anl s iw licl § ceai products, using the equipment and machinery already assembled. In the case of new services, implement delivery DS i liel o o Sles g

processes and methodologies. Validate processes for the accuracy of their operation and proper functioning. Lol 1) oy cslaan] b oS adgs |, apae &Y S g5lel 5 e | a3 2 i}

{ioss (o ylel ] EXCHCPRwT

11417 2.3.3.4.1 Monitor initial production runs o ) ) ) ) . .
Regularly monitoring production runs of the production and/or delivery operations. J975 Uiy adgs slaly>t  plaie ol

Slss adsl sl » o Ui
19998 2.3.35 Validate launch procedures I, sl i el Verifying the measures/processes/techniques through systems and tools involved in the introduction of products and =~ e &b | Sless 5 S¥game (Bpae ;3 osliial 350 GlacSiSs 5 laany 8 oy (i Lie!
SO SIS T services. a5l 5
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drgi ool 5 b it o)l Sy0 b bas e (ganlb glaeg S g pi5 g (et
9 dxmgi tb9,8 (Slacsil il dngs 1 2l ik slaasl sl 1 bk slacsisl !
Outlining process groups related to understanding markets, customers, and capabilities; developing marketing

10004 3.0 Market and Sell Products and Services wlous g WY gamo (w99 9 2L ,I5L strategies; executing marketing plans; developing sales strategies; developing and managing marketing plans; and ol Lo 5] 2l ht | e ol tls ol oy o]
managing sales partners and alliances. sloasly g lagsiil il S (asin |) s tae 5 1k el 6l p3¥ slaal 3

(st (6 slas e o g8 Sl p S poke 5t i)l gl ke

Copde Fhe jebas ) g8 S0 L ()5 g S >l g (b 1) (59,8 9 SL)150
s

L 695205 Syt i (sl b lolsls sslaiass ol s e yomed 5 el

Making sense of the market and customers to identify the right opportunities to be capitalized, given the b Ol 5 ik Sl g Loy, olejl slaguiedyi s Lf’d el 58,5
crees e . . ... .organization's competencies. Discern trends and shift in the market and customers. Identify the right market 5,1k alize laisn gla Shy colil 5 Sledbl 6 pslaex b apns asis
lacabls 5 b yiioe da 5L cslis
10101 3.1 Understand markets, customers, and capabilities 9 R DT opportunities that fit closely with the organization's capabilities and strategy by gathering intelligence on various 3Tyl s Wnsaiadles b 1y cesls syt a8 08 ololis 1) slacs b (ol yite

attributes of different market/customer segments. . . . . .
9 bl 1 5 ey |y Wi, 5 Slyeeis caiS Ll | o pion 5 I3k ssin} i ls oloslos

i )s 1) el (g a5 08 Sl 1 lacs 3 eolojls (s55] sl 5 b saiadlys

Gilises sla isn oaez Hl3; 5 (515 Glo Shss e 5 1L Gaiedgn Julox g 5,500 ,5
Slpreal p 5o Jalse 0iS so) 1) L ladis; S w8 b, b i 5 5L

Gathering intelligence on the market and customers. Closely examine the inherent attributes and collective behavior i) amd a3 | Bl o9z e slacus b B aniS olulid | b iie w5

10106 3.1.1 Perform customer and market intelligence analysis ks s rie saedge Jl>s Of the various market and customer segments. Track trends in the market. Determine what drives the customers to
. L : . : . WS oy 880 | alises sl o (S g ) S gex 1y b ie g 5L Sledl
make purchasing decisions in order to identify opportunities in the market.
Sl B ogds so (g ynien 0,5 el olbiz dz el 5 00 S Sl 5 ) 1L Ol ks
{J*-S o 1) 1L slacus )8
9 ,hk s Sy 6l Bk slacessly 5 i L3, S 6l sy Sladlas plxl
Gk ol aees alsl Giaghy sl ()l i glaaiulys 5 oS e o Sy Geizres
Carrying out research studies to understand the behavior of customers and the realities of the market. Undertake i B oS (65910 ,5 1) die) b celiio g Guoe Sledlbol casgili 5 adgl imgy slajbg,
research to understa.nd the market c.ondit.ions.as well as the chgracteristics, drives, and desires of prospegtive lass 3 ooliial i o ol s 4 3l slaces 5 51 50 6l porte sl o3
10108 3.1.1.1 Conduct customer and market research Sk s i slaieg el customers. Gather highly contextualized intelligence through primary and secondary research methods, with the 5 ot £ il b oin Lo L | 5 ant ol
objective of gaining insights over how to best seize a market opportunity. Consider assistance from professional U8y S Bdoss osilly ()l itie 5 15k o)lyd s sy s I8 Jlaine ) plagly (slad >
research services. Saslanz o)1 5 g8 Dledlbl Gilies mlie jloslainl b cpslit 1) Lol slao 2551
SS 1 5l pgi) Dyso 50 5wy Ik lacs b5 eolanl 1 s lyn B oS
Lo o 05 oo
Gilwdawe 1y ol i 0y 5 slagSl oS o colan 1) Bas L isa a5 Lelge oLl
. . . L . _ . Identifying the factors that drive the targeted market segment. Model customer purchasing patterns, and forecast their P E N WP ESRVOVY SR P SRVEL S TR Vel o PN PNCH IRVICS T ARVEL
10114 3.1.1.1.1 Understand consumer needs and historical behaviors ool 4l sla s, ¢ HBauS S as slajls Sy fut ying hasing behavi 9 9 P 9p S ' ‘ o
uture purchasing behavior. oo 1y pliean T g5 )18, 5 0 g 1) (b it 0y 5 (slagSIl 5,138 o il
Loy
Sokaiedy )b i aBdS LBy cw) gl by o gla Il 5l eolat]
21424 3.1.1.1.2 Predict customer purchasing behavior obie w5 L8, i Using customer segmentation tools to examine past customer behavior to predict future purchasing patterns. ) ol b (L L3, (san iou slaylnl S8 b i) oan] & y5 slagSl o i

Lot o 1) gyl oan] slany 13 il b oS Julos
09y - Sleds g DY gams b ,IL o (5,500 6l o iie Caxex 3 piSu oLl

B S olml siadon bk sloiraS lyz! sl o ise ol iie Conaz

Slaply a5 e | Gl ol Glaidn by (31 LKL lea e a5 )l

Identifying a section of the customer population to target for marketing products/services. Create segments within the o _ i
SIS Ceod it oS 5 S Jie 3ol 5 o 1) Lol g 08T aga8 e (2LIL

customer population for targeted marketing campaigns, which increase the efficacy of marketing outlay. Determine
10109 3.1.1.2 Identify market segments ik stz olulis the right customer segments, craft effective marketing messages, and efficiently communicate them. Determine the Sl oolatul (Go,8 5 oL,k leojs &yl o (Soalon bl & jge j0 S asin )
optimal pricing mix. Consider assistance from professional services for market segmentation studies, with

alpr _ _ _ 01y oyt i) e )13 aae | ik sangise Sl sl 148, Sleas
coordination and oversight from the marketing/sales functions.

Cead g ploy S CLl 65 Ban gl ) oy )5 0 e S el adedio sloog S
SaS 5k iy (paa S 1b l pgi) Gyge )0 5 AS e [y 09,5 8 calie

{5
9 Jeloe ololid slp Ban sla)lil jo &80 (b8 e halS b (ul38l (lie (s

o alnil o onisaslyl Sleas b oY gams sl Lolis Sl yss s e slay, Jle

Gl bl sl ) s o33yl o b laas /Y gama s s p3¥ Sl yis

Determining the increase or decrease of the company's sales volume in the targeted markets. Conduct an analysis to

10115 3.1.1.2.1 Determine market share gain/loss L e Lt s} 25 L L33l ol5ee ees determine the factors and underlying causes that affect the changes in the demand for products or services offered. el s L e ’ el s s L I
Consider changes in offerings or in the business strategy to regain or increase the market share. o LOE ) b S8 Vs oS ot [ (98 S il s 1 R Sl ot
Ol b 59T ey 0590 1) 5l g 351l b Jguazme 2ol by 5 0t Sl
{owns
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Examining large-scale shifts and trends, with relevance to the organization's products/services. Vet the industrial and
larger market landscape to identify broad-based movements that could have a direct or tangential impact on the
uptake of the organization's products/services. Examine, among other things, the market capitalization of similar
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i ol a5 SV gams 43 55 b S (slasis, 5 bo sl o
ok a5 o a5 (slos S g 1 ST1)8 lacS > B asST oLl S ik 5 cao
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L Y gams odimoddll glaylo sl 65310gm ulive EY gama 5L ooyl ddoz 5l aigds
5 colajls Gl 070255 3 Sl U (el 5 (g 8 plor Cend iy o

10110 3.1.1.3  Analyze market and industry trends cero 5 ik slawss, Js products, the profitability of organizations offering competing products/services, the stock price of key R L ) o edlh L
vendors/suppliers in the organizational value-chain, the rate and scale of innovation activity in the organization's 3 42l Slyn Sy 5 Suoed ceanS] Jpazes 4w 53 5l slacllad ke
product/service category, the price and availability of raw materials, and the shelf-life of similar products/services. 5 2603 plnil a5l 5 adsl Do S o) p |y bt Dlond b Y gaze jas Job
Conduct primary and secondary research, and consider enlisting professional services. ooyt |y e 5 Sl oIS slaais, s} s L8 e | (glad > cleas ) eslicul

g sl s 4 3k a5l i, 2
wlslpiion Hhai 5l o) slaglesle .cu ) slaplojln cars g g8 bl )
- . L . o . WSl a5 asS b)) b e sl ple gl g bl sl JUIS o Jgame o551l

Examining the strengths and weaknesses of competing organizations. Assess competing organizations for offerings, =~ ‘72" 7 == b By Suie s Hls R0 6 JUE eJpams S35
10111 3114 Analyze competing organizations, competitive/substitute 35l B, Sleas] SV gams 5 b, slaglejle . product strategy, marketing and delivery channels, etc. Analyze the usability experience, durability, USP, and other L osSelr 5 (B, c¥same gulS o Sy plo s (USP) 5 e amis coo colys
o products/services ST 7T SR S ey attributes of competing and substitute products. Gather competitive intelligence, and consider enlisting 8 e |y (slad o Sleas Sl eslanal g 0S5 jslrex | (1B, Sledlbl oS o

rofessional services. . . i . "
P 5 oo iS a2 TS 5 Lo LS o3l il o Jgazmo S5 511, L3, ) o
%o S8 (8, Sl sl plaasitn 51 5L &g 0 5 dmmlia | linlacinss
9 uY}M ‘5........\ oli.\L> )‘)L) B GMMJ.C uyw 9 u.\.iJLc S LgL{bJ.:); v or
- . , Examining the brands owned and products offered in the market. Determine the relative position of the existing ‘

10112 3.1.1.5 Evaluate existing products/services > g0 Sloas g Y L; . L o 1, ol e &Y [PVJUPETY SIRVEL SEUoT I [ lows
gp PITI S 2R &) hroducts/brands in the marketplace. sz 02 1y el e s sy gtad S e i 2 ) 23750 Slass
{05 )13 (sisdge 4z 50 L) & Cars plaS ;0 05 adeiie g 08
B CS NPT YIS PUUNELPLERVEL SSWINIRVEL JUPRCIN | P BN ENPLUEI YIRSt RE G
Understanding the culture and environment in which you're operating. Analyze how internal decision-making, thought Ll gz SVgazme 0000 QU 5 4isSz Jalse nlo s o Lulyd 5558 slagS

10113 3.1.1.6  Assess internal and external business environment KgeS ()5 5 I3 leme oLl processes, financial circumstances, and more affect the ability to bring new products to market. Survey or analyze the s Julos b (o) g (Byme ()] ;8 Cosl )13 SV game 451, (6L )l o0 50

market into which the products would be introduced. |y Jyae a0 (S5 Jalse il caplian 1y )k 5 glojlo San b g baoms : iny
{¢....5 Sl cdoay Jaazma 09,9 51 8 1) Gua 1L 5 awseins
ey liel sl gl plnil g (gumaslsl g3l saS Bk 5l L sleces i b))
cdoa wilodds slulid b g (i Sledlbl o 3, 5l aS 1) 5L slacas
Appraising market opportunities by quantifying and subjecting them to prioritization, as well as validation tests. 5 0udaloles glacus b ol conlss (8L b 1y baees b cnl [V V-8l 0 (o
N - . Closely examine the market opportunities that have been identified by Perform customer and market intelligence .
10107 3.1.2 Evaluate and prioritize market opportunities Lt slaces alaslsl g 2U5)l . . L o o . . - " Loy 5l s B oS Ly S g 655] il 5 cylosles cslacsiadlss oo 3
P PP M slaceop santedsls s analysis [10106]. Triangulate those opportunities to capitalize by finding a fit between identified opportunities and the oo ‘ SRS EFs 0 e EEP s
composite of organizational capabilities and business strategy. 5 kel [ Lapl S pigalio s sose 1) 3k slacas b i ginf 25 )l
397 OBl g plejle Gl b aS wgp olacs,d i baid 5 oS oyl
{-'-‘JiifaP
63585 plByladlons GLules ik 5 a5 slacas b & gilo oS LB slagasle slall
Attaching quantifiable indicators to opportunities that have been identified in the market. Compute estimated figures Ol () 98 sl | 09290 Dlosd /Y gz il 8o )b 51 Ba BB (o8 )

10116 3.1.2.1  Quantify market opportunities ik slecws b s5le o5 Of the approximate value that can be captured with the provision of existing products/services (i.e., the extent of Shre 500 Sl cas b e gl rtmf (0] Cssds Sl 50 Gle e a5 e gilie

financial benefits that can be reaped in the market). e g 5 L) iz ds o lad Sleas | oY b 0 ol 5 0 ks
Lol oy alos o
Qb as |y g ie pls sl iz b sl isy ol 5ol ie Bas e olubis

: ‘ , Identifying the targeted segment of customers. Deduce those particular customer segments that are to be targeted . . . . s

Lo ides et \ KWty io |y ol e SES KUH R BRVEL gPS O DRUNC S

10117 3.1.2.2 Determine target segments a8 Sl Az et g among the market segments. Bl 3— =S pain |y Gyt Bom i s e f oy _c NS )0 soe
sl lag)T o9, (ol 35 505wl a8 aus Cbil 1) ola isw o b slaise den o
Loy oS50 a8 ead b Jpaze 4 5o 05l (b i sloog S plaS oS inl (e
Determining which groups of potential customers do not yet, or already do have access to the product or a service Laaidly Ll 51l (g imsd Gl ar G ooy ,5 PS5 iy (g s WIS (g0 4056

18941 3.1.2.2.1 Identify under-served and saturated market segments Do glesl g oad Sl jcwas S slaiow olulis that the company produces or markets. Use those findings to create specialized product offerings and differentiated s S ooliwl pleie bl GlaceS 5 caass Jpame slaolgiin sbw! glp

marketing campaigns. s wloas Ll lnog 5 a5 wiloads ools idigy jeib olbog,S 4> 0 aseine

oS (>l b olite (ol Bl g diedan Y game lasglis ol olul

ool 1y o B g gl i Lag ] leazr 5 5k slacus 3 51 (2w 48 ol

Prioritize opportunities consistent with capabilities and overall Creating an index of market opportunities, and arrange them in order of preference. Prioritize based on the s laSnls L Lepls S santaglsl ) geens IS o33l ml b QLASLLIT (l5e

10118 3.1.2.3 business sfthegy P Ko I Gl s sl Lulul 5 laces 3 oy glsl opportunities' adherence to the overall business strategy. Correlate with the competencies and capacities that the 5 (S g 1 f0iS Ll yam 818 LS )0 ggamme 10 olojle a5 slacad b

organization, as a whole, processes. 5 S 3l b oS 1) olaT S e |y Il slacios 5 ny lais b (sl
Lons 18 cuslsl o anlice 9 502 plojls lagaredlss
Confirming the practicability and bl f the market opportunities that have been identified. Gi 2oty Satioal ot St slamo s Gom b s O e
. " o _, Confirming the practicability and reasonableness of the market opportunities that have been identified. Give e . L
1011 1.24  Validat rtuniti s 3 i . o " o loless slacus 8 ass fe f DadiBis Cusus L1l slals b gladaxd
0119 3 alidate opportunities #  substance to the real-time feasibility of the market opportunities. AT S0 A sined e o b laco s
Lol 1yl el adly Jhl oadly Lusl i 0 a8 aumd oLis g ot ilate § ailiogdly
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10120 3.1.2.4.1 Test with customers/consumers

OEAS e b i

Element Description

Validating identified market opportunities by testing company's offerings on limited-size samples of the consumer

LA population that are hypothesized to be representative of the target market at large and to have similar purchasing
’ behavior. The feedback gained through consumer testing can be used to modify or reject product offerings before

their full scale launch, saving the company valuable resources, should the initial offering not be successful.
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10121 3.1.2.4.2 Confirm internal capabilities

Verifying that the company has sufficient infrastructure and resources to deliver their offerings in a timely and cost-

S5l slasaiailys 0 b effective manner, and that it is able to scale up from the small-scale market samples, used for consumer testing, to

the entire identified market segment.

‘) 45]" 4 H9,he g (‘_39"‘ « ""“)LQ"“‘"" 43‘)' LS‘)'.' «;ls @L‘L" 9 ""”L“")”) "‘SJ"“ Sl ol
G S 4]y 0SB pan cd (gl oads ooliiul SsS L sladiges cuwl 0l g o)l
A2 paend ol glwlis L

Sly S glio 5 SUISl 5 5 talae imy 1) (5528 5 L2l QLI (g2 s ima
A Sl o 31 IS 0led e g oo |y adpods g 180 5 @dgedy Dleas/ DY gass 4l
Lo S Gus Jil IS

Charting a strategic course for marketing products/services. This will include defining the value proposition, creating a

. mechanism for pricing, and determining the right mix of marketing channels. Create a specific positioning and

bl U calie oS )5 (it 9 (5,105 Cuad S g5k ool ¢ ) Slgiuiag iy ya5
e S sl pasie (lediy g 2biamdse (ol laoliiing slpon waly>

sl onl olas sl (958 5 ) g dnng slvoje 5l gogys <8 L (SLTL

10102 3.2 Develop marketing strate L,k 3l ! cpgus . R . . . L )
P 9 9y DR SPO branding for the organization's offerings. Enlist marketing head to lead, with inputs from the business development leMbl 5l ookl b 1) bapaanas Lol ol ol 00 o poanas (2l yl5b ppoef 0y 18 S,
and sales functions. c . . 4 .
) - 1S o B o 15950 g S g drwgs sldoje a5 olaolyiics g o o
S U s Blas 1) (g la8cwd Jow g (il olpaion S aseine |y b hL e
5 @bl e 62, LI cnl g by (s, w5 olSle S BN el
oy i s dngi 5 (9,3 (5 (S
St Sl el goleiing 851 s T Glejlo Sloleiins la Sy 3L
4 wole> oo (5 in c\:;ui).la...a 3o ools Jgm ybs,l s 5l Ololpiioy degoe
Lo b slo i plp o 1y b i a4y ool ools gm0 (sblie 0usS iy o5 g0
Refining the attributes of organizational offerings to define their value proposition for the customer. Clearly define the Slp 1y s oS e liel (JguB B LBlas Jgame siile olacSiisS ) ooliuw!
. . 3y suite Qf offe.rlngs in terms of the value dgllvered, from the perspective of what the? customer desm_—:-st. Vallde}te the slosls L 5 Loy T % 4 pamie (solgiiony Uiyl b illae cabogs o loas [N
11168 3.2.1 Define offering and customer value proposition St soliiing 3 5 sty x5 benefits delivered to the customers against target market segments, using techniques such as minimum viable e s Lo
product. Position brands for the respective products/services, in line with their unique value proposition and aligned R PRmees Ou e
with customers needs. 85 08 medais 559k ) Jpamme sla S (i 0] G235 Jpazme dgnp i
agl digas (3,5 Can b eles paseien 1y T Gyl S iy 1) 6 e 5L Tl
L 5k 5o 093] el b el 1 i Cald 5o 5wl oo |y O 652t 45 wgd (ytalas
i {o ilails
Oyt e ) Cas 5 Jparme patlie )il 50 lag] (olaadse ogox (s 25k
- N : . oS i gl losle gboolpaing a5 | (glalivs.0nsS (glo bad |
Defining problem(s) that the organization's products/services solve for the customers, thereby determining how they oo > ok St GReil SRR L 8 =5 e s Ol
i . e . . are positioned in the market. Refine the product/service concepts from the perspective of customers. Succinctly Slp e loslaul b Jyame 3,5 IS B oS (e oS &l 5 5290 O j50
11169 3.2.1.1 Define offering and positioning g g Sleiiy Ry y5 tline th blem th ization's offeri | for th t Ki f hv th t hould . . . . .
outline the problem the organization's offerings .so'ves for the customers, making a case for why the customer shou oly St s f oS iy |y ]| sleiinn 084 i (53 ,hog (pibs, (5 e
buy a product or use a service. Define the offering's unique value. s Bl L3 oS ol o1 olS5 511, s L oS Ll 1) gt
 obogs nloie Cuje 5 osS QLU Lo il L 5 9S00 U |, (lalins a2
ol Gl 1y olgiiey (nl Colizr a5y Cwns 5 Jsame slo Shslo S5y ool o>
. . . . . . 4 aS |y GloanSThol (o koS Cogds g  glulid oS oo Cugds b iiw 5l idu
Boosting the attractiveness of products/services to the targeted customers, and creating a unique brand projection . ’ e e . < }m. ° ’
e . S around these features. Identify and enhance those product/service features that reinforce the attractiveness of these Sleas 5 SNgame il cgllae § BT pliee Slad Geed L 99300 3l)] 0l e
Develop value proposition including brand positioning for target . .. X L L. . . . . e ‘ .
11170 3.2.1.2 segments San sla s slp wip cboesdse Jola solpig 3, axwgs Offerings, for these segment of customers. Underscore the perceived value delivered to the customers by clearly Iy 6 ymine Ol )Uasl 65985 Lol slaolpiins 4ol ol (g 5l wdusS dlz
spec_lfylng the relevance andl deS|rab|I|ty of these products/_s_ervmes._Once |F has been clarified how the orgamz_atlon's oo gilie ol s> |y oy cdimogo ) ative gilie b oiiS o 03,51
offerings meet the customer's expectations or deliver specific benefits, position the brands around these benefits. . ‘ ‘ _ o
Foliz yie slp 1y Jyame im0 ileololr 5 Conliz (I3l gm0
39 ke ordgy sy sl 1) o G35l wmles Casis 1) ol cutie sl g casS
Toasilais b oot s0d 0 Ulge roen bl o | bass colys
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Validating the desirability of the perceived value delivered by the organization's offerings, to the targeted customer
segment. Substantiate the value of the benefits accrued to the customers through the organization's offerings. Justify

QS oo )l (g Bas o 4 lojle gleslpring a5 1) gload STyl 35 cansllas
5 Aine Wyl oo Cewsdy lojles slaslgiiny 5l ol yiine a8 1) xdlie U35l oS anbs
L 5,5550 6yslans Goyb 5l cdun sla o b calite 1) golgin (3] oS oLl
Sladllas g adgl ctagh Sldllas deaslas do o b o ciolejl slo ales 5l soli]

11171  3.2.1.3  Validate value proposition with target segments Sas slaise b eslerig o35l Ll the value proposition in light of the targeted segments by gathering feedback (using teaser demonstrations, surveys, Ll bttt Lot ot sl bl S A oL s
interviews, primary research studies, and customer case studies). Corroborate the benefits of the organization's 5 OB9) sk e Sty Lot oadolnl gilie S dr s Ol ite 5350
offerings. San 25 sl bly Led olering (95, LT a5 oS cuy 0 s s} s ol Joses

Sloas g DY gasme (Aly @dlie (b yiion 5| peditons (6525°3,6550 b Canl gllao 5 Sl
{oss L3l pme g glis LB & jp0n 1 oolgiing (35, 5 dus oLad |,
2 Olejle Glasleiing sl plaie g jloline (5,505 45 (g5lwaiyy o iymaS g @Dl ol
5 YV game slasles g o o>l,b ol Jolis was g3loas p @) aims o IS5 l5L
Creating branding collaterals and campaigns that carve a significant and differentiated presence for the organization's s su, amie colyiing (35,1 @l ol &5 005 Jols liabl 0§ slogl 1) Sloss
. offerings. Create new collaterals, which include names, designs, and symbols, for their products/services. Ensure
11172 3.2.1.4  Develop new brandin Dz (G5l drwgs . ’ . ’ T . ’ : Sl GlaueS aips oo Gb5L ax L) 5 poeie oF SO G5k Sl Laolprin 51
P 9 T SIEER T collaterals reflect the unique value proposition of the respective offerings through a consistent theme. Create &SP St SRR o S Gkl boleden Sl S
advertising and promotion campaigns. 2l (b sim et 5 S ol cle s g S L2l s (b ) (s s
L Jgaze ()] 9)lge ol aSol 5l ud (redae (¥ game (sl woz (Srar Cugn g 559
Lol e ol SUols glaypeS oyl ol g wids oo Lt
20 5l Sleas 5 SV game 45 _x8lio b cenliin 5 083 B o3lo g o al, o]
45 S o5 |y (S5, (o) 5 el e 0 e obml 0L i
Cref\ting a pcr:ir(:inr? str?tetgy _and mechan(;sm th?:] agglrls Wltt: E[he bene_gtstc;]f the_ produ:ts/sdervi[cis, as percDeivedhby '| S rin $0liioy ()] saz Hsbay w8 Colaa | Sleas g SV same (5l Cwld
) .- .—. . ... .. .customers. Chart a strategic course and a methodology that can guide the pricing of products/services. Draw heavily . i o o .
10123 3.2.2 Define pricing strate 138 oo o551l iy " . . N o . : iSlas B agsle oilee 1) olosle 1o alizes slaasly ol el Jlo ue )0 g 0niS 4SS
pricing gy < S7T" from the customer value proposition, and balance the expectations of different divisions inside the organization, while ~ it ol oleste I slanly SRSl e 525
delivering the maximum ROI. TSRS N OWCIPS S [CO IRTPRUENEPH SOV JE CE P PSWRORL STF
ails 6)5T°5~’ o2 o olid (g e lp | Jeamme (55, pp a5 S oy 6 l08 cwd
{ass el 1) ol ol 250 ann L5 o 5 il
Analyzing marketing objectives, consumer demand, product attributes, competitors' pricing, and economic trends to TS Dloas y S gaze glaThy waiiS b rae gLAE (oLl Slaal Jlos

13169 3.2.2.1 Conduct pricing analysis s 8w s slxil determine optimum prices for the set of products and services that the company offers or intends to offer by Sloaz 5 DY game dcgazme 6l diny S (o jslateds golaldl slaaig, 5 LS,

delivering maximum ROL. wlopor iS5l S las o Ban bl 1) oy il aad b ass o a3l &8 1 oS

S 5o B et )0 |y GeSe (el s, S 6 (Bl &S a7l Sl

i Sleas g DY ganme (I8 cuesd il glp o], 4t 08 o wal 3 baolgrin

Establish quidelines for applving bricing and discounting of Creating a framework that allows for a uniform methodology while determining the price of individual offerings. Devise ‘&= Se=bez (Gloyceas b adys 4o o5 0uiS obnl oladesdygrs 05 (g

10124 3.2.2.2 products/sgervices pplying pricing 9 Sleas 5 DY gams gl Boiss 5 5,)l5ced sla Jeall 5w (1595 @ blueprint for establishing the pricing of specific products/services. Create guidelines that factor in the cost of Sl s Ry 0 1y 3Sle b oy SV game Cuad 5 Jpaze jos a5z

production/servicing, price sensitivity, product lifecycle, and the price of competing/substitute products. WS b (638 s (gl Al by, S i 16yl Ceard aall g § gzl
10,05 a3 50 1, L3, cad g Jpammo yoe cCaosd 1 (6 yidin Cormli> daais 3o
9 &% whdsh anie Slaw p Slead b WYsams 516 50 gl ate sloced s
Determini " es for individual oroduct _ the basis of th ¢ of broducing. distribu g e e st (5SS IS sl 5 (38 s el daaliig T3k
, - e e etermining optimum prices for individual products or services on the basis of the cost of producing, distributing an o . e L
19999 3.2.2.3  Establish pricing targets 135 a8 Slaal ol . . e ) . et 5 «Dladd g @598 el laan e o b g ¢ ez Iy e
pricing targ < marketing the offerings, pricing analysis and general pricing strategy. = 3 @5l slasisie G005 S 2 b e e 2 Sl
G VL Cas o sl ) Ced o Peilie iwed IS (551l g o Lo )
{ops
olojle Sleas 5 Y gasme 6 A Casd 5|y o905 Slasein g 3]l ol
Confirming the strat g ificati devel gf icing th ati ducts/ . A . Lol (abshimn Gliee 5 (omlid g, ool gy b1y )5 cad gl Jonll g
- . - e i o . Confirming the strategy and specifications developed for pricing the organization's products/services. Approve pricing - , . . .
10125 3.2.2.4  Approve pricing strategies/policies and targets 15 Cued Slaal g ol dogisl il o L , AT . " I )l Lailgs g by gy oo TS SINVLEOT Sl (35l
PP pricing giesip 9 < ’ ST guidelines by vetting the soundness of the methodology and the guidelines' alignment with the value proposition. Sl G300 Bl 5 loiny gl 5 s i) S e ey 55
asly Sladpes )b yiiee gl goloiinn (55,1 b g Canl G jo )15 g,y aSl 51 lelsl
{Lasl
@ 20,00 car cwlie B SLbs ol p3Y slocdlbe ol oo bl 5 ok
Dy wiloass i s Bas sla jidn s 0 a5 4368 ) (6 e cilisis (sl ik
Establishing all the activities needed to identify the appropriate channels to market to different customer segments as Slr obosle 3wl b b JUS pliwljee 5l plaebl o JUS 61515 28l Jolss ol oyl
20000 3.2.3 Define and manage channel strategy LUl 55l <o now 5 2 25 defined in Determine target segments [10117]. This involves finding channel partners, ensuring that the channels Gl JUlS Sl 5 ololiss = s f el JUIS Gl ol sl gl 5 i o
align with organizational strategy for each segment, and the final channel selection process. 2 iy slol e 0,5 o sl o3 6l lS ples sl oins eilin b
S 2 bl cules o 9 88 ]l b Lol cpl 00,5 Kiales wdon ol i
{aie
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Deciding which distributors, wholesalers and retailers the company will use to promote its offerings and to distribute
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20001 3.2.3.1 Determine channels to be supported Bed Sty b oS ol U s its products and services to the target market. Narrowing down which intermediaries the company will use will affect s oot ol g Ji6ieansd ) bl s s i
retail prices of individual products, and should therefore be included in the pricing analysis. e s Sl i g ol (5 AT S el 5 Wb nlale 5 9,35 0
037 wileyoo e s ) Lok Jpamme (SLaS 4z w0 5K el (S (00958 9
{098 Ll cood Slawlbs ;0 b g )0 156 Jpame olos Coosd (55, Sl ol
44255 LM @jei 4y e (L)L sladUl 1S e il glulis
Identifying the role that each chosen marketing channels plays in the larger distribution network with respect to the (S JE i plralr o 4 by lelanly slasiyze ol L)L 5315
20002 3.2.3.2  Establish channel objectives {es9 ¢f o JUls Blaal x5 Organizational marketing strategy. Determine intermediary costs for shipping, handling, transporting, warehousing, A 1 S S (S Wigd e 4Ll 5 oloml m3er JUIS o a8 1 bl 5 de
insurance and marketing that incur and accumulate in the distribution channel. 10 lnalasly o5 |, ladiy 5o dad e 5 0,00 qef 4Kud IS 45 i dx LIS 0 0piS
{.)....5 A § dwle (3285 O jgod AiS 0 3wl & 588 paue
[, U oS Jdow Gaa slaioe b o, T bLs T ol i 51 calises sla LIS
Oliae dacunez (ol sla iy g Oled oS e ) 4 g5 L wilg a5 0 Sl
. o . ) Analyze the various channels for their relevance to the targeted segments. Identify the channel that can effectively Slyiie 4 e oot (bl (6,5 o o fl g oolitsl lgld o Lebes gelans <y
10127 3.2.3.3 Determine channel role and fit with target segments Gaa slaisn b lay] el { ol simin} 5 o JUIS 28 oes market to the targeted customers in regard to the drives, desires, and characteristics of these populations, their <o ) T o s ] < Lo 1L LS LI
uptake, extent of engagement, frequency of use, and effectiveness in communicating. ) s (s o] el QBT g Lo JUIS (g 0 1 gmas 038 (2Ll San
2y A (n e (B 0l e o Fhg 9 L8, dajls 4 azsi b (bl el plas
Lo lap b b 5 oo
. . .., Choose the most pertinent marketing channel for the targeted segments (based on Determine channel fit with target el Gliee ol ) S Sl Bae sl iz gl | Lk JUB 0 polie
10128 3.2.3.4 Select channels for target segments Sae slo s gl p b LS Clsel P 9 9 9 ( 9 © e
segments [10127]). dyarvvlGas gla i b JUls
airte 979 5 SLlb @lp @ie JUS Gl s ,0e (g5 8 S Ia el
S Jlowsl s o o jlo 1) Loyl asll aad b WS o dSll 080 a5 Sleas 5 DY gae
. . N ) Determining the maximum output rate required from a distribution channel to optimally market and deliver the bl g 8 5 098 e ol (sl Lo Sblugs b 0> 1 iyt syl JULS
20003 3.2.3.5 Identify required channel capabilities L JLl 5L 8,0 slocall oLulis products and services the company offers or would like to offer. Ideally, a channel should be able to adapt to a certain s s T ool st f, Yl e
degree of variability in the demand for the offerings, and able scale up if needed. sl (8l 4z Wb JUB e S patte s asl sl Lk 4 ) ol
Lol flug wilgy Jbo e 0 g 05 dd e g95a |y Cleas g DY gases Wiyl b ol
LS oy dnasgd syt Gl 0, & 00 1o 9/*’-‘5 o
LU ol 5o gols” U5, o 5 (2L,IL L JUE aee lo Sy b))
. . . . . 3l g Bl ooliznl 4 dlaz | Cilies gla S5is a5 5l 1) 092se U150 sla JULS
Assessing the attributes of all marketing channels, and evaluating the key partners in those channels. Closely 4 )' ’b ’ < )Jmf )T S J
examine the various characteristics of all available marketing channels such as the cost of using them, durability of st €5 5 aalanly o e dp2l ploj ol Sloss g Y pazme b el e
10126 3.2.3.6  Evaluate channel attributes and potential partners o5l I 10 5 o JUIS slo S5 U5, iImpact, applicability to the organization's products/services, turn-around time, involvement of middlemen, and —ogill b b 5,5 ales 51— la JUIS (ol (oS SIS 10 paw g 0iS ) p B
conve_rsio_n rate. Analyze k_ey paﬂqgrs in the marketing channels in(_:luding those who_have been associ_ated with the ) s i} S o) iy e g libee 00f 5 eliie dacsaiadlys i 511,
organization; evaluate their capabilities, the scale and scope of their operations, quality of support provided, etc. ' )
(Sldos g com 5, JUE G5 1h o g auomin 1) 2b5150 o JUS den Slasein
_ {vwidb.S)‘MPMQ)W‘\éd)mwe;wlﬁ-&"
S b psta a5 il G Ul )3 @i 5 2L,HL N sleSalon
Sl 5 W)l SlsPpe Wy g 6 rar Cuga plejle slas)l b s ax LS,
, Coordinating marketing and distribution efforts across different channels that integrate well with each other, are in B ; D1 e mtn lons o s
Orchestrate seamless customer experience across supported _ . . R : . . . S LSS g e BBy crge oS wies e ALl (e Dlens | LSS
20004 3.2.3.7 P PP ool glaity Gl JUS jo (s yuin a2 LSS 4,20 o3l Xeles conformance with company values, visual identity and branding, and offer uniform customer service experience that ’ ’ ’ ’

channels

drives customer loyalty and repeat business.

wisl Sinlon o0 b o958 5 (Ll glool, plas a5 0iS g e 5 j5b (ins | 090 o0
0)kgd ol U aiday CudsS 5 (S ylSe (o (70 4y g oS Lo | Lol Wiy Coge

{005,

16590 3.2.3.7.1 Define omni-channel strategy

Devising a strategy to market company's products or services seamlessly through all or most channels that are in
. widespread use among the target market. This may mean cross-channel access to customer preferences and
- purchasing history to accept returned merchandise, provide refunds, resolve payment issues or to provide technical
support.

AllS s o5l mnl oy

L den Goyb sl 05,8 Sleas b DY gazms a2 L0 L)L lr 351l S g
45 laigTa i yS oo 18 eoliiul 3)50 00 2 jsbay Baa L ye a5 ol JUIS el
oy el g 958 wal)d sl oy 3 Bl 5 6y Slazaglgl @ (U Gloo (oo s
975 4z LSy Ojpots (8 Glaiidy 9 Sy Pl o ok il o9z o VI
85 Wi sy i Ao JUIS dan 53 42 LS gy 55Tkl (g s i} sl 4ty

Ol dom )3 Lot g WS 0 123 (g (riSill eol o35 2) (ool o 5l Wil (6 e

5 S5 0 5958 3l e Sload B il 4251 s yiasd 5l Bilges 5 ML) 4y Ln JULS
JUS S5 50 (g ten ST (imy s I e (o st {000 plondl 2o, 40 1) Lty
09 1Bl s [0 w2 500 sl JUIS o JelS g |)53 SleMbl los wlo ploxl 5,18

1S 9,5 gl 5115 G015 L sy zadgs 0)ligo 995 j9me (5 e 45 2]

16591 3.2.3.7.2 Define omni-channel requirements

Identifying necessary preconditions that a channel should fulfill in order to be included as one of the adopted
dllfas ol s 25 channels, such as required throughput capacities, service capabilities, competitive pricing, and alignment with
organizational marketing strategies.

S Olprear pdy 5 DLl 6l b JUI S a8 0¥ slaboyd iy alulis
(Sloas slagaiailys Glis,ge see Cod il alax 5l S 00 515 ealital 550 sla JULS
5 Bl slaloe s b loslo (ol a3l ial b (pgmps 5 (0B, 5 NS Cwd
(b b sl as wed bl Gla JUKS add b auS aseice ) JUS o oS Slal 3l
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. Determining the detailed policies and procedures that each of the channels needs to follow in order to conform to the
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16592 3.2.3.7.3 Develop omni-channel policies and procedures bz by, 5 el (ngas >ational Keti trat dt id | t . - _ , . L
organizational marketing strategy and to provide seamless customer service experience. Sinlon &5 18 5wl b pa b oS cole, Wb JUIS o a5 slabg, 5 o) yie 380
ooy 6 yiio & Sy 425 o 5wl
- _ _ Determining the actions that need to be taken for successful multichannel marketing, the ordering, timing and Sy 5 samoley e 5 Jold calillaiz Db)lik 3850 szl lp p3¥ SLeladl e
20005 3.2.3.8 Develop and manage execution roadmap Lyl ol jais e g (2903 d denci f the st dth hanism f o d chanaing th tocol. if ded .
ependencies of the steps, and the governance mechanism for reviewing and changing the protocol, if needed. L g o USSgp ool g oib sy S S g5ke 5 ( Jo e
AD Sy lgrear g Alilar O jg0a LU gobod x555 5 2Lk S o)l
Monitoring marketing and distribution efforts of all channels individually and as a network. Re-distribute or add S s Jos o ST e o5 oW @ e 009381 L dame ara ez LSy
20006 3.2.4 Analyze and manage channel performance e Ul Sles &y naw 5 Ll resources to channels that perform better than expected. Purge or consolidate under-performing channels, and find S y¥las s s b 3oaiiS gl sl 3Rale loliss 5 035LeS sla JULS plesl |y Bl
more promising replacements. Cula 33850 LU 4 1) mlie S s, GIASLD 1 5 (63,8 O ygods o |, L JULS
fiossl sael )5 slaan ;5 Jlisas g oS plesl b i | s sla JULS s
0)by0 . 2b,lik calizes sla JUS o Slos avslio sl 5,5 o3lail LB slo ol )b (s
. - . Determining measurable parameters to be used for comparing the performance of different marketing channels. O35 atuie ) S (6 el Osllae b atge 3 Sl polie 5 a0 (sl b
16573 3.2.4.1 Establish channel-specific measures and targets JUE o (gl polais! Blaal g o sl s . 9 P . . paring P g
Decide on benchmarks and values for optimum or desired performance. 5 Slae oaimopylis a5 Slasl g slael s g o JUS SIS anslio lp ola asls
{aies Collas
U 5 5 ULt sl U 51 o S5 o 0 Slee Sl i o by, (6 i
. . o o . . . o,y 1y lad e el 6d oS (siluaizius § (gilwads |, bl rem O )jgody
. j Tracklng.trends and changes in performance inside |r_1d|V|duaI m.ark.e_tlng channels and in chgnpels collectively. 6o gt} S QUS55 gn (sl b, 5l o liiie i b gy BB slacdl ool
16574 3.2.4.2 Monitor and report performance s Shee 230555 5 sl Summarize and document results. Alert relevant parties about significant or unexpected deviations from expected ‘ . . o . .
behaviors. Lo JUIS g0 9 JUIS 1o )15 wig, 50,5 o,y siny 152355155 5 o JUIS o ,Slae &l poss
FB L oylaiie e Slyass 590 Oyee jo ad e laii6d il oMbl 4 g s de
{azgs
. . . . _ Analyzing the factors and circumstances that influence desired outcomes. Communicate core findings to relevant obdisd 4 1) ol slaatdl.ws)liS oo S ogllae gl » &S alyd 5 Jelge Jloo
16575 3.2.4.3  Monitor and report events influencing factors Jolse IS5 laslagy (2o 5155 5 by y2ng 9
parties. AS i s e
o asls waisoll slalas 4 a6 b o JUIS o Sloe oib sl Judos alou!
Slo o i g 42835 8 Slee b 1) Lo JULS o Shoe [V #OVY] 5 Shae Claal 5 glanslio
Conducting an analysis to review channel performance with respect to chosen metrics, benchmarks and performance
16500 3.2.4.4  Analyze channel performance L JUIS o Sles 5 ’ tald ] g olacl anglio b JUIS o Sloe e S deglia LIS 1y oo alox!
y P J “ targets [16573]. Compare to past performance and forecasts for the channel. Fs e ] sz e} S alie JUS 0 ol ool
Sl 5 Slaal b o] awslie sl o0 )5 )15 jglaz JUIS Syl 0,8 Jodovi (n
Lol (Solocde b cdpiy ot o LS
&S o U S b gy g0, leeeS U 05t sy (o pe SO (505
. Devising a course of action to be taken to improve under-performing channels and to promote or expand channels WS (b | aiedun g pasuive Slladl I slacgerme i gin | aiiS o Joe Uil 5l 515
16501 3.2.4.5 Develop plan for channel improvements LU 352 sl slasl 2 (905 hat 9 tati P P 9 P P e . . .
that surpass expectations. 2295 b drwg (5,135l yr 3,k 5l 3950 la JUIS § wigd Mol s sl JUIS G
{“'\-‘-‘L' Ay eyl
JUS iz @b 5l Salon &j50 @ ) Slks Glaply a5 2Lk Dbl )l sl
Establishing marketing communications that deliver promotional messages, in a coordinated way, through multiple sy b Gl Ll s Sy w0 sl o520l aily sloails, wile SLI1L
16848 3.2.5 Develop marketing communication strategy bbb olbls | s51ml nses marketing channels, such as print, radio, television, direct mail, online or mobile advertising, email, social media or s oo )l (698> g8 L el gladils (oo
personal selling. ol il Jte e glool, olos o,k 5 4z LSy ik loply Jlol ins)
{s)9a> 978 5 sjlome sl ws poai § oo
S5 3, p lag] )*-‘L’ Gilwaiion lp 2LIL Glaply Jlol (3,406 5 5 sonle;
. ) Timing and scheduling the delivery of marketing messages to maximize their impact on customer purchasin S shad B slagslly 55,5 Lk slegeS L (S5 slaply byt
16849 3.2.5.1 Develop customer communication calendar Obymie b Sl )l v gl (905 h g | . g_ ) | Yy | 9 K g. . P | hasi P 9 .
behavior. Integrate individual messages to larger marketing campaigns and to seasonal purchasing patterns. S oS b eigd Jlol loy o yiee 58 gl 45 0iS (5,40b 1 (5 yeb 1 gim} 0uiS
{ .o S8 b cod i |y (gt ag 5 L8, g aiil Sialen 0,5 sl Lad s S5
O, 00 10 830 5l osllas ceges pgal AigSa aSLT 0,50 40 (55 peeual
Ol g Laas g g 5 poye poes bl laeiiliw (BaisS el 1A Lo yuo <)l o
Deciding how to promote and maintain a favorable public image of the company in the eyes of its employees, (i9el iseges (Sl Goslo el Lol sl (tlizee sloiyy Jold Conl (S !
16850 3.2.5.2  Define public relations (PR) strategy oo Lils, 5l ul a5 customers, investors, suppliers, politicians or the general public. This may involve various means but is frequently Sgd pll Jae glocS lie b 4y 15 g0l ¢ 5 00 eloiz! Codotus
conducted through publicity, education, corporate social responsibility, charitable causes or civic engagements. 10 S 5 a5yl gl (30l oimy S 1 oges gy Lais (gl be, e i)
lials 5l ool b Ygons il Cotie 5 wogems diuad dnal 5 ol it (LSS oSS
{058 o plonl el glocSstuw g &5 sla IS ol
Slr |y bl axly b i b ogdlly Gl yiie a3gSe aSiul sl IS a2s S >0k
Devising a master plan how to select potential customers or qualified clients for customized offers, and contact them b Jeot) 05l oz Giyb 5 Sy a0 4y 5 9 okl o ol Slslgitiy
) . . on one-to-one basis through chat, phone, email or regular mail. The strategy would need to take into account that . .
16851 3.2.5.3  Define direct marketing strate i (2b 15l (5551 il g a5 - L ’ o : , ) . : : 0pb a8 a0 aiSS pl Wb el (nl 0590 50 . 1S wled Lol L -
9 9y SRR SIS hersonalizing offers and contacting customers individually is an effective but resource-intensive marketing technique, 5 40205 S 5 8 al el STl al 0590 2 S e 0T (Jpere
and that ill-targeted offers risk at angering and alienating the contactees. il Lol fge (llil SiSS S plsiie b (508 (el g lolgidey il oo o5
é}.*v uLJalJua o909 u’.qLo)L: g0 .).:‘9.:‘50 owdrfdd.xb U‘OLW 9 Cow! QLJ) é’LA
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Developing a program to promote the objectives, values, products and services of the company to its employees by

I S ol S i it ol ol e e o] 5

16852 3.2.54 Define internal marketing communication strategy Bl 2k obls )| g5l s =5 treating them as potential customers, in order to extend company client base, increase employee engagement or to RN C N P PP RS ¥gY W EJPR e SRUVIS PP N WS- EL LK IR
foster brand advocacy. b oS (Byme |y o5 15 OV guame g Blaal o] 4 g st mie byt Jio 1, LS
LS Colas Lod 0 5l o 5 g 50550l b GUS IS o w05 05 ()b s oS0 o2
CS 4 aS g ysld plo b Jlums slag sl p (i j0ebes slaails, olulis
1y ol )| (s Jalas cams (ial38l 1) ol hl Olbls )| po> g Cae o dims oo ]
. . ' o Finding emerging mecﬁa based on.dlg.ltal or other technologlgs that would gnable the company to increase the §peed it g ool |y Gun lblie (gl liaks cslaply o8l aid 5 0 Cugi
16853 3.2.5.5 Identify new media for marketing communication bt olbls )l 6l was sleasls, oLl and volume of marketing communications, to make communications more interactive and to customize promotional e e ot ] asld ) L ol il Lo Ll
messages more easily to the target audience, thus rendering them more effective. Ry sl jleslatul w2 (2L)LL Glp o Gladile, iS5 g
Sz & Slels il pazd 5 e b olss sbml daply jiien 5 S Jlo)l sl
{las] o a8 56 sl
, . _ Developing a marketing strategy that is maximally effective in a new or emerging media channel by capitalizing on its U S o sl 5 o (T Sl sreFore b 45 2l 31l S g
16854 3.2.5.6  Define new media communication strategy oy sbeaile, olbls )l 551l ciy 25 | P g q g bilit 9 y ging ycap g . .) o ’ ,
novel attributes and capabilities. Al ansls 1) casu 3l 5STas epbies b ayas slaila,
35 %y 3l BB G g 5 5105m il Ban b Saales ob,L &l 292 i ol
“_gloj,g}.? ‘_gl.mb\;.';m‘ L loawas 3y L;’L'*-LU Lgl.ﬁ).‘l.w% J.AL..«: ..&4‘9464 as u,aj).e alags
Es.tatbllfshlnlg anr:.amewo.rk flor('jcoordlnatt'ed rrarkettlng to mcr((jaaste t:eI profltapllllty(?r(;q mlcreasc?j br?tpd awaf[er?esshat the U sgms oSy 3 S (55, 00iiS s (gl i3 (slag 2 (53, Sliks
) . D T o e - . point of sale. This may include promotional posters on product shelves or island displays, advertisements in shopping . i ‘ , e
16855 3.2.5.7  Define point of sale (POS) communication strate (POS) Al L5 531l (g5 P . : ) s il s Sy e Bois &5 cbolging wid
P (POS) gy St b8 (PSP s ks, stickers on the floor that lead consumers to the promoted product, multi-buy promotions, coupons on sales sieed 5L B e 53 035, < o5 9 bz s 2 0diels
receipts, etc. Grin azgi B oS 2l g (>l (59,8 e )0 (bl slajlnl 5l az LSy (las gz
Wp SSd g Gh9 8 Glojen 9 90,5 Culid gl (6 S el yrae 9d oy 5 alazd o
Lol (231580 S5 ol
Wil oo iSTas a1 aile o cltF 5L a5 w3l bl | 6l o lailin] slaay g, ol
Establishing standardized procedures for effective communication that maximizes ROI, promotes brand awareness 397 S5 ool 1 a5 )35 (o ol Lbls a5 ano oo )1, i Sl 0151
18627 3.2.5.8 Define communication guidelines and mechanisms bl sla 555 5 b Jesdlj92ws s 25 @and respects customers. In its simplest form, it includes a message (what is to be said), a target (to whom the oozl i el (BLS UL aile, G 5 Bus cblre S eply S Jolis
message is reaching) and a medium or a channel (where the message is to be said). g ce Jite i,k az g S dx 4 ool 4> AL polao b auiS iy a3 e
1.00,5 Lol S geanS 5 055 Blasl b Lol jon 5 sl )5 pomaio lbls )| 45 glasgSa
oS ol bl oS Jise (55lelg asliy (s i (55l0Bg Aol 5 S o o g ol
. ‘ Creating and managing a cust.o.mer onglty program. Thg ona!ty program is a key part of marketing, with an ellaborate aaliy L Ll sl o Ll Uy Joles 5 Lais cnir sl 380 4zl b 5 (gl il 55 (sl
18924 3.2.6 Design and manage customer loyalty program olrsie s leldg sl cu pow 5 >,k strategy and process for acquiring, retaining, and engaging with members. Members are engaged and acquainted to il ol 5 el e lodl ol ol s it LaT o s
the loyalty program, thus growing relationship and adding value through the program. ol aslin nl Gyl 5y wliee SRl Ll cnlple wisd oo Lsl g 2550 (5,0l
B9 o Szl 05438
Jloiml (il 3l s soome 3 g 5 ad Ol yie Lid 6l 2la)sile 5 ladys; (ngas
. . , . . . 1ol o yb 5l ecmion b i lawgs <5 15 Sleas b Y gase 3y 5 anlsl
Devising procedures and mechanisms to retain existing customers, promote repeat business and increase the 4 o Gk e Ok P s el R i
. » ... . _likelihood that previous customers to continue to buy products or services from the company. This may be achieved i b oolitul BB slaslinel dacaniss blas il alox 5l > 155 <ol (b i
20007 3.2.6.1 Define customer loyalty program Ol 6 lolog anli iy yas . ) : , Wi b el
by rewarding customers for repeat business by means of gifts, discounts, redeemable "points", or prioritized access a5 0 b olaeilSe Wbz g s Sleas b aolayg, ¥ game 4 o gl
to new products, events or services. 5 Ulpo il o b g aiS a5 5 15 5l Lol g Ll aily anbls o3l e ol it
Tales Cusii g 00,5 Laa> 0 b1 095 bl o wgake (slajloel
AUl a0 S anlis o plais! § o8 o 05 093 cased Sledlbl eud 4 b i cul
o _ _ _ _ _ _ _ _ B Lo ggie Al Lol o cs it sloy )5 (2lo) Jeted Hslaieds ey 5 (loj o oolinal ol
. Convincing customers to register their persopgl |nformat.|on W.Ith the company and be assigned a unique identifier that lyiie simd [¥e ooV abss il 5 0y,5 LS5 & 5255 (6l,e £ito (sl ol 5
18925 3.2.6.2  Acquire members to customer loyalty program obyie )by 4l 4 Lacl 3> they use when making purchases. The identifier makes it easier for the company to track customer purchases. s S sl L 5 h Lit] s | et LSl i il
Customers are rewarded by various incentives that encourage repeat business [20007]. et aulid Ko Sloslil b g wans )13 2550 e s ) g5 Sledlbl wigh & b
&bl g Lo ololy b e blan o ¢ auolizy g |y QU].\,{)})UE) Wilgn &8 8 b oS W,
1S Cugis 1,0 1, 6,y 5 same w5 0355 clis
| O P WD S I | 1 0pN
. . . . . . . . ‘ v .o ‘ Lé Lﬂ.l ‘ .. . . oa . L».c e .[a." L’D‘
Building deeper relationships between a customer and a brand in order to promote customer loyalty and derive repeat 27 A s ke @)oBs S skt n g e s Gres Bl ol
, e business. Besides making frequent purchases, highly engaged customers refer family, friends and colleagues to O 5 pliwgs wolgils ar ) Wy ¢S )3 pogdle YU Jola3 b ol yitie o5 (slaigS 0y
18926 3.2.6.3  Build engagement and relationship with members Lacl b bLs )l g Jolas sl g1req P gn'y engage . amily g i ‘
make purchases as well, consume and re-broadcast promotional materials, provide feedback to the purchases they Slody ;5 5550 0 wims 155k | Ll g solitnl Slils oY game 5l S 5 ,as o595
make and do not support competing brands. S ol o) (sloiy 5] S A 595 5L 395
anlie b olyom b i 5 (ol sln by )0l sloaelp @dlie (2L3, 9 2k
: , , Surveying and tracking the benefits of customer loyalty programs both for the company and for customers. Compare . . . i ; ‘ 7
Monitor customer loyalty program benefits to the enterprise and the B N L L ying 9 . : yalty prog . pany P 9 SlMol sleiing 5 by (IS 10 50 sallzl aline (g,lolg slaasliy L Lo
16633 3.2.6.4 S g Hlosle (sl (5 i 5,08y sl L1re s With comparable loyalty programs instituted in competitor companies. Propose changes as needed to keep up with _ ‘
customer market trends. Sl aalip nl Sgm (o iginf L slawis, b (s3luplan jsliieds p3Y slal o)
T1L 53 593 oyt sl Dl slgni 5 L3, (slagybo L )T dlie ol yitio 5 liogs
Lol slacel g glojbor sl 23,0 oyt sl jglatedy (b yids (5 lolg anli p slas )|
18927 3.26.5 Optimize loyalty program value to both the enterprise and the e bl s s el s ol s oy ) oo Enhancing the customer loyalty program so that it will yield maximum value both for the company and for the patrons &5 Sl 6,10y aslp dgte i ginf T Jalas ol 5 ()b it i al38l 23S e
S Sl o® 9 Gy Slr (S,108g Aol (), (SHwdin : : : : :
customer enrolled in the program, increasing customer retention and continued engagement. o3y obytie w5 0,0 YU 1) &S 18 g w45 0iS Plol s yeb |, myb (n e
{Lonsly anols Jobes 5 asiley Lo b aeon b sl
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1D

Creating specific plans to market offerings to customers. This process group includes processes for making budgets,
identifying and developing media, pricing products and services, managing packaging, managing marketing content

5 b, (Sbds Gladlsd 5 b hL lize Co pae (gandiag o e (Dleas
bacliyy olul p lagloslo gl 3 09,5 (nl )3 (eizran ool <y 5" S5k

20008 3.3 Develop and manage marketing plans <bhb sleast <o o 5 2995 @and promotional activities, tracking and responding to customer insight and monitoring measures established within B o o
" . " . . . o . . . 65,0 ol o 4y (4l i 5 b lL dos] o 0aiiS o pladl LS slaasnl 8 o eulipgas
develop marketing strategy". Additionally, in this process group, organizations take action on plans made in earlier .
processes. Here, marketing and customers are managed and measured along with any supporting materials. Glraclyy os jsbay slosle i cinf Wigd oo 650505l 5 ke o Sl Slge
Sl 1y Lol 5 Lo 3l waws g0 anasss |y azog 5 o s jglas [zl a1y S fil
Olie 18, 5 STy Gromiw b Glojen 9 wiS o0 Copata Ty Sl 5 lgione S oo
fonlai o 2ol 1S 1 b JiL o Shee
oiomiw sl asliasS oloyl oS 5 a8 Blaal oed Bame ob L Il az] s
D valcue sleiso a4 ba e slaJuls s [V o) 28] 5L 2o 2 6l 1) o,Shae
Determining what to achieve by marketing. Create qualitative and quantitative targets. Establish metrics to track T b s e slaasls 5 bl slacuglgl s 6l 1y ob)hl poe S (s
: S . erformance (for individual Market segments [10109] and Channels for target segments [10129]). Enlist the head of el - L L . e iy, €
Establish goals, objectives, and measures for products/services by o . . P : ( ) : >gm [ ] get segmer [ ) ]? SFl p e b a5 aolie (Blaal (nl (raand o)) (6 S peead) 325 2550
10148 3.3.1 channel/seament Sl JU el Sleas /oY gams (6l e )las 5 aolis «Slaal slw! marketing to determine marketing priorities and the related measures. (The decision in establishing these goals, L s S sl o el oy ov] ot s L
9 objectives, and metrics is founded in Develop marketing strategy [10102] and takes cues from current priorities and S olole IS s3lal s ol slacaglyl Sl 009 111 - T oadingas QLI
organizational strategy.) LI EIRVEL GO D PN € S UMPIT NG SES R P PR IRV JOUES T oY Y g
2 Sl g pSoilal Glo s (S el (S 5 gode Gl il aily ol ax Wl
oS Lasein | acuglgl (ol )l e oS L g yjles JUIS 5 i
N S5l il gliwl) jo Glosle ol b lacdled (g1, azogy ol
GFll 4 azg b bl 5l 385 jslaieas mlie a598 (gl lasliy S gns
Creating a budget for th ization's marketing efforts, in line with the busi ide strategic outlook. Creat ool JF el 5 5 S e S o 0 o 5
reatin r rganization's marketin in line wi iness-wi r i . Cr
eating a budget for the organization's marketing efforts, e with the business-wide strategic outloo eate a iS5 o led dle e dlad ol 7 )l g bas jo blie jo 1) ob,LL slaclas
plan to distribute resources for achieving the marketing strategy in light of the overall business strategy. Make cost
10149 3.3.2 Establish marketing budaets LIl clossse - ASSUMptions; calculate the estimated total revenue from the marketing activities against the costs/expenses of these LS aloz el 2Lk Glacdld 4 ) e o 0sS a1 by
o gbudg SR SRR o activitie_s. Forecast _the return on _investment_. Attribute co_sts_to the appropriqte marketing activities s_uch as _ Gl glad g (LSS ¢ cogas Ly, slacreS (b5l bl )l da 45T Slls
promotlongl campalgns,.advertls!ng, marketing communications, PR campaigns, personnel, and office space. Enlist sl ol e S o5 1S ol sy ) sl 5 e cslaojm b ma
the financial and marketing functions. . N
Iy agloju S 3L caiS anglas |y ob 1L slacoJled ui)o § AR RS yaass Jedde
Laales g e BB g Blas |y laanyzn o ollik 5 o 555 b 5 ooy
Ensuring corroboration of the marketing strategy and the organizational strategy. Ensure the organization's marketing 98 Jolo plebl plele 3l h bl s3] Gl 5 bl yon 32U
10155 3.3.2.1 Confirm marketing alignment to business strategy e 3liwl b ol b 3l ! oowes anl strategy/plan aligns with the overall business strategy. Fine-tune the marketing plan according to the organizational L bl asl ol guro HIgeenS S (5551l b o150 aeli o g (5551 ol
strategy. S (gjlwding 5 e lojle (655wl b canlicta
&y ks yee z,Bwe U5 olesle Sleas g DY gams s 2U 1L S a0 aloe
. . . . . . (PRERVELY o Iy b Yo sl Slods g Y Sy yog,d 5
Calculating the total cost of marketing the organization's portfolio of products/services. Calculate the total outlay S e 2> pame Lo 5 S s
10156 3322 Determine costs of marketin L L closs s s N€€ded for promoting, selling, and delivering the organization's products/services to customers. Account for all costs piY o e aples jshaie ) ol b alail, pglas § Lad g (60 3 L Lol pe sloaiyjo
R g SRR EEERE = o acguire customers and Tustain a rzlztionzhip witr} trr:em. Include the e)f(fenses needed for promotional actives, Llo 1) ol lolgriog mse 5 (2515 gladis o os o Ll o Ll glaclled (ol
warehousing, transactional costs, and distribution of the organization's offering. . ) s
g g g 5 S ytie iz LI VIS Jlo )l (g b ks (s1p oS o 4ed 35 e (| oS
_ {098 co )3 ol b bl (6 eSS
S 3l 1y Glojle Sleas g SV gamme gje 5 (92 e lp Lo yge slaanje
_ Estimating the outlay required for promoting, selling, and distributing the products/services of the organization. Add AL o o o lials slacadled e 51 il 60,5 slacalles o e ples
10157 3.3.2.3  Create marketing budget <Lk a>ss ol up the expenses of all activities necessitated in marketing, such as promotional campaigns, advertising, marketing R L ek o LI
communications, PR campaigns, employing skilled personnel, and office space. b &l ks g pazie Ghud S5 G5B 4 esmgas By Sl med (2R
il oS walys ades 353 b IL laanja Ghil o 85 a5 o9 e 950
9 0980 odliinl bk LIS Graeis 6l )lae Slyied oud St ale
. _ o T sl o i s (ROT) ayle s iS5l 25 s ESTIMALING how much profit the company would generate for its expenses on marketing . Forecasted return on oine} el e < LIS 0330 Sggs yokaiads oy 3n s 5 ol il sladzog: s, 555k
17683 3.3.2.4  Determine projected ROI for marketing investment L investment, used as a metric to gauge the efficiency of marketing, is beneficial in revising marketing budgets and L sl sl 5 s i e s o
<2057 gdjusting costs to improve the overall yield. N9 MR (0 S STAE 0919 99 )M 4T (SRDR SIRARIE O 9950 S
sokiieds z)be g azog Mol g laan o (ol cidu Bl oLl 6l ale o cltS5L e Lo
{595 oo oolital (6 )90 4 (238l
o Jolas aS glisSay 00l com im (59,8 g s (IS Ceend (S5l Lade g s
S o bl 6,8 ced g5l o5l 53, Sleas § EYgame yoc a5 > Job 4o,
]I?ette;‘rml|_?|ng elmd rr;alntgml?g/ a pricing (r:necrtmanlsm t_;ased or;]for.ecasftedt sgles_aniitt%attenablles a F:”(t:lr?g equll(llt:rlum Kasle cpl oS (>l adss sladi s g (b9, (b i L o Ty (28,5
- AU . for the lifecycles of products/services. Create a pricing mechanism, factoring in attributes relating to the market, o ‘ o i A,
20593 3.3.3 Develop and manage pricin 135 S8 Sy pie g dxw . . . . ) 3 g aS o | T o Shae asles 1yl Sloas g SV game (slod gl 1) (6,108 Cunsd
P ge pricing < #7235 customers, sales, and the cost of production. Implement this pricing mechanism over all products/services. Analyze 72 2o = ’ T ERD S
its performance, and adjust accordingly. (595 R (IS T s S ko 5 e iisim) S Lol 5 o i) 90
a3 g 5 e ol Ll yd (98 (S 4 425 b aS 0S5y S ol
{romles ol o a3V 515 S Lzl 1) TS Lo Jpams joe Jsb o 1) Jols g
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Understand resource requirements for each product/service and

2 sl Cwad b Jpazme 1o lp jlis)se wlie Sl oluliss 5 S50 Determining the production and distribution costs for each product or service, and each channel or method as factors

Al Jog, b JUS 50 gl 5 Cwad b Jgame 10 slp @598 5 adg sladi jo s
& bgye sloansa 03,5 Gasiie s (S IS (a5 5 Jelge olgicas

20009 3.3.3.1 . ‘ : L L . . .
delivery channel/method Loz g asl)l 3, L Ul in determining overall pricing. 1) ol Cood aslyn B o dg, 12 Goyb 5l s yiin a4 Cods b Jgame po aile, g cle
Introducing fi ol ind ) has di is. to distribut I q tivation to prioriti Ol Bl b (B9,2 ()5 alavly ((BaiSm 95 sl aeids aile Jlo slaggioe (Byme
: . : , L . Introducing financial inducements, such as discounts, to distributors, resellers or vendors as a motivation to prioritize . , . . oL
18948 3.3.3.2  Determine corporate incentives Lojlo (sl Badiee (ppes . , . . . L) 4 Cod plojls Sloas b WY guame (09,8 45 ols Cuglgl 4 Loyl e ody
P e SRSy selling company's products or services over those of its competitors. = o G938 Sagl lapl et 5 sl '
O]
O
Establishing a dynamic pricing mechanism for the organization's offerings that is supported by the number of units in 2530 928 07 sioter 4l b et Gl 9 9655 (g 9 (b Cess b e
10163 3.3.3.3  Determine pricing based on volume/unit forecast o9 axlg slawi b e (asie obel 6 08 cwed s production. Outline a system for determining the optimum price point for each product/service. Based this model on T oo Gt g aniS Lo )] ke sladin 3o g Canas b Jgame jo Uil
an estimation of the volume of anticipated sales for each offering and variable costs. Ligg 90t |, niansd coid ims o g o 5 el olal a4 59 iy a5
39109m g Aingy Ceosd (pat ) s b Jparma 5o puiie sloan jo Ll b g aiS gl
{ales SaS
S yO Slons 9 uY}A?uo ‘59[45 Md w.,..u Lg‘)’ 6)‘;&?%:.9 )U5)L~J L;)L.uodl.u
Implementing the prici hanism to determine prices for all individual offerings in th izational portfoli STy o s, Sl Sy Fyone e S S
. AU, mplementing the pricing mechanism to determine prices for all individual offerings in the organizational portfolio. e e :
10164 3.3.3.4 Execute pricing plan 138 Cand = A A . . Iy odds, I 138 oo 855050 1 com o0uiS dolore 0oy a5 ol gy
pricing p < e b7 Calculate the prices of all offerings based on the established methodology and/or formulaic structure. $5: 1 eod>lb ) 3o i) i b5
coaeine aelgd g W Jge,d 5l ooliiwl b g aS Lol slojle Sleas g OY game S5
{q...,Lo.. u,....uc\p-)l.&;sd,.so Oygod |y Cwdd b Jeame o Celd
Sk g (ol slaces jTosl il gs s Slulil aa l (S s 21,0 (205
Sl it sl (s 45 b sesslatsl palls b ples L (86, o 4355 0 5l
2wy il Gk ol 1) )38 s b o Sloe {wlion 2529 4 Lo, 5l plaSen sl
Examining the efficiency of pricing with the objective of identifying any divergence from the equilibrium prices and 9 Szt Cawl 00 Jeol> das (slacied Az 10 a5 (g ie wda Lol b g ael o
N o avoiding any deadweight loss. Gauge the performance of the pricing plan by tracking growth in the revenue and/or L oLl slojle cless 5 oY s b g 5 eadsbonl sg (slargs &gty
10165 3.3.3.5  Evaluate pricing performance 6ol cwd o Slee 2Ll customer uptake, secured as a result of new prices. Measure the performance of pricing by periodically checking the b s st LIS S i ] N 5 Ll o] e
profits generated from the sale of each of the organization's offerings against the backdrop of any events that may OPNY Sy el 2 Gy Ol Sl e 45 alge g Lol 0295
have influenced the uptake of a certain good/service by the customer base. PP CIVEPC NPT ENCUNEJ 1 INVET WYY IRVEL IR ERA A CRART g R
L.;,ojs.\.u.fJL,.;o I) (& yiin iz g .ui)oﬁai.x? slcwd Sl b scue oy
29k Sarm Julse 4z g 03,5 sbml sgw (e 4z Cwosd b Jpare 1o oin
{ailas oS 31 ] qlols
5 WY game sled gl dlaais gladeed sbxnl Baa b (5 a8 cwd 595l Aol
b oS oeaisl 1) ()38 Cund S g3l g e i Ly 5 (51000 (55l S50 g Sloas
Refining the pricing mechanism to create equitable prices for all products/services with the objective of maximizing Soolitul U 1 olajle Sloas 5 o gams (coled Crand 5 by o Stand Joles 4
) - . . the profits and/or customer uptake of these offerings. Reconcile the pricing mechanism in order to achieve equilibrium .
10166 3.3.3.6  Refine pricing as needed s O ygo 40 (6 IS P , , R : : s - 551 2] Lasgs ooiobul 6 yiiie i b dgw liee o 5| Lol sla i
pricing S TrE S pricing. Adjust the prices for all of the organization's offerings, using the insights gleaned from examining how much SrT e /‘5 ] el ’ J@ “5‘ o
profit or customer uptake is generated by the present pricing strategy. 45 95 Dol (gy5b |y (NSl 3l s el Jaaas (b 5SS a3
5 S ol | (g i Jlatwl b dgu (9 yidin o 9 2l Jolaie g dilaais po biw.d
oS oulas 6lalST & o 1) ladeesd (ol yiine (2S5 g B b (ool mmlis (sl
. . e Managing schemes that offer lower pricing for a limited time as a promotional and sales incentive when launching a 5 Sk Gt Olie ]y 65 0ml S dgaze Doe sl a5 plag b Zy e
11495 3.3.3.7  Implement promotional pricing programs Slils ¢ i glaaslys o2 ging _ pricing p g o )
new product or a service. i o )] aydz oot by Jgae oSy 42 o) )0 «sbad
a it e 3 Determining the optimum consumer pricing for each product or service at the point of sale, based on production and ol 2 Ghg )8 Al )0 Caoas b Jpamme 2 (sl 0SB pan Al Cod nd
11496 3.3.3.8  Implement other retail pricing programs 3,800,513 s slaadlip ple (g5lwesly distributi g ¢ P d estimated sal P | 9 P P P ’ o
istribution costs and estimated sales volume. odidy5l g, e g qued g ddgi slaanje
Sl gl las b O¥game 4y ded OMawi b sos slacwed acass
Slyig,4 DY gass 00l (goolSl 5 LS LS jo 1) wax slacw,d. L3 4l slbiw.d
. . . ) ‘ ‘ A§S|gn!ng new prices or pricing adjustments to p.roduclts or services to rgplace the orlg!nal base prices. ppdate the 5 Sl Lot e il 5 s Sl VLS aoles ko 5 1 abogs e coledllol 5 aiS
11497 3.3.3.9 Communicate and implement price changes Cend Ol Jlesl 9 Sle, oMbl prices in product catalogs and databases, and disseminate the information through all involved distribution and ol oSl b o clar Lo o LS ol B s el
marketing channels. e 1) 02l b ol slacuasd ol 095 ool 42l (216 2nles
ples o 1y s g oS Cowl 1) S LI § lapws Ao W ,l0% L slocw.d
LS 12l 9 A5 (L)l g e )b o JUS
. - e Obtaining internal price approvals and governmental approvals that are required for licensed products and for 5 j97me hls DYgame gl jlisyse (g sladsanl 5 cwd A5l gladanb 35
17684 3.3.3.10 Achieve regulatory approval for pricing G5 cwed sl (Gl 400l s 9 price app 9 PP 9 P ’ ’ T
products that can be reimbursed by the government. Akied g bawgs anje ol b sl il Jeedn a5 Y game
Ol ks S gslasloly 5l e i Oleas Jpamme Sl gli2l s Gialesl «slupgeis
- . , . , , . o b oS oo ol | &l 5l alaide lesle 1) culy oo anlsl (lieen aiyl )3
Conceptualizing, testing, and executing product/service/brand promotions. Once a promotion has launched, this . = C ’&.) "J O R R T 4
process continues as the organization tweaks parts of the promotion or chooses to use ideas or lessons learned 5 ol ouyl slacled 5o gl Jsbo 5o oadaizgal sloays b baonyl 51055 o0
20010 3.34 Develop and manage promotional activities Sbls slac s oy s 9 4swgs during the promotion in future activities. The promotion's performance according to organizational measures is also ol ghnl )o 058 e byl sl cnl )0 5 Slejle sbaylss b Gllas 2l 5 ,Slas
evaluated. in this. process. Determing early on whether you need thirq .party help with promotion. Purchase lists, 6oy | e 5 Ly g o 5 s sl s i SaS 45 LT a5 aS asi
consult with social media experts, hire seasonal staff, or pay for additional research. ) . , ‘ ‘ )
Slp b oS slasuisl Cdge (65,0 S O jgine slaizl gladils, laasie b was
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Outlining a conceptual framework for all promotional activity in order to create an overarching aspiration and ensure
. consistency. Create a plan for running promotional programs and designing the associated activities in order to

S5z Sy obml jelated Slils Glacdled olod gl (sospie Coz )l S (ngaS
sloasly szl slp (2ib  Sleks slac b 5 leply g5luSialon § S i

sbml (g8 (AR padonss (l3 jshaeas s e slaculled (ol 5 (Sl
Az o oo 1y aadled ol Slasl 4 Slaws e 48 Hlojle aiS astine.auS

10167 3.3.4.1 Define promotional concepts and objectives Sl Slaal g eanlie iy ya5 A, : S o L . o S rgms ol eolinwl sad ola JUIS ax 5l g ails e jlil 4 e ) olaply g4
P P ) < 5 M5 2 increase visibility or sales. Determine how the organization quantifies what it wishes to achieve from these activities, b o e ez Sl W I A &
what sort of messages the organization comfortable publicizing, what channels the organization wishes to employ, etc. <5, Srde ygai s Saa S 5 bl aea b oy jles Ay wgz )l g (6,56 A
Az plaS ;o 5 098 o 2l Slds slaasl p az 0sS asrie arils Saleal g oS
G503l 43R CuBign wiS polae BB 5l 09d piin (B985 b paonns Bs b Sleludl
{058 00 plonil o Ul az ) Sl 5 ool jLasl BB plaply ax w93 o
095 &5 AS A g paisee laasly ol ie I cdse sl 659 laply (ngas
Developing the central messages for a segment of its customers. Craft concise statements that position the value Sy aee L1k e sloadads Joo | Slosslo¥gams I S o S5 S5 solitay
10159 3.3.4.2 Develop marketing messages <Ll sleply axwes proposition of individual products/services around the pressing concerns in the market, thereby showing how the ) el cemlin b yie (6l lojle Slolgiinn aigka a5 ams ylis &b ol
organization's offerings are the right fit for the customers. 15 L5 45 damgty S50 4 olisS e oiny 1 Sliaks ol (slopley cyidss
{iomgl Gl 435 e Lz g WS oo Jo | e 3l (JSie az Tado Lot Jpama
3l st 09,5 .| o 4y b1 sl 3N Colan (gl canlie Clblore s
zhw jo 1) ol ie calie oy )5 . Wigd (6,5 Ba b oS 0aS olulis 1) ol i
Determining the appropriate audience to direct marketing efforts at. Identify the particular group of customers to R axsle J5 ol g0 45 008 oolitl any Ao Jelow sl e by Sl aeiS S 05
10160 3.3.4.3 Define target audience Sae bl a5 target. Discover the appropriate customer groups at a micro-level. Use techniques such as segmentation analysis, (s 99 o S ateiie BB 4y 5 L3, b S liurez slo Sy ol
whereby the entire population is sliced according to certain demographic or behavioral attributes. G (5 e Sl ax iads 005 asedie img t ol il el cmslio cdolis s
2y Ol 5l B8 9 SsS (glrog )5 guinaiws oy, 5l oolaiwl b wisins Lo
i ‘{:.df.-lfldbli—‘%éf-'f-?dbx:’ﬂee)U—é“wb{"
0P 55, 2 ol 5eiT s (STl SloimeeS s Woasl 2T 6l (>0 (2o
plrdl bk slacdled (sl talojl slapygasl 5 WS ngas (2l gl el igad
Az laugi g xS gloj 4z aigSs SLls oS 5 basly auS jastie.aes
Developing a scheme for executing the promotional programs and campaigns, and testing these on sample Glaslgiin Bpd 4l eaiiS G pae a5 oS b olaggiedigd oo Lol SLuS
' o audiences. Create a program pla.m, and carry out trials for promot!onal activities. Devglop a scheme for how, yvhen, Sl b 48 0 1 1, bl slatali s 5 iglS (slmog,S.asS aclite b o 5 oolajlo
10168 3.3.4.4  Plan and test promotional activities Sbals slac s cws 5 63,446, Where, and by whom the promotional schemes and campaigns will be deployed. Design incentives that convince or el ol 515 asS o 150 L | ban ~Lls <
tempt the consumer to take up the organization's offerings. Conduct focus groups and pilot programs that reach out TR RS o (2 0 BN BB QB Sl (509
to a smaller number of people from among the target audiences to validate effectiveness. 2SS (slyal a2 s 1 SUls slaaslp s 5 (b 1 s f 09
5 oS 2hb Ol glogain ol 12l ouS dx lawgd g xS o Slej az 0lS ain
45 Wgd ytelae B 0sS o Bas o)l il (S>9S 09,5 (59, csbol syl 5 b
. {...\.{bé = u‘u?
oz b .oyl s a5 0,50 slo i 4 (o yiws jolateds 5L jo Sl slaasl, (s,
e b)) sl il 5 @3B} Sl oy S (s3lmo0ly 1y (Slickss sl 5
. , . , . san Lbbe gl |, oS 15 b wiy o Jpame b ¢ Jgame o,b,s Sledbl S3e Ll
Executing promotional programs in the market for reaching out to the desired customer segments. Implement the SO sl S Ak iz J e 7S
. . . . . . . Jostw! .oy 0480 Lig,800 5 g Faig 8\ BacS au e b dalg, 5l oS ol
10169 3.34.5 Execute promotional activities s slaedl ol promotlopal schemes and campaigns. Create coI.IateraIs. for the d|s§em|nat|on of information apout t.he pr.oduct, 9f 2 Ok Ol 200,> 9 9% <O &9 b g, slhas
product line, brand, or company to the target audiences in an effective manner. Leverage relationships with 3 e 1) SLuls 5 ceges Laly, ( o>b o i asle glad,> Slass (5,5 54
distributors, vendors, and retailers. Consider enlisting professional services such as design, PR, and advertising firms. e colie bl ol S I o fs S 1, ik cslaeli s s} oans
Som My caass ks O)go 0 5 anS eolitl (6 055 Cagl sl 150 Al
Lowy Ban bl & 5 5k baals by o5 0 00
by [ leadld cnl 56 aS ple s 5k ) Slels Glaasl p cuddse b))
5 ooliiwl b 1) badsli g oyl CsiBgo t0uiS oy |y Sl slacdlad o Slas 0isS
Evaluating the success of promotional programs through metrics that track the impact of these activities. Examine the ., 5 oaobnl 3B pela L s 3ei el e JLiul Glye ooy flis a5 ola Loes
, , erformance of promotional activities. Measure the success of these programs through metrics representative of B .
10170 3.3.4.6  Evaluate promotional performance metrics 5bals laasl o Slee slansls oL P . . . 3o,b 5l il sy il o) bbb Slblgiing Gk ) aslye
P P e SRR U S customer uptake, market penetration, sustenance of impact created, revenue growth through offerings marketed, etc. Sl ‘5”5’” et e A = Sk -’
Measure through primary data collection. Analyze through various statistical techniques to generate insights. Sl (sl bl (gLl laSiSS Ga o 5l ) Laesls g sasm0 plowil adsl slaeols (5590 5
Shoue slaosls b1y Slids slaaslp odly 51 oS Judo g a0 oyt
{ lodgs 3850 Wi g xS 0usS | yaseies (¢ ko] | fdoes b g dumtiws
&8 es o)l 5l Jol slo i 5l 6 S ose b Slaks Glacadlesd (jluase
. : . , . o e ol 3 5 b yamaS oz ,b 5l cols sla F5g ¢ S oL, 465 2 yuizmad
Fine-tuning promotional activities by employing the insights gleaned from the quantitative, as well as any qualitative, IR S Bome b ol sl fte = BT eimen 5 5o
) . . erformance evaluations. Change certain attributes of the schemes, campaigns, and programs deployed in order to 3855 Ll s o LB 51 aS ola)lae ulisl o conds sl 30 ol381 jslate 4y 1) o 1,2
10171 3.3.4.7 Refine promotional performance metrics Sl laasl o Shae slaazls #OLo P . 9 palg prog ploy i .
increase the impact generated, in terms of measures already agreed upon such as customer uptake, market 5 Jeol ael o a5 oaolonl 5 pglad 5l 5o 3ga5 ¢y e JUdiwl oums pois odds
penetration, sustenance of impact created, and revenue growth through offerings marketed. ol 1, lialss slaaal sl ool gl al s cime} ool cslooloiion
{090 o aalo 5 b asyiine Oi ol 31l uss
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Incorporating the understanding developed by studying promotional activities as well as refining them. Include the
best practices and value-enhancing attributes identified in Refine promotional activities [10171] into similarly planned

alecironic Busingss

5 bogads oy e ol ol izmed 5 Sliks slacdlad asdllas 51 Jol> 5o aléol
Aoz, b o 1, [V ] Sliks slacudles ol o onds slulis 133l 35,0 sla S
Jooni laigSa 1) Slls slacudlad ailuSs alive 0aiis i jaelip slogyeS 5 laasl

10172 3.3.4.8 Incorporate learning into future/planned consumer promotions NCSLIW w5 540l 51 Slks slaasl p jo leaisgal (5,05 54 : . . - . .
P g P P D Srae CIAGHASAS] P adely 2 eEanl 65 schemes, programs, and campaigns. Adjust promotional activities to further increase the effectiveness of the overall ., e, 5 lows 5ol ine} oy Gl oyl ik Slo i LIS ok i1 o 08
promotional efforts. G (slacraS 5 ladalipy po 1) (L3 Slils 0gm0 5 (o) 5l eaeliwsns glaas 2
_ Lo o ) oliks (5 )88 5 dagy T 23lol b g usS Jloe!
ol 58, 5 byt coimd 5 IS Sled slonl Bua b jgmecs i slajlne S pacs
B . Collating all customer-centered metrics. The objective is to create a big-picture view of the customers' mindset and sl xSy 1) (s ynio b Las o (sl jlons dom (i | oolejls (slaslgiiin L Ll I )
10153 3.3.5 Track customer management measures & e S e sl lxe il their behavi rtaining to th ation's offeri ) ‘ o .
eir behavior pertaining to the organization's offerings. olesle Sleas g Y gamme 4 Cans b i )b, 5 156 5,b 5l xel> s b asS
{a] casons
Ll bl )l yoe Jobo (b delyo obmal )0 bagyl o Lawgin 9 it 510y Gliee 95912
o I e . Lol ol (gbvolgidon a5 b yiios 9 ol ee (g 3bus oS 8lp o lrs 51 bl b
Estimating customer loyalty and the average contribution made by them to revenues, over their lifespan. Use metrics oaliial plashe slosleniag ¢ e dead Olien ilisn sl bafene ST Ol b
. o B _to quantify the commitment of customers to the offerings of the organization, such as measures of tendency to switch = =555k Ol e Cumdlolaad 0aiS el b W eesd 0 hled sloasls alox 5l
10173 3.3.5.1 Determine customer lifetime value S ymin yoe Jobo o))l (ad . : . . . )
brands/providers, number/proportion of return customers, and the number of customers using multiple substitutable 0 dloee i} S e oolitul Sl BB slgriy cpais 5l aS Sy sl
offerings. T T . N L
g L ols a8 oo adss lulp walys jod ey Jsb 5o 5 wlaion jlolig Lok 4 (g im0 j0i
_ i {W e LS*‘"’TP 96,88 glaali b
@bl jshieds plojle Sleas g SVgame (99,8 5| Jol> ol ys (b el
ooy, S Ly ol it (sgm 3l el 3509 4 bigrye slacsls o1 55 s92ge slanis,
Analyzing the revenue stream generated by the sale of the organization's products/services in order to identify trends 6ol oo 05i olulis lacdl o L g oloul lagSIl b oS )y 1y by
) therein. Examine data relating to the inflow of revenue from |nd|V|duaI/g.ro.ups of customers in order to identify ) osliiol L eams ol g b sy o Lot alaii 5 aidly i asl,o ol 1,
10174 3.3.5.2 Analyze customer revenue trend obyiw 3l Jol> walys oy, Llw patterns in the generation and sustenance of receivables. Conduct statistical analysis over the stream of revenue GAAP clos fatbs 2 s i s sl 5 e e i
collected and the point of origin associated with each unit of sale through metrics such as the accounting rate of las bl Gk oadpluled aals (lulos Sl 25 wiile plaas
return, the GAAP revenue over a given period, and customer lifetime revenue. Job 3o 1y byt soalo slasiy, ) syt s Jsb salo g cone 0,90 S0 5
1y salyo 65l g obml slagSIl ( Jlo slagasli g laosls Lo b g oS oy 2 oo
Iy olojle Jawgs azd sl b it a4y sablass )l i Connd a5 Hlo asld il
Calculating measures that capture the proportion of customers the organization is able to retain to those it is losing. [ 55k Gl S g 0008 el [ 5esS & hled aiile il lone a5 oo LS
10175 3.3.5.3  Analyze customer attrition and retention rates obyie Las 5 3, 75 s Compute metrics such as the tendency to switch brands/providers and the proportion of return customers to et gd plelid (g i Lk g i, Slogy 0 S5z ge iy, B aS dlo
comprehend the trends within the customer attrition and retention rates. 5 Sl 4 |, (s e diz 45l (g S el a8 yiie ) 5 ik e dralone
1op] Sl 55 5 by o 2 038, 4 0l 2o ilad (g b ool s S i
sokiedy lojle slasloiing a4 cons ol i (1S g 5L38, slo Lxe soled anlllas
50 aolauw slaaiws ‘S.QLQS .LDQ] 6)'5[“-‘**4’ Lchtsji” LSJL.JL.M) 9 G‘ esow
Studying all measures of the customer's behavior and conduct toward the organization's offerings in order to glean o)) cdais (g lolig b b po ools bli aiS )y cBoas | b i oL mlaws
insight and identif tterns into their ision making. Closely examine all categori f dat ts over tomer . ST . .
. . N insig and ide y patterns into the decision ma gCosgyea e all categories o daagesqeacg@o e g 42 s 5 aaly ol anls S b |, e i, g ol o < oo
10176 3.3.5.4  Analyze customer metrics s sl asls =5 base. Analyze data points related to customer loyalty, retention, value, conversion, level of satisfaction, attrition, etc. 1 il st « o b e - 1 NS b s
Flesh out measures for an all-encompassing analysis that provides a macro-level picture of the customer's behavior LTOMI DhedZ 5 ST gATe & coed QRS R0 5 B IO Sne B
and mindset related to the organization's products/services. S B 0S| byt 93,Shos 5 (5518, sl asls aen n | o9
Cand (6 ke 8 g Ceridd Sl gl g (IS (slod ST g 258 astine oyl (5 S e
{od
9788 yuten slaan T8 oled gl sl g Blawl da g5l sl sases b)) g (sl
Reviewing and reappraising the strategies, objectives, and plans for all customer-centered processes. Revisit all Lot s e eodz b b e e 55 et glacallad  Leay 8 sols
10177 3.3.55 Revise customer strategies, objectives, and plans based on metrics Laasls oulul 5 jemecsiin sladsl g Slanl o s551ul 5,555L customer-focused processes and activities--which relate to their acquisition, conversion, and retention--with the 2L b cliie 1) p3¥ Oledlol aiS (6,550 ol i Juloss (ulol 5 o] 2dlol Gus
objective of revising them in light of customer analysis. Revise accordingly. 58, 5 Lnools sy 4S5 L 1,y 5oos s (sloalip g g3l ol oimy } g ploni
Ll Gual8l T s 31 6 0T (oo, 5l D 53 5.00,5 (il (o
. Reviewing and responding to customer feedback. Create tickets to initiate bug fixes or to propose feature updates. (Slosist St b SVl &) 5T sl ol s sl jsil & (58l 5 (il
16613 3.3.6 Analyze and respond to customer insight e slo i 4 (1STy 5 Julow . 9 P 9 9 prop P o i
Monitor and track progress. IRVEL S PR ] P SRR AR O J DU VEC G E FEK SR A PO B
Uil leas g Y gamme gy johiteds celaia] slaaile, o lgie jLasl oo ,5 JLss
4 5 El i a g bl 5 s ynte oS Lt aliEl el e b falsd iy Sl 2l
_ _ _ N . j Following postings on social media to promote offerings, raise brand awareness, interact with customers, increase sl i gl 5 S 8 Sl L oY a0 s Sl s s
16627 3.3.6.1  Monitor and respond to social media activity sloizl glaaila; glacls 4 o555l 5 Lol customer engagement and brand loyalty, respond to queries, gauge sentiment regarding company's products or Gl s Ll ol ol st s et -
services, and to derive customer insight. Jos bty (o s Gl Bl 5 Jals sl (eloizl sloalin o e b spmy s 0
AN/ FOWPYRRVEL SUNCSURN FICR DN FPRVES S FOPOR JETCIVRVET g U I B JRCH NN L IRV 3
fromlizy 1) (lialajls 5 03yl Lad &y Comd (pu> 4% 05 50 Sragdhy 05 ly>
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Examining user activity on company, vendor or reseller websites to improve traffic on and to the website, improve
user experience on the website to simplify purchasing process and encourage repeat purchases, and to increase the

[Cadbs

s5eds (03,8 sla Sonle b (Baids 8 S0 slacolucs jo ol
Calucg adionss Gl Giali¥l 5 (65,55 gloy 3 4 Bigid 5 2,5 an 3 (g5lwesls

sloasls I lgiee (ol cudlad 55 0slwl (6l 92 gian sloygige gl o

16614 3.3.6.2  Analyze customer website activity olwog o ol e codlsd L site's visibility in search engine results. Various metrics can be used to measure user activity, such as number of 2 e Slejae LS b iS5l ol pl8 sy wyas 5l slaws asile alise
users who are new, returning or unique, time spent on page, session duration, bounce rate, click through rate, ool Lo o (gl lone sl g oo 55 5 SelS 55 by 50 il (o itk e
conversion rate, and others. o i .
o ol S50 a5 428 o8 b 0 ol | by 5o olp)lS L8, ) 08
S8kee 15 8, 5 (Sl sla sl jlesliial b w8 gy (Rl L i ST
foad co I lS Lo s ods o coluosa
Conducti I t t hasing habits. Detect pat 4 cateqori based - 210l g8 @bl 1) LUl L yiie w5 Shle 225 gl ool plox
. ‘ . . Conducting analyses to uncover customer purchasing habits. Detect patterns and categorize users based on similar o e ) , ..
16615 3.3.6.3  Analyze customer purchase patterns 3kt 0,5 (slagSdl oo 2 : L . . . . azu,b « oldl i Caadae ( BLLC mer Dbl lin glo )L, 5 b Sy uls]
y P P © > s characteristics and behaviors, demographic information, geographic location, search history, etc. R e e SR 3 SR o
Smled (Gandilnd 0y g g2 g
KCOURY ul&».L«.) 9 .,\_;)_> ‘_QLQM&J W d)b‘jam ulbLe,.m.\.) 6‘)" @LQJ}A)S bl?u‘
. . . i Creating formulas for personalized offers, purchasing recommendations and targeted advertisements for customers 2SS b gt [120] (L3 oas Hllis w3 Glagl alal ol it sl
16616 3.3.6.4  Develop business rules to provide personalized offers oo g g Silolgiin ail)l gl IS geunS aelgd g gro rp P 9 9 ) . . . _
on the basis of previously detected purchase patterns [166135]. U ogd o>l oleJse,d g aclsd wiloas lulis Wb a5 gay,5 5 (5,18, slagSl
{.00,5 @3l] aiedan & ygods (5 i o b calite Slils g raogs daolpiin
Ol 4 yoeie o az U aS ol roriw (gl aiedan sbaolpiinn ciou)l e Julo
Slossl gl oo (bl b w3 aiibe) Slaisjge il plonil Lkl Joos Cans
. . . G958 SLolgiti oS (e IS g wels Ly 0 ol Toams | ol ytee 0,5
Monitor effectiveness of personalized offers and adjust offers bl g lasleidn frass g ondisilucated slaskiin 25051 b Analyzing how well the targeted offers perform to see whether they result in an increased conversion rate. Reanalyze . o . . .
16617 3.3.6.5 . _ . . . . Fowsu bl eabadlyl gl U anles 2ol 1) b i 4 Sless g Y gae
accordingly saslewsa, mbs the purchase patterns or modify those business rules that are produce effective recommendations. ) ' i
Oyt iy agy3 el Ladly gl pased (slooloiing L aS oy i} g
{a Ol 1y laolgainy oide 3wl sleiing (g i o 4 S |y Jeamxe
0570 . Sled> g OY gamme (gAdounn (Sl Ol pewlofy ddiay B0 0,01 g Ty 0]
0ds LSS ol sloolpiing 4y a5 0sS el Gl | Gleas § DY gases (guiaig
(Se5 S Sy 0ed eal® osill (b yiie 4 gl peie b5k GGl 5 s Lo
. . e . . : . G ] S 55 a5 o 1) Sleas g Y game (55wl Srdpolud ol
Creating, executing,and administering a strategic road map for packaging products/services. Determine how to a i A, ’ ’ 78 Jg 5 iesled Ul
o . . . . S eyl 1) anains i glaan ;5 0S8 Slead 5 DY gaze Gandey
package products/services into finished offerings thatcan be directly marketed to prospective customers. i i
. - : . . . . Sl 1) oty cotie 4035 WS S pslaex 1) endles] slaan I 4y gy e 5955k
10154 3.3.7 Develop and manage packaging strategy Sty 551wl Cy paw g axwgs Consider physicality, perishability, and shelf-life. Develop a strategy for packaging products/services. Test 5
. : : . g (2bll slaoje> Gle (Saalen 5 (5 en anled siludinge 5 Lol 1,2
alternatives.Collectfeedback. Refine the option chosen forexecution. Have marketing, product development, o ) ]
. . . b angd 15l Shles ((Jeol g B oS 185 1) el 0eony 5 Jgame
and supply chain functions work togetherto develop sound packaging
Ol o8 5 (o3 la Shy 4 S ik oolel 1) Jpame jehaz a8 jasine i
Sedgi s bbb e )Ken by S Hl S Cad | ey 55 S axgs
: LERVET S FEN PPN A I N PE PSP o
S5 ,BaT, JB 5 Chos 5 SVsams Goiiins 0555 @l 0 P! o, aads g ol
9 oS 5 o9t slp pateie g5l ol (Bl (5 slogm 4S5 slaigTa (gllas
g ashl BB olpriy G 4 b oS lb lojle Sleas § DY gazes ail)l 5 (gaiain
Creating a strategic road map for how to package products/services into desirable solutions while increasing Oyt Slion S5 gl b bass plaS oS cwy p igd bod Ll o (e ,8 LB
. . profitability. Creat'e a scheme for how the organization will bundle and wrap its produlcts/.sewlces into a presentable Sl o) lizan 6 yidee 5 5] Sl yme 5o g A e bl el sl |, el o
10178 3.3.7.1 Plan packaging strategy saaw 31wl 65,4662 and sellable offering. Consider what aspects or components of an offering the organization can extract the maximum 5 Bl ein il LSl L ST s ol i
revenue from, and reduce the less profitable constituents while maintaining a high perceptible value for the ARz Qo e e 5 390 3Lt plee s 2l g szl e
customers. Balance maximizing profit with benefits to the customer. oS 0ty st g 1oald) 5 g slp st Tl (S e oS
Cald) 509w (g 99d CukeS Cl azgie (g Sl (g WIS 65 1) SgueS sla i
foilo Jbo lolescoie
bl G leolatwl bk jo el gunding Dleds 5 Y gams Liulesl s,
Jyame sly S5 sloog S aiile o is) 655 S L 1) alejl gl - bl
. . ) _ _ Piloting the packaged products/services in the market with a test audience. Create trial runs using techniques such as ) S ol g o all)l golgring slaatan LB 53 g oud ganatas oS Sl
10179 3.3.7.2  Test packaging options Sy slodsy 35 Lo f f the final oroduct d and bundled ) o .
ocus groups of the final product, wrapped and bundled. o B 5 oS 5 O ygods v g Wlodd Gabdtey v S ) ol Sleas g Y game
asye 3l 3L oS el Bas b i 3 25,5 b cdigd oo ad e attine Slgiiny
oS ololes 1) oMol BB blis o )l sBly 3,035 w03 S
Jolo slaaisgol 5 o i & 4255 L 1) (ot @5l ynl - ol sanaing iluosly
. Implementing the final packaging. Put into action the packaging strategy in light of the insights accumulated from st 25k 2l 2 gt S L2l Slles &gty it slaan 5 (5051
10180 3.3.7.3  Execute packaging strategy i (555l (g, t F,: g ti P ging P ging 9yintg 9 o T .
esting various options. Iy gy o5l pwl calites sl Jow s 3l Jol> gloaimgel 5 gl 4 azgi b omy
Lol ol 1) ol somdins 5 05 Joe
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5 ol sla i 3l ool b o cy505] g ablynusgs (it Dol 5 (53lokings

10181 3.3.7.4  Refine packaging sswas ool Fine-tuning the packaging that has been developed and tested using insights gleaned from feedback. 5 580 |y (aiding Wl 5 o al> o 40 a5 Sla 4y axgi b i) Leo,e5 3k
reation of a plan detailing how mpany plans to execut ful pr t rel nd promotion, an Jyame $ige ad e aigSar LS 0 WS o0 g pA5 350 jebay oS slaelp (2905 g Slm
21425 3.3.8 Develop go-to-market strategy b s ad e (o551l (g0 CI .ea ° | o. a pla detailing how a company plans to execute a successful product release and promotion, and i ) o -
ultimately its sale to customers. 5,8 dalgs Ll 1) b e a0 9,8 Coles 10 5 ol gy
D98 Ll g 5leT Gua b g Slu,edbl g Sluls slyize b Jgame Sl gy sl
. . Lo Creating descriptions of products that are promotional and informative in content in order to initiate and increase ) a8l e pglas Jald Wilgs oo 5L D90 53 5 Cesl oyte Jalis b lL (slgione
16629 3.3.9 Manage product marketing material Jyaze ob,Ll slye <o pae les. Marketi . ‘ ionally. | ‘
sales. Marketing content consists of text, and optionally, images. a1y Gyt o2 g oay 1y oY Sledlbl v 4 0sS o angs DY game ly (Sledss
{05800 JooSS ngai b g3l ©j90 58 5 ol (e gman lgiome ol 405 sl 5 00,5
Producing or overseeing the creation or acquisition of photos, images and graphics for a product description, b bl (Jpame rogi Glp LSS g pglad douSe agd b sbnl oyl b adgs
16630 3.3.9.1 Manage product images Jyame polai o poe advertisement or a website. Like the copy [18131], product images are chosen and edited to enhance the product oy b Nigd oo Linlpg g ol Jgame polas [YMYV] (e silen .ol
description and to convince consumers to purchase the product. LS ok S 4 | EALS G e g 00,5 g |,
s Jolds wog ambo b Slads (Jpame o (5)lbgs Gidu ol p o)las b U
LS>|).|¢ Lg‘d..:}fé\; LS’LL;.L\J u’,‘..c m.,_Sb.L.; L: ..\3].3 Sl 9 Js.am 6&’;)’5 ‘ul‘ Al
Authoring or overseeing the creation of the textual portion of a product description, advertisement, or web page, loslail a1, ogilly llay 5 azgs g ams asl) 1, Jgame o)l o3Y Sledlbl a5 55 oo
including the headline, body, product attributes, and brand or advertiser information. A copy is designed to provide . , .
18130 3.3.9.2  Manage product co gase e Glgiome o pie , ’ ’ ’ ) ) coluog o Gl woluwey oo oS 5 au,p 4l bl as WS lass g s
gep Py Jrame (e sliize Sonde o rmation about the product and to catch and hold the interest of prospective buyers long enough to persuade them TS Ol ST ey o e HoT L BO 7
to make a purchase. The copy of a website is called its content. Jpaze (5yme b ai o (yste plod S pite b (yiigh Joims (im | 39disn gmaino
Syt g i |y gyt oo g 0 e |y Jgazs ply o cogte O U st
{ass
Ay ofy 4l hg B 0jex 5l (Slutin g Culan 6l p pasie Sllee laasly (g
)50 58 st Ll sl (9,8 (PRl sleesls el Jols S s 5 1) (59,8
Developing concrete plans for guiding and providing support to the sales function. Chart a road map for the sales b sl (sl olatdl 5 Kusk b b 8 Lie olowsl b 3 Blual paes Wi
10103 3.4 Develob sales strate . function, including an analysis of historical sales data to create forecasts for anticipated sales, forming sales targets, cin e cladled foins clo e sl nt o omle ol AmSes e
. P 9y 92 PG £4rging partnerships with other economic agents to boost sales, devising a budget for this function, and determining PSS AT SR ST G AR o5 T T S
metrics to measure customer management activities as well as progress in achieving sales targets. sl L a5 0ty (9,8 (sl (Bt o} g8 Sl 4y (plits o 28y
ORI sl LR b g)Sen ol st (s (s Jell 43S glaesls
sl (s mte oy poe 5 Sty ot 6l b als st 5 omazon (g3
U G855 5 b gl Sleas 5 S pame s sl 98 Srrcier 29
Developing a sales forecast for the organization's portfolio of offerings, bearing in mind the effect of promotional slp Sl sz Gngin woz)le 5o Lol G b 5 Slels sl
10129 3.4A1 Develop sales forecast b8 ot o2es events, and fine-tuning these in the context of the new forecast. Estimate the future demand for the organization's 8591 Slds cdlad 4365 o ¢ (Su )b ledlbl Judos b 1) lojle Sleas g &Y game
products/services by analyzing historical information and any promotional activity. 00y ] SLoli e « links sladol s ,u3b 5 ALEAS (gl o5 & drgs b iy} S
1008 oo Gloyioi b conliito (599t sy 9 39 g0 035 (oSS
ol (T ptd e pd o B 0 g8 sla bl 4 by e Sledlbl e (555105
hedd b Jpammo az 0l Cod S lonl wadplasl az 5 5k 4z )b lagh)l
o . ' ) Gathering all information al?out sales orders into an inde>.(. Create a directory of all gales orders, whether open or by ez el 00l byl S 4 o i (g0ls A3 o o0l b i
10134 3.4.1.1 Gather current and historic order information w5 5, ol law wledlbl 5 5185 those which have been fulfilled. Track what product/service was ordered, the quantity ordered, who ordered it, the Lo i b L s i
delivery date, the shipping method, the unit price and line total, payment terms, and any discount applied. G it R e o R LS
plod g diluon bl S ppd S lialy S (o0 oz b S ) (A9 8 sla )l
{%Sgs" Sy JB g ool plate g0 | 5)lhe o DLS 5>
slasig) 5l )10 p0 0 sokaie 4 lagSl olalids sl (g2 lagt)lin slaosls Jolos
o b b 510 (s y pp Sl 1) (0958 (sl )l Caws 08 olaiBl b Cio o j50bss
Analvai I dor data to identify patt 1 order t i o trends in the indust " 1) iy, .ausS 2l sl 1) gl olojle Sloas g SV game sy Lolis Sibles a5
nalyzing sales order data to identify patterns in order to capitalize on emerging trends in the industry or the i . 4 . o .
. : . o Y . 13 Lo oo i (sl b oS Slolis slojlo ol iie oSl calises sl jidu ol
economy. Closely examine the directory of sales orders. Discern any patterns from this index, which is representative SR B G B @ OISR AR T ¢ b
. of the demand for the organization's offerings. Identify trends among the various segments of the organization's dglite 5 Gl alox 5l oS gl ) Judod cnl Sl osslowsay slagsdl o8
10135 3.4.1.2  Analyze sales trends and patterns s slosSll 5 oy, Ll 9 9 ytren g the var g ! 9 Y ’ ’
customer base to create forecasts. Glean patterns from this analysis, including the triangulation of segments that are  claw;, ws)ls 1) selyo ol o i b aias oo les |y Lol o) cp i a5 by o
showmg the mosjt growth in demand or those that represent the h'|ghest .decllne revenug, |nqustry-W|de trgnds such S ) g5 45 Jgana e g, o g Lol IS il b 2als aisle i S
as decline/boost in overall demand, and any unusual trends that lie outside of the organization's expectations.
Sgd oo (obolis Lolis slagSIl o s liw slaosls plaie (owyp b s f )ls 53 olosle
9905 Lasde Cado S5 by alie slaidy jo (Jo3 g b jag,; slads, pa
1008 58T 2 (s 9 55 el sl 0 litio o (slaeilits oo
o glulis el g lanig, 51 olojle Bloas g SV game sl ST Lol el
Calculating the future demand for the organization's products/services. Use the trends and patterns identified in the 2l 5o Sl slr rmote Sl S ool euy T gLl 251 (sl g2 (sloesls
10136 3.4.1.3 Generate sales forecast b9 ot ol sales data to estimate future demand. Use forecast to prepare for future customer demand and to recalibrate the D55 050 S g slaazly 5 laoje o5l e @il g (5 e ST Lol
strategic course of functions and business units. ol yios o] (Gl (el sy omass L5 sl el b 1 oty T lolis «oiny}
1S sty b o in obol o 1) laasly (60 penly pns 5 g oolel
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10137 3.4.1.4  Analyze historical and planned promotions and events 005 yaeli 5 ALBIS slaolayg, 9 Sk slaasly o I : . .
organization has already employed or is planning to deploy. S o 1) calaT sl 6l siaebp Jl 50 bos,S Lol eiSt losle
s o] o (Kan s 5a b S 5 L Lal S Cultivat i  oart bv identif | fiat g nersh h oth b loeST,d o pae g 0)SThe o Julow ( plolid oyl 51 15,5 51 slaSids anmgs 9 G090
. . . 9 9 S L sl a5 ,0weR 5 g8 SO 0 b g 4xwss Culltivating an alliance of partners by identifying, analyzing, negotiating, and managing partnerships with other . o e
10130 3.4.2 Develop sales partner/alliance relationships . 9 P y ying, yzing, neg 9, ging p P 5 cilize G158 b asbesle sla Ko ol g obml g | solazdl (1,550 ple
{ 65 ,00l, slas San €CONOMIC agents.
1.6l Lalg, Jlad o e g 2,1 el ol
olosle Sleas 5 Y game @95 5 2b,hL b9 3 sl 6 Sen slacs 3 Glulis
v . " . . e e . YRR 3o b 1, oolazsl LS5k pulo b o) San gbrare o lacas,bs
Identifying collaboration opportunities for selling, marketing, and distributing the organization's products/services. 5 092 SR 0P SR L 80 ) OSsl pbe b s on slaain; 5 Lo b
. . . . Determine any scope for partnering with other economic agents, with synergies for the marketing, sales, and/or L o) slacus b 5l atus Gl oS (o Glojle Sleas g SV game a565
10138 3.4.2.1 Identify alliance opportunities 6 )Sen gy olubs 7 7 y Scope for pa \ 9 : agen ynergie 9 o ’ ’ ’
distribution of the organization's products/services. Identify alliance opportunities that target customer segments who oo Lnf aied e )8 Bua 1) aieaddle g i sla s 45 auS lulis
would be interested. < . . . ;
Lol b Sie e8ls oSS lan ) @ies 5 (Loll (298 b b o s (S
Lol Clim Sas (b i ol p oS wiS QB olag Ses g o
ey S epll by, Las o 65 5,0 CBl 6l 5Las )50 lacsz L ol
Creating the frameworks needed to select alliance partners, and maintaining relationships with them. Create a Sy ol 0 et Blad jebas 1) )5 Gl 1 gdlio g lacugine oS
. . . . framework for structured programs that can receive and support multiple alliances. Clearly outline the responsibilities oL g T . -
Design alliance programs and methods for selecting and managing . , ‘ . red prog PP uHple & . y 5P Olrae laps oS Lads | lag b Laily) 5 08 sboml 6,80 U8 oo S
10139 3.4.2.2 relationshins Ly, Copae 5 Sl sla g, 5 )5 slaasl» >1,k and benefits of the alliance partners. Create frameworks for selecting the right alliance partners, and maintain a Sn <5 o <l R T
P relationship with them. Create or repurpose teams of relationship managers and outline a methodology for selecting S S5 il sl paria g, Su 5 90 (AL L bl Bs L L,
alliance partners. s Koty e 5 (Slostiy el sl sasin slo) Syl cnf oS g
Sepllas Oygod Laly) cnl Jotee slopd 9 200 (505, 0 @l 5 la 2l 09l iy o
_ {005, Les
9 L)")“)j“)}“ OMA_JL?LAJ‘ lehu”"ﬁ) 9 LDMLJ)J )‘ o;}L‘b..»‘ L: ‘5)&0.5 L;Lff» k_JI.?L;.J‘
Choosing alliance partners using the selected programs and methodology. Select the most feasible and profitable g LBl slagh) 5 5)l5en sladsliy (Y ulol 2 ) 6)len SIS 15 (n S as
10140 3.4.2.3 Select alliances s, Kea 5,5 bl alliance partners, based on Design alliance programs and methods for selecting and managing relationships [10139] a5 L st oS Sl ogill slags s 333 owyp s [V VYA latly) o
and through a careful scrutiny of the potential alliance. a2l |zl Sl o2 4 Wi i3S olneKad codtichy a5 sloisbs, 5 szl 2
{aisS slul 1) sgm 5 o3l o iy o 5 925l
6“@'4—:-! 3l eolazw! b ul..,..w.,a Gy ganains Co pae slag il il Lg)'L.,;ooLz..;
Implementing category management strategies for customers through the use of consumer insights and L ledUl 5 eaniS b pas sl plynie ol sl 9 Lo Ty )0 g 0aiiS by
11465 3.4.2.4 Develop customer trade strategy and customer objectives/targets S ruinn slas laSBanldlaal g (5 ie o)lw 5551l axwgs understanding of customer specifics. Develop consumer and channel insights. Establish long term strategies, L s duiS et 3 o o 1) sy duolie g Glaal da g3l il o druwg
objectives and targets across the brand. 0SS el S 8l st Blaal g Sl slasisl il il g 6 it 5o cLis
{.o}.f; el (g o 4 DY gazme (guiudiwd Sy pae b
OBl (plig Boses (sl (b slaggine 5 (S5 200w 2Lk lageS sl
. . . ‘ _ Establishing business-to-business marketing campaigns and financial incentives for wholesalers, dealers, distributors Loyl 5l ogs Sloas b ¥ g w355 (sl lojls a5 plaabansly plo 5 (SaiiS 565
11521 3.4.2.5 Define trade programs and funding options Slo ool sloasy 557 5 () sloasl iy yos 9 L 9 paign: . : ’ ’ 2 ‘ ’ = .)
and other intermediaries that the company uses to distribute its products or services. 5wty slp Jbo slaigin g oS sty (b a8 oo ool
Lolele loas b ¥ gamme g6 9 Go9,8 4 oolocaglsl 4 JUIS 61518 g 5luaieilys
. o . ‘ Arranging meetings with trade partners to coordinate logistics, manage critical resources, resolve bottlenecks, and &, (St ple Lo pae (S (Salor sl o)l U0 L Slad )15 5
11466 3.4.2.6 Conduct planning activities for major trade customers kol 6ol b i gl o 3,a0b p slacdled alol ging 9 . ; _p 9 9 ’ ’ ) _
schedule urgent or time-sensitive matters. obey 4 ol b (5558 90l (53,406 1 g WnolSolS
Tl Jo] B G ahlis 5 ool «S5e ca e Sl =BG sl 1,5
5 ool slacs San Cu e gl 3Tl ol i G Az 5SS slas ) Son
o . ) o o . o . by Copae g Sl Glocsz )bz cayyai g 6,50 (b Glaig, g basly & )b
Designing strategies for effectively managing, identifying, and countering any possible issues from the alliance S s e (Sam ol oS i [V A FALasS o
partnerships formed. Create a strategic road map for managing the partnerships forged through Design alliance s 7R REeR o O
. . rograms and methods for selecting and managing relationships [10139]. Determine where the alliance partnerships ablie JB 98 bl cul o )ls 0929 50 gm0 5l Jloixl slacuaglia by oMSae
10141 3.4.2.7 Develop partner and alliance management strategies s ) SKon g 510 o pow sl il wl anwgs prog : 9 ging ps [ ] , ) P P _
are headed, possible problems or pushback from the partners, how these issues might be countered, how these 65508 ()5 g 3jlg0 az )0 g il oo JolSS 4558 o (0 las S ol it
alliance partnerships would evolve in the future, any other business cases where these partnerships might be Lo S g 5 oot sl il Lo stma b 55 o] Lo 5o 1l 5 lgfce
deployed, etc. - Y : o
LB, Jliol gla sty s b pllr w1 oyl ool pis S (652,400
ablo bl cnl 5l e eolitul g (b3S (sl comlin sladaoly 3 5l 9 08 (S ion
{asl
52 lasler o Glesle a8 cunl g ol Jols Slaal pl . Slesle  olows Blaal s
dolgs o a5 (slogau g 350 Cawd 4y IS 10 Lo et dcgammo 5l 5 (63,8 & yqods SG 4
Setting targets for organizational achievement. This includes what the organization aims to achieve from and how it Slaal aloz S gario | Dowaily b SueelsS Slual S Zg e |y Ll 0l
10142 3.4.2.8 Establish partner and alliance management goals lags,Kon 5 5,8 cu o Slaal 5 Wishes to manage both the individual partners and the alliance as a whole. Set immediate through long-term goals WSS e |y bl idg 008 g BanSausil slass ik 0 355 e (gonlye
including revenue targets, market penetration, footfall numbers, and geographical coverage. o ol 1y o] WisSa canlys o az o)Kam o 51 lads lojles 05 adeiia by iy}
Giowe |y o] (Glosgame ax 0 g05,5 JLio | sl ole; 9 o5 Blaal ax 5 S o
{oile oo
, , . . - . o . loaal38ly (sile ol 5 cugal 5 0S8 G5, L (50 el slags ) Son olx)]
18629 3.4.2.9  Establish partner and alliance agreements B2 b, slaasligélys sl Setting up strategic alliances with key trade partners and ratifying partnership agreements. ’ Py
0 |yt
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Develop promotional and category management calendars (trade

. Combining scheduled promotional, category management and trade marketing events into unified timetables. Update

3 6ol @bl g gasudiwns o paw (Sl Dealgannley leslyg, glwaz LSS

Gl S S ] iz slaslayg, 5 9SGl es |y e az ) LSs slapssis G

11522 3.4.2.10 . ()l byl e sti) (saiudiws Cupiw g Slls slops gy anw . ilej dnlin G yo 1, olow ol il g (aiudiws Cu piw o Sl claclled aen
marketing calendars) ST SR SRS FT I SR the calendars. Register new events. e S 2L SO s s 2o (Sl slace
adlsl plaie & ygods |y aas sladal g oS Jleel |y &l s s yolo o JLS pordse
{ogs
OR9y8 SBlal (i g (dad 39,8 oLl jskateds ()b yide Dawaidy (B985 slaasl p (pgaS
. . ‘ Establishing long term customer sales plans to assess current sales and to determine future sales objectives, & e lp alaasly () e yies 53 @l g Slasl 4 Sliws las yeal, (ST
11523 3.4.2.11 Create strategic and tactical sales plans by customer Gy bl (S 5 (0,05 59,8 sboasly (g trateqi fg ?] ina th | d P ilabl : o _ ’ ‘ ) ’ .
strategies for achieving the goals, and available resources. 5,5l 5 wles ni | oan] Glaal S w1y ad Condg a5 s gt )b i
{.O)'L..: s |, L:aoi 4 ey ailie
L i e gl W oldg, & b SleMbl & 555 5 braslcnges Jlu )l
. .. . e e , : . . 2l g Syt Slapsd Gy 9,0t sloolng, 4 by e &89 9<
11468 3.4.2.12 Communicate planning information to customer teams S slapss 4 53,40l ledbl Jlisl Sending invitations and distributing information about upcoming events to customer teams and other involved entities. % ’ ’ i ).
S o Hbied
a8 S dlono 1) (39,2 (6991 0 slaais jo g Sl o 09,8 09> (slp (Jo asliy (pges
Setting up a financial plan for the sales function. Calculate the estimated sales revenue and costs, which helps in lael a8 glaools b la n iy aslio b g il IS Lalls 05u aule sl
10131 3.4.3 Establish overall sales budgets D9 S saxse s calculating the overall net profit. Create a sound plan for resource outlay by comparing the forecast with historical sy g3 sy 3 Jlo gzl SO i} S sl plie Larasss (sl e
data. laools 4 IS g 09 astie alls dgw B oS 8,005 |, laais 30 g dal o S
oS o slwdige |, mlie anass @rsds
- . . 2 ot i sl (gimf 13k g b e JS 5l Jpame S e 020 (peasS
17682 3.4.3.1 Calculate product market share Jsa=s ik s awle Determining the percentage of total sales volume in the market for a particular product. ] i o . ) o
Ldaa Jlil 50 ol o ,Slhee 5 (1, oSl Giomins jslatey Jlil 55,3 Egammo 3l Jpammo
Estimating revenue from the sale of products/services. Approximate the anticipated sale of products/services and oo S5 St 45) S b S by Jpamo p2 (g8 Seand 0 1y Gl g S 05l
10143 3.4.3.2  Calculate product revenue Jsa=e walys acul=e multiply it by the selling price of the respective offering. (This represents the total amount of money that the b o]y dle in b (el T glaolgiing s (g3 Joee 51 olejlo 8L 50
organization receives from the sale of its portfolio of offerings.) sol5 S o0 liamsts gl ceads b o e Jlael 5 Lbe b nz i
Lol (o5 8
. . . Calculating the variable costs of production. Approximate those costs that depend on the volume of products/services = Ly exdady Sleaad/cVsams w2 4 &5 oladje ady it ladi o dnle
10144 3.4.3.3 Determine variable costs e Soal 5o (el o .
produced by the organization. KVET P JUR JRE{ P I PR DS
Calculating the overhead costs associated with selling the organization's products/services. Determine fixed costs S sleanze glols leaso¥gazme (39,8 L Lo oy sladijo alons
10145 3.4.34 Determine overhead and fixed costs <l by sleas 3o s that are not directly related to the volume of products/services processed or the sale of these offerings (e.g., expense Lo beolpisas ol (99,8 b oad 3ils p Sleas/OY gaste pons dy poiins jsbody
over machinery and equipment). (S5m0 5 YT epntle 4 bgs o (gladin 3o Jlie (6y2) 0iS pmnn i
. ‘ Calculating the net income. Calculate the organization's profitability by accounting for Determine overhead and fixed Sl gl sloanse ad 58,5 a0 0 L) plejls (5505w Al ael s duloe
10146 3.4.3.5  Calculate net profit Al g dlns , :
costs [10145] and Determine variable costs [10144]. S dnsloes [V VFE] ke glaaijn cpenns 5 [V ) FO)]
Creati lan i ble t for the financial outlay that best capt llocation for the sal s Sl gl men & gl il ST S5 ol
reating a plan in measurable terms for the financial outlay that best captures resource allocation for the sales et . , i L.
10147 3.4.3.6  Create budget azogs ol . : . o S g adsl olge ¢ Shasl ol glasls yus 7 Lo .aiS puSnico ody |
9 ¥ "7 forecast. Consider the outlay of capital, HR, raw materials, and provisions needed to reach sales targets. ST 9T T WSS B SR ) et 09
% 50 LIS 50 1) he 8 Slasl 4 Sliws sl 5Lssge
bl U 1) g8 Slaal . (hg 8 Slaal 3o gl ateine 525 5 (505 sl )lre (usd
5 e slagiin (18,5 5 0 b @l b ot amlie § (29,9 41535 glaosls
EsthIi.shir;]g fpgciflic qluan(;it?tive dand quali’Fativterz] mfeasuref cif realizlitng .salliei:arfgets:( Create sdales tsrggtf |t|)'y Slice 10w oy b slacs b @ azgi L 1) g5 (saym o, Shes S bl 5L
, L. . . analyzing historical sales data and comparing the forecasts to results, in light of customer and market intelligence. i . . L ‘
10132 344 Establish sales goals and measures o Lo o Blaal s . - I . . . b bl o cdlaal oyl 5L L ol loas of panay | Slaa! o ool oyl
9 7 SRS s "~ Examine the performance of sales personnel in light of market opportunities. Based on this review, establish sales At ol SihossS sl losfoas clonse ], g2 o
targets along with metrics to quantify these goals, corresponding with the overall business strategy. 5 st ey 42535 (Sl B9,8 (o b i(sit) 955 (e S geenS (IS (53315
et Lol Giomis lp ole)lae 5 0 Gn (B8 gl asedie Blaal 3L Ll
Lol Salan o508 15 o5l mul b a8 als
Ol |y b Co e 039> (oS (sla Fhg atlsh o5 celin slojlene olulid
Olosbe @55l Ol «2ald) 0,555k (i Cdled Lo, sl ) aleslene e
Identifying the appropriate measures that can represent key attributes of the customer management function. Select Oleblre g gy ool Sy o 095 4 by o S sloosls 5 (g5 slajls @
measures to track customer activity, feedback, satisfaction, organizational responsiveness to customer needs, and sl Lo @l 1y alboaslis il 5 o ymioe slo i 4 51 L oS el (g i
. eneral data on how the organization is managing customer accounts, leads, and contacts. Build on customer and
10133 3.4.5 Establish customer management measures i G e (6 \Lexe s 9 . ) . ] . . ’ ’ 5l g 895 G gewnS Cadle bl 1) b jlore S slolids (g i Co o b Lo
9 ST TR S 0 market intelligence to identify metrics gauging aspects related to customer management. Select measures based on s & A S ’ >
the nature of the business, the type and size of customer base, strategic goals, and the model used to structure sales 5% e b bl 5 g8 (23, lile sl 45 Jae 5 50 ,00]; Slaal (g e oKLy
and customer relationships. 9 g L yai (6 ke Cu e (s slaas L lanl g oS bl 0gh e 43,5
‘63'.;')3"*" L el ‘_ng)L.:.'u: )‘| 6‘“9—"’.‘4 ‘)‘)Lf ‘_gl.a.sw 9 Laosls )“ solawl b By
1390 0035 1 (5 5kn Co e Sgete 5 il Sl (5 yde oSy sla S99 bgyb sl
bl 5 ol iie basS e | ol i coslie ol atl . Oleas /oY game g ,8
Jlss ul’r-w“ Sleas 5 wdgy wwn by Joazmo drwgs laojg> a5 Lgl‘sd..;.gQLo)‘ Oles
‘ Selling products/services. Set appropriate customer expectations. Work with customers using the same schedule that oy |y g sloeS | lla s (Sod g s SIS S o6 S i _a
10105 3.5 Develop and manage sales plans b8 sleasly cy pow 5 (2995 product/service development, production, and customer service functions follow. Manage sales personnel and sales . ' o T '
partnerships/alliances. et b i (gl ailioadly ol lanl by i 1) oleas g OV gane 1 g 0uiS
e 9 95 I liie b Sleas 5 ol gt laasly ol b Sealesias
LS copael) e ol 09 e b
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10182 3.5.1 Manage leads/opportunities

Element Description

Generating leads of prospective customers to grow the organization's business. Identify viable customers based on
customer and market research. Discover leads through IT applications, cold calling, reference/network development,
or other sales and business development techniques. Employ a scoring model qualify the prospective customers into
leads, and prioritize them.
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elecironic Business Process Managemenl
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10188 3.5.1.1 Identify potential customers

Lt Identifying people who can be converted into customers. Leverage personal and professional networks, business

0gaJL L i . .
o ok < research over databases and directories, and secondary research.

9 s $laaSed Jl S0 b Sed hasd (st & willyiee a5 g3l 3l olulis
LB ool sl lainghy 5 o558 1l g 0ols (sloolSly )0 )l gens Dlindons ((glad >
loasios 5losliinl b g oS ololis 1) 6 i 40 Jhous dwiwe ol 31z i} .owmd ploxl
fosS o)l g o 1) eyl il clidos ¢ Sledlbl mlio ¢ bLs )|

10189 3.5.1.2 Identify/receive leads/opportunities

Qualifying the prospective customers into credible leads by gauging their behavior against the organization's offering.
Triangulate leads to increase the efficiency of sales and marketing efforts. Build a detailed profile of the prospects.

oo ¥llags e <l 0/ ool Determine what products/services they already use, if they have decision-making authority, their views on the
products/services they already use, how prone they are to switch, if the organization's solution better in some
attributes than those prospects currently use, etc.

G alie S TOT TS, ot b pfae Glags o 42 09l (0L 2l 533 Tl 32Ty

95 92 S ol oy (rioniz Jelod 9 3L L L Glosle slasleriny

4z 1o ateie 5 oS Sbmlogdll (L it 5l (A3 bl wees Rl L)L
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S P b e 05 (205ltel g (Db eplejle Y gaze plp o 0l fde 18, Ll
el ogill gyt 2 sl YU 1) 2Lk 5 8 e 2D (ereiz loesls
Olies 9 7ol Wp & Cond (3,50 6 55 el (i« Jad DY gaze Sundg | ral
b sleany 35 L aglie o Lot losl Sty LT sagds Uyl i & oy
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18115 3.5.1.3  Validate and qualify leads/opportunities

| Reviewing the set of potential customers and sales opportunities. Approve the leads that meet company requirements
on new businesses.

o b [ lag (8,5 bl pb axly 5 (oo Lite

Sl 5 S5 | ot o slaces b 3 o3l ol e wsome il
9058l )b yidoe Cawd JS ‘5@}_&.5 .)..gb VL ggos 03,9 p 1y o sl 5 gens
oddiiy pai Ll g lajlae b a5l oo o oS 9 005 (o) 1) 2958 slaco 8
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11773 3.5.1.4  Match opportunities to business strategy

g 5l b laces 3 305 Aligning sales leads with business objectives.

g Blaal b (393 Glags w95 gned

18116 3.5.1.5  Develop opportunity win plans

s 8 S o Cuddee slaasl s 2995 Creating plans about how to close leads and win sales opportunities.

] G d S b 10 (Si95m 5 L r Slualed 0976 sl albasli p olx]
g oo olo)] 3 4 lags pw 4595 wad syl (atuine jsbds a5 09d >l olaadl p
Slkos ©)got 298 Cuo B 8 103 s 9 33,5 Byb iy (g8 adates &g

20011 3.5.1.6  Manage opportunity pipeline

laces b dJg) > <y pow Overseeing and planning the acquisition of new customers.

Doz b yie ©d> Gl i aelp g o)l

10209 3.5.1.7 Determine sales resource allocation

505 b .. . Planning the distribution of personnel across various sales functions. Match the capabilities of individual employees
U9 B AT 0 vith the skill sets needed for specific roles. Seek assistance from HR.

So e slagaialy . (g8 At slaoje e ;o Gludl 9508 @55 ln sis%eb
Sl @mlio axly 5l g aups Gadal i Gla i Lo yse Gloolee L1, (LSS )
2 Sl i s S0 g B bt (sla i 53 1y Uy i gimf oy ;oK SoS
b Sl @lis 5l st Sl 6l g sl Saales Glojlu ool s 5L L) i
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10184 3.5.1.8 Manage customer sales calls

Managing the entire sales process, from using leads to open sales to closing sales and creating records. Govern all
sales activities. Make sales calls based on leads and preparatory work (drafting terms of the sale, creating proposals,
suggesting prices, etc.). Close the sale, along with any administrative activities related to data entry and the
processing of the sale.

Sbmls (29,8 Silaaled U 29,8 5Ll (6l Lags yuw sl oolaiial 51 b9 8wl 2 JS o ke
9 Loty olol 20l A8l Sy e 5 ) (598 slacdled (oles  abgy e g
o Sleiiny 5 laslering ad (98 laulyd Gy Gy (rews alex ) Slesde a5
S9)9 42 by ye (581 Sudlad 455 0 olpem 1) (g8 0Bl adls (193 SLllSe (008 4
b Lags oo LIS g9, 311 (h9% 4552 S tigim) oo asils (b3, il 5 ool
asly JyuS o ly (58 slacelad ase S o o Sledlbl cud g alobes (i
Jol 1 T syl ol g alolae culed 10 5 9uiS 12l g oolol 1) Laslgiioy g Lapwles il
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10190 3.5.1.8.1 Perform sales calls

| Communicating with customers and prospects with the intent of creating sales opportunities. Reach out to existing

P98 SlallSss ploxs . : : : i
and prospective customers through alternate media and networking channels, apart from cold calling/emailing.

Gk 5l Ghed slacs B olml Bua bogly (it 5 Gyt b LS 5585
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| Capitalizing on sales calls by pitching on bids and closing deals. Outline the nature and scope of the work, draft

5 oo o ales (g3l sles 5 Lraadlin o slorig ail) gl os,8 clowled 5l ooliul
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10191 3.5.1.8.2 Perform pre-sales activities 59 8 sien slacodled alou o ) 0 gl Uhe 8 sla wled 5li giaf e sliey | e g agaisylo) g oS oolel
P IS S f agreement terms, prepare proposals and agreements, and propose timelines and prices. s sl Ba s o st = A
ey g Sbiwl (g3lwoslol b g 08 (pdg, 1) La@dlys 9 ldi ey 00 alolao 4 o3
{olo p plonil o & 1) alolas calbin caod 5 oo
Slp obie b (b g0l slaolag, 5 bolS 15 da b colds> culan 5 mosbls
o i g brogeds o i o ad {Sleas g Y guame} Ololoiin 3,50 ,0 o] b5gel
_ ‘ ) Arranging and leading meetings, seminars, workshops and training events with customers to educate them about . v 17 (s, 5 o Fuile Gl s ol iie sy s o)l bl sl Sadeleiss
20012 3.5.1.8.3 Manage customer meetings/workshops S e sleolS STolul> ¢y wow current offerings, best practices and technological advances to provide more value to customers and to increase their ‘ , ‘ o B
attrition and loyalty. s ,3ld g o Kal, L) Lol (b i (gl (cB590] sloolag; o e g 55155 0 L
Pk g paeee lojlo b plabls )l g oS cél o (g i 25, b oS sl wax
{.oyzz
Formalizi le b hi tont f the deal. Negotiate on the pri d reach 7 T S U 0 e B e S b
. . ormalizing a sale by reaching an agreement on terms of the deal. Negotiate on the price, and reach a consensus on . . . : . .
10192 3.5.1.8.4 Close the sale {398 0055 ol st G998 i g Y 9 9 9 P 5 ol agen g Coasd o)l S50 0,5 The bt i b p glonl 4 Lailgds g Loyl
the terms and conditions.
oS 8 o) pobau | alolas g apms JSA 1) Sl 35 Lalgs
Completing all th k associated with the sale of its products/services. Exch tinent legalffinancial 00 T P 2 S sl S B s 2
. . 1. . ..Completing all the paper-work associated wi e sale of its products/services. Exchange any pertinent legal/financia o ‘ s X .
10193 3.5.1.8.5 Record outcome of sales process RO JCPECICR I ) . ) - o . A ol sl 157 olS™ plowil b 2 i} .osS oo | Loy g Lol [EYPILgPIVELY
P P97 R information required for completing the sale, signing of a contract/work-order, and issuing copies of bills/invoices. Sl e = T )5,.5“ ? e sl s .
290 L5 9S gamy ) I 5law b ol 18 0 Jbe g (Sei S jlae 535 g, 5 (8
s Jol5 jsboas 1) 39,8 anlyd el j50 5 55556 51 S
BT b Sl o gams Los 8 AV sims a3l Bob b oG ries oIl <o 10
0292 G ly Sl el (hg) Su g o pae slasline 5 (3558 Sle i 2
BIPCES R Lqﬂ 3las @L:aoolo ) uL‘M L QLA)'LM: Llg, o e gl Sml):x..i;.ij S sl
Managing the customer's expectations, with the intent of responsibly increasing the sale of the organization's Gyl G S pgad b e el w0 Glejle Sleas Y game g8 eiored g 8,00
| products/services. Create a systematic method.for governing sales, using sales forecgsts and customer management 5 iliiadgn o e e b a8 ol olesle 6ualS o iie a e sl 2]
10183 3.5.2 Manage customers and accounts Lol 5 b e co poe measures. Develop a blueprint to manage relationships with customers and the data it holds on them, as well as the T | < T s ol el el ay
sale of its products/services to these customers. Devise a recipe for handling the organization's key customers in 5 WLl bt SLliginf oy 251> 4 als gl Sl ¥y
order to manage their expectations with tact and responsibility while maximizing revenue. 9 0098 St O osliinl b aasS ab ) Sl Ojgods (098 B oS oo Ca e 145>
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20013 3.5.21 Select key customers/accounts kS sleolus/ L ae ol Choosing principal clients that are vital for the company. A S o8 0h gl a5 Lol b i bl
L Ll ol g Laa> jslaie 4y oS b i slacles o poe gl glaslip (993
Creating a plan for managing the accounts of key customers in order to better maintain relationships with them. Chart 5 e slacles o)l sl gladiyy 9o e (8 e sl (b Lo
11173 3.5.2.2  Develop sales/key account plan xS /g8 slaclus sl (2905 @ sScheme for managing sales. Create a plan for administering accounts of the significant and most important ax LS, g Saolen ) Lol (b i slaclas oS sl lojle )b yiie o 55,135 31
customers of the organization. Coordinate the accounts of principal clients. L Laly, b 0o pge ol yidos e 5 g8 o pte (gl (gMtidi _oims } S o e
1.00,5 13, Lol )b i slaclus o oY Sasles 5 0gd Lai> lay|
20014 3.5.2.3 Manage sales/key account plan S9lS T/ g ,8 slaclus 4l <o poe Handling the accounts of important clients. e Ol i ol o poe
oobed bl ;o S leles aiepllss (g 5luSinlen )b 5l oyl yiin b Glejle Loy ) <o oo
, e . L , o , , Semlon |, b i b by g Ll gl lojlo sl idl  paias & :
Managing the organization's relationship with its customers, by systematically coordinating interactions over multiple b Ol b Jela s Byl sl plaske sl it 230 5 Sdse
. . .. ) touch points, on a regular basis. Coordinate the organization's efforts to reach out to its customers. Create and ol Bl (pl ST g o g bl 1) lyii b Joles gl 50 (oled bl 0
11174 3.5.2.4 Manage customer relationships Oyt b daily,y Co pow frective touch points for int " ; th ¢ hich d includ . il di ) o o . o
manage effective touch points for interactions from the customers, which could include emails, social-media s (5logS 9 g loaols s ¢ celoxa] gloaSis jo dlelas da el ol aislys o
interactions, newsletters, and direct conversations. Gl s el 4508 o)) bl csliol, olas plire Sialen bz ing} sl
oS sl lagT b b3 (1 (s 59e obed Blias 5 ol bL3) 55 byiie b (o
lodel Caws a5 ploj Jgb y0 a5 b yiie aled 4 by e sloools degoma o o
Iy obyise slaools colad 5l oslatwl g (Sl 5o a5 g yiws «lagSS g 5lwo 53
Mapgglng the corpus of data relating all customers ac_qwred over time. Manage the.s.torage, maintenance, access, 6 45 1, e g slome osbiad 5 lgn 5 05 pmeni [, Lnools oyl anial iniS ke
14208 3.5.2.5 Manage customer master data by Lol sleesls < paw revision, and usage of all data on customers. Ensure its security, and determine legitimate use cases that are

beneficial to the organization.
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16598 3.5.2.5.1 Collect and merge internal and third-party customer information

5 by oy e 5 (310 mlie 3l ol e DMl slesl 5 51,5 Gathering the data about customers. Combine the information available locally with the data obtained from external
<Jis sources.

slosls L 1, (I3 aolie jo (wyiws o Sledlbl o)L yide a5 bgyye slacsls (5,510,5

S plesl )5 mlie 5l saeliassa

16599 3.5.2.5.2 De-duplicate customer data

obrie )55 slacsls B3> Eliminating redundant information in customer data.
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Hierarchy

PCF ID . ) Element Description

RFI L (Olgriny Sl canlgs o) RFP 50 &S a5s8 Lo (i bl ZMol g S o
Slal Il I BT a5 058 cawyp ab Gewly (905 plSin .l oas S]] (Sledlbl cuslys)0)

S sl Sl LT 5 e b oyl lssem olojls oSS b S35l sl slaasli b

Understanding and refining the customer requirements as provided in a RFP (Request for Proposal) or RFI (Request sbaplejlu b lagaiaily g baslgiin cobis Gulul o 0B, aadlo b olpeiey
for:n;orr:?tiﬂn). tWtherj corrt]pili'ng Ith(Ia resp??se, they .mut.st takedintﬂ ctcr)]nsi?heration wt;et?er tr;)e r.(taquti)r'zrents ar?t? N et 39S iy | solgiions ISl canile 5 (6 8 Ceas 5 Ly 3,15 0524 cccd,
11779 353 Develop and manage sales proposals, bids, and quotes o ygi5T8 s 5 ilie g b lolgins e 5 e TN With the strategic or tactical plans of the organization and whether they are able to submit a bid/proposal that is 5 gy aalgs gl 555 el s ol sy g o LT 45 s

competitive based on an understanding of the offerings of other competing organizations. The next step will be to . ST . )
define the pricing and scheduling of the proposed solution and determine whether the proposal will be profitable for <dlyd ol Colibge pae b Coddge (e (el g 09di 0 Jlo )l auablio y olgiiay
the company if accepted. The bid is then submitted and a notification of whether or not it was successful is received.  Gla 5 o cdsas |, RFP/RFI sliwl ;s (s i saispdlel slajls ol : m ) .0g oo

B, Slerig L3) 4 4z i b amin plojlo () ol g ooyl L) ol s

Caled 53 0055 Sl 1y olettiy 59109 5 9 S el 21 o g Cungd 050 iy

LS (6% 1) 4t 5 Sl | Sl ot 5 03,5 Jlol | slerioy

11781 3.5.3.1 Receive Request For Proposal (RFP)/Request For Quote (RFQ) RFQ) coid coslss s | (RFP) slzy ail)| cunlss o cély ;0 Accepting procurement proposals. S slaslrin opdy

Sy Jouz 5 oogams g aisls alex 5l SISl glacalgs o ls e g5lucdlas

Clarifying the details about procurement requests, such as the scope, timeline, data sources, type and characteristics tog 4S50 9 (Ssol sloslons ] B Sloss L IS sla Ty 5 £99 wool> ilie
11780 3.5.3.2 Refine customer requirements e Slal3ll 2ol and evaluation criteria for the goods or services to be delivered, and any additional terms, conditions or special SlaigSar |y Sl g oS asine |) (a8 b s Sl 0 ofng DLl L Lailgs

requirements. QS ogame e (6 yiios Ceslym )0 Sy aladisia} S Gy et ol B 5 58

LS asine g Blas 1) ol Ll g bl sla,loe YIS g4 wols mulie (sanybe;

L dlgiiy il cusly s ioil § RFP / RFQ cwlss )0 o3l Evaluating individual price and delivery solicitations for their strengths and weaknesses. Analyze how closely the o055 b RFP s o0t 538 wleljll 4 a4z b oadad])) {oladlin) (slasliinn

1782 3533 Review RFP/RFQ request { 8L 0 cwud culys 0 SUbMIitted bids respond to the requirements outlined in the RFPs. 555 Slstrad oud Cewls s sbajls b iz slpid 1 45 0 oy s e

)5 ol s Lo oo

11783 3.5.3.4  Perform competitive analysis <=8, Ll sl Comparing the proposals submitted by different bidders in terms of cost, efficiency and value. S50 g @l wanze Ll 5l dalise S asesamilie Lwgs saiasl) slasliin awlice

S8 bz g (Jlo el 0 i 0 ,Shee Gl genS (g51l L)
11784 3.5.3.5 Validate with strategy/business plans g slaasli g 351l b 3Ldail i Liel Assessing the business strategy, forecasted performance, financing and cash flow of the proposals. 29135 i lign 53 592 E8 18 (6551l L basleriny LT aSul iomiw sgim | olsleiing
{oes b el caslio oy Jlo Cunsg g s

11785 3.5.3.6 Understand customer business and requirements S -t a3l 5 8scnS S0 Deepening knowledge about the customer's field of operation and business needs. ol s, slasls 9 (e (Sldas oj9> 0550 j0 il (Gaoas
ools 59 0dgy Sleas L YIS 4558 aSul o S dwads oo b glaal ool

20015 3.5.3.7 Develop solution and delivery approach LBl g hew 0S5, axwss Creating a plan with detailed steps about how produce and deliver the goods or services. s 9 9 i » 0 Jlp b slaeb o
J.:}.w

11787 3.5.3.8 Identify staffing requirements Sl 9 slajls ool Determining the needs for internal resources and vacancies. S Lol gt Lis slacasdys 5 L5 glie 4 bajls (yues
11788 3.5.3.9  Develop pricing and scheduling estimates @b 5 68 e s slas o, asnsss Establishing predicted delivery costs, fees and timelines. sanple) 9 Lose)lS o hood ool gty slodin 3o (s
PR ; ili i ; indi 5 el & Gl s b ol ,b g b yliso slod . gygls aosly o3l
11789 35310 Conduct profitability analysis 6 yslogm el ol Reviewing prqfltablllty data. Analyze sys?ematlcally a.II relevant metrics and parameters. Report findings and make Jeloss diepllss &j90 4 ) bl e sla el g b jlns plod 555 w/s . )
recommendations for changes to operational strategies. DS A1) sledrog Sllee slagil il 1o i sl g owas (3155 1) laasdly oS
20016 3.5.3.11 Manage internal reviews L sl sl <o o Overseeing the internal review process. S il el ol
20017 3.5.3.12 Manage internal approvals s glaasasls oy poe Obtaining required company-internal authorizations. S0 3k )50 (I (glajgzee 35
11790 3.5.3.13 Submit/present bid/proposal/quote to customer (S e 4 Cead Slpin/olerinn/anBlie asllasl,l Delivering the proposal to the potential client. 05illy (6 i 4y Slpiivy ail)|
_ _ i i B ) ) ) ) ) ) Loz banse ley 5a8s sloo gl p b lacesd slpias b Slolpriny wladle ol
20018 3.5.3.14 Revise bid/proposal/quote Croud slpin/oliig/aaile 6,556 Amending bids, proposals or quotes with more accurate time, cost or delivery estimates. >~ o ﬂdﬁ e i i <

{onsS ol 5isds homs o)l anse oy b1y cond slgiion b ablin o}
11793 3.5.3.15 Manage notification outcome oMel a5 <o pow Handling proposals depending on whether they were accepted or rejected. lagl o, b oy bl s bolgring 4y (Soww,

3 oy law Mol b (6 iiie daz glah)law Joog edlel 5 (5510 5 (28l 0 i3

Taki . . d ack ledai ¢ g q is t tstandi ; ol Sl 9o jgae b s ie 4 b U ol cdb e lej 51y camdy by
aking, receiving, processing, and acknowledging new customer orders or amendments to outstanding customer T o
. . ) o 0 s b o3l gl il anl g ol 4y bogy | X CVUPRVA U SURVEL 3

orders. Monitoring status from order receipt to customer delivery/customer invoicing. 27 R OB SBOSES e 9 90 ol (ooled s i
Al o B (5l 05,5 alaod SIS (lyl wig) 2 385 O )5 (izran g (LS sla s lews

{oal olamojgo joao b g iie ay o Jolis a5 2l
Sl an e (oilaw (isle y sBe a5 0uS 0l b it 51 Ol jlaw ol g 28k o

10185 3.54 Manage sales orders Shg8 ol jlaw o e

o o : ; 0wl 5 il 0 i st 0gd S, 03 ae b LS (6g0m gl ylejle Caoms 5l QL
10194 3.5.4.1 Accept and validate sales orders g Sl i i lsiel 5 e Receiving and confirming orders from customers. Verify that no extra expenses have to be disbursed on part of the 9 SER SIRCT oY 280975 b )0 9 Sl O%) J

organization for labor or inventory when processing the order. auze ol (510, 4 wgd ialae g S anl g 0 S0 1) iylhw o 6 e i )laes
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Collecting and maintaining all account information. Collect information about the purchase, servicing, return, and/or

wloas 4l g5 s by ye oDl Lol Sledbl olod CoiligS 5 0y aoz

Goslaez |y plymie 4 plojls g3 5 ondailyl Coans Jpame 4isS o aga by (97

10195 3.5.4.2  Collect and maintain account information laslus wledlbl ctliSS 5 s55lee> commitment of any products/services on part of the organization to its customers. Bring together information from Sl3395% (Sloy9d D jg0ts 508,5 mrecns lojle alisie slanxly 1, Sledbl oS
various organizational divisions, and update periodically. i 1 |, Slagas 5 gz po wilods w5 4y bogs e Sl plos s iy} psled
{ocsl asls gt JolS blagn b au ks 455 59,4 5 0uiS xax il
10201 3.5.4.2.1 Administer key account details ©alS slaol> s> <y s Managing essential information of customer accounts. 0l i ook (65900 Sledbl 2o pae
10202 3.5.4.2.2 Retrieve full customer details S rie JolS ©lis> b3k Obtaining detailed information about customers. Ol e 3590 50 (B8 Sledbl il o
10203 3.5.4.2.3 Modify involved party details »559 sledd b ol #el Altering information about involved parties. 2550 sledd )b o500 Sledlbl ,oss
10204 3.5.4.2.4 Record address details ol o> eod Documenting address information. oop8] ledlbl (Lot
10205 3.5.4.2.5 Record contact details oles ols> <o Documenting contact information. oobed Sledbl (g jlwaizus
10206 3.5.4.2.6 Record key customer communication profile details GlS Gl (bLs LB wlsy> <of Providing information about important business rules regarding communicating with customers. Ol b bl 0 90 5 pie ) g (25158 o 90 50 DleMbol sl |
10207 3.5.4.2.7 Review involved party information 2550 sl b aledbl s5b Revising information about involved parties. 2550 slacd b o000 Sledlbl Mol g sl
10208 3.5.4.2.8 Terminate involved party information 2550 sled b wledlbl i Dismissing information about involved parties. 2550 sl b sledlbl (2al3s LS
) oo ol liw b ogd ail)] b e 4 b a5 Sleas /¥ game ulidie b pox> et
(s.;LoJ} Sy90 )Q) 9 ..).»..Jj.\ u.\ﬁ).la ‘L:o)L,.Sl BN 0 o;:.}:) IR UL:.AL u.JY}M VLY OQ)9'|).:|

A ining the volume or le of pr rvi rovi mer fulfill sal rders. Check th . . iy
. o " \scertaining the volume or scale of p oducts/se ces to pro fje to customers to fulfill sales o ders. Chec  the S e | IS o (3092 Lo pnd 3 coiziad 5 b3l <ty
10196 3.5.4.3 Determine availability {eoszge) (09 Luyws 5o s finished products stored in warehouses, the production capacity, and (in the case of services) the processing speed, ‘ . b e Ui |
as well as work force availability. D o M el S PRI O S 9P 9 $99T 9 oo SR
P P 0. DN VIRV IS 20 U POV L g S SOV VPSR [ SO JN
{.;).,,mg
Sl bondled plos Jols a5 b,z Jloged (Dl lh JeoSS sl o S (0b
Devising a blueprint for order fulfillment. Create a schematic flow encompassing all activities to deliver orders to the Lol ol 525 02910 sl hagy S sloml a2b Ol e 4y Sl i oo
10197 3.5.4.4  Determine fulfillment process ol bl w18 es customers. Outline a procedure for satisfying these orders by answering questions about what needs to happen in Bize (o)law SO U 0e0 75 b 5 4 2l Sl az 4ol 0550 50 (Vg 4 olo by
sequence to realize an order. AT Sy oy b et o5u,a0b Sl s (6,2l gl i) S s i 39
{oss ot g al) st 4 Jlo )| Joly plos a5 JulS
59 oad b pdy aS (L8)law jo Condy (Sleyjesm 5 sloaiiplnl ilhw o Bils
4 (o iwd EBga pas s 4 45 (6 )5 (B)lhw 58 4 el (S, >

‘ - Processing any unfulfilled orders, and updating the status of any orders that have been accepted and are being b Ll (59 8oyt po S os il ouile lasd 530 CensS]
10199 3.54.5 Process back orders and updates o sloyi0,4 5 Bexe ol law B3l attended to. Deliver on any purchase orders that remain unserviced due to temporary unavailability of the B Vs L os e bl s s o ‘
product/service. Manage any updates to the sales orders. Revise their status in the order system. NS ) R A Sl e e 2 ) 0] Sends 00 Se e
Jds @ a8 5o i plouil puizmed iy o] Cundg s g oile b @l jlaw
{L}us)s ul.w)La.u.: L Jos.:].n U‘M ‘Slfw].ld.o 9 Sloads LIUG.LAYLT 094..:
DP9 il S SISl Guy G c0ad Z8L 0 (s SIS (g 50 4 (S,
10200 3.5.4.6 Handle sales order inquiries including post-order fulfillment Pl 5l Sl Jolts (298 (A )law sla el )3 40 Saew) Atttending to any queries received from the customers, even after a sales order has been serviced. Deploy ad hoc Nepd elaitS] (50 5 0%y Jiwp daculs s nl o e sl el oud plxl
T transactions ool personnel for managing these enquiries. Gl Cge oy i 5l eolil 5 (b law pledl 5l am (g b ie SYlgw 4 Gl < S
S 3550 50 |, 515 ael o il iSTas 4 Bua b ylojlu (sla s, Ko 5 S 10 Co pie
Managing the organization's partners and alliances, with the objective of maximizing revenue. Train partners Llaglo)Sles 55 2905 (9,8 (Slaisiiter oo Ghigel plojles Slosslegame
10187 3.5.5 Manage sales partners and alliances las Sa 5 33,8 51,5 < o regarding the organization's portfolio of products/services. Craft sales forecasts. Examine their performance. Manage — <la: a0 copie ) 5,5 ool 0,by0 olojle a5 1) olaesls pled .auiS ooy
all data held by the organization on these partners. ETRE SRR IR ainy 5o T Ugael oo yslogm Lial3dl sl syl 1S 5
LS 0 4 bgrjo wledlbl o pia g 0 Slas bl o099
5 oliwl . Bloas/ Y gama 0,)b,0 Las Sonl 49,8 SIS 1o a0 (oigal g oloial, asl)
MWLt v ‘5;13)'5.01 SolE IS 0 w368 1) ol Sleas/ Y gases 4y bogs o Slegadas

. . - Imparting guidance and instruction to sales partners/alliances concerning products/services. Distribute literature c |y e € R O . . ! .

Provide sales and product/service training to sales . s o .. mparing g . . P : gp : Boob sl pae 5,0 4 (250 BT g i jshaied 1) asbe slails; slgime
10211 3.5.51 artners/alliances oo, el (39 3 SIS 18 a4 wleas/ e 9 55,8 35901 431 @about the organization's products/services. Conduct workshops. Disseminate useful media content to engage and N s ol 5 S LS il o

P enlighten partners. Create communities through group engagements. a9 SN gae A 10 5725 S50 Rgel st e Silwanelz (85 o
Slr @5 sloog,S St 5 (Bigel lyiome (5 AT STl daolaS )5 55135 2 9892
iy Jolas
20019 3.5.5.1.1 Provide certification enablement training SB32lsS ssleanalss cu> 35l &3l Provide training and certification to develop strategies for marketing-driven sales. SLobl 2 e (9,8 slas il il drwg gl 20 2lsS g (jeel sl
20020 3.5.5.1.2 Manage certifications and skills ol 5 b 2lsS o nae Reviewing, processing and issuing certifications and accrediting skills and competencies. o Ssld 5 o o 4y oo )liel g laasli 02155 j500 g GB3lo 5 (sl
20021 3.5.5.1.3 Provide support to partners/alliances Sl sles ) eallS 10 40 Sy 3l Backing sales partners and strategic alliances. S5l il slas,Son 5 9,8 SIS 15 5 Cule
18641 3.5.5.2  Provide marketing materials to sales partners/alliances oo, el 39,8 U 10 4w 2L 1L 81 31| Distributing marketing materials and sales brochures to entities that the company partners with. Sl Sy Loy I b 28 18 a5 olaoles 0 (b3 sl sy p g (2L OB @5

. . . ... .. Examining the performance of its partners/alliances in selling its products/services. Use metrics such as growth in . .. . , C T

10214 3.5.5.3  Evaluate partner/alliance results la ¢ Ko/ 5,8 by oLy . , s 2b,l lp ol 4 S Ol A5 7 odd sl sl yo oy wsile

P SR SRS R @) evenue generated, conversion rate, and total outreach to customers for assessing the performance resuilts. G S SR O s S g Jeod € ST
AuS oolaiwl o Slas
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Managing the repository of data relating to the organization's partners/alliances over time. Store, maintain, access,

loools plas .yl Jsbo ;o ylojlus sla s, e/l 10 4y by e (slaosls 550 o o

Iy osls .a.aS oolatuwl 5 gijl o gy (5l S 0 053 1) Lo g, Sen/ S 1l 4y by o

14209 3.5.5.4  Manage sales partner/alliance master data Lo Sanl 29,8 5,0 Lol sleesls < 200 revise, and use all data on partners/alliances. Manage data. Ensure its security. Determine legitimate use cases that I I PRI I T IN
are beneficial to the organization. Slejlo sl o8 Slm eslinal 3 fpe a8 Jolo ploabllap] coial 8 2 ke
QS o ) Qs Ledgas
21427 3.5.6 Perform sales at physical outlets Lol 3 40 (5,90 bs,8 plxsl Execution of sales at physical / brick and mortar locations. Sypa sbolfig Bl (b sl S jo bgy8 b sl
i3 45 2Bl G ;o Wlgice Gl (655 0 520 5l g0l Slae Sla e 5o 292 (ST
21428 3.5.7 Perform field sales Sl Lhg,8 el Execution of sales within field/remote locations. This could be any location that is not part of a headquarters location. S B bl ;o g, lacudles all : paf s (635 0 y80 b Lol yie Joxs
{0850 51 95 lagone 5 (555 o b
21429 3.5.8 Perform digital sales Jlsus ss,8 plul Execution of sales in an online environment. Okl lases s 358 sl
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Y guazmo g1y ol 02§ o ok Performing supply chain activities include planning supply chain, procuring materials and services, and managing

5 9lge oli eyl 055 65yl ol (el 05055 (slolad ol

20022 4.0 Manage Supply Chain for Physical Products -
9 PPl y S ud logistics. Sz Eg e g cloas
10215 4.1 Plan for and align supply chain resources e |y Glosle OV game gl Lolas wolge g adg sl sl il sl
WY ‘ﬁi@‘ 644-.‘QL“} MU).:\ MVELERNPRY ols,o S e Lgl).g sszMUx VLY
, , , , o bs a0, 5kas 5 owlbow b5 b oS >l 5 |
Creating strategies for production and materials. Handle the demand for the products of the organization. Develop 29 &P O 9 o b3yl 5 ewyp b S Ll g aies x|
s e Siales o <o w, Plans for handling materials. Develop and administer the schedule for master production. Plan for distribution &% slecasgaze 5 Ll sl (25 Gladg) 5 oo lailiw] sl
O & 5 SR Ty requirgm_ents anq its constraints by reviewing and assessing distribution policies and performance and by SLolis o pos wlge g adgi slod paly a9t imf 0S5 a0l
establishing quality standards and procedures. i 5 g smle; 5 adsl Slgn (sl (s kel (Y
o laitinl g o Slos dacanlow (585 Jlai 1o b 598 sl (5540l
U ssS
10221 4.1.1 Develop production and materials strategies Sy Cu pae sl pimen g Wl GlaanT s 6l gl sbu!
A b IS e 51 gl oS iy e |y el g ogs sl sgase
Creating strategies for production processes, as well as the process of managing materials. Define production and s o s (2
e T . g .g p p. ’ P . ging . . P Wb aS oladsie g Sleas (6 )lusygp (S, 0,50 50 () e 5 ils
Slye (el g g 0l 3 sl sl ul (2995 sUpply constraints. Design a blueprint of the workplace. Establish rules and regulations regarding the employees, ol i} S g e e el e o
outsourcing of services, and the expenditure to be incurred on the manufacturing capital. A5 sloyealy Lo s S @09 05 Jaste oy rlere
e g AJB)LY OLoJ.:.?: 6>|)b dacusguse Qo; LASuie Wlge S pde g
Loy liloyw 4239 5 (5 5lmiygn S onlsd
10229 4.1.1.1 Define manufacturing goals ol ety 3y idu e 6lp s pSeslail BB Gl il Blaal sl
2 lp e 5 (o5 (69 Slae Blaal 95 1 inf g sl
sy Slael w5 Creating quantifiable strategic objectives for each manufacturing segment in conjunction with sales projections. loyglp b 3ils 5 Julos 3l laiits Slaal ol 45 goouts (sodg o>l
Flo 5 Sllos Sinlon b 2igd gun (1L 5 glsl ST o558 5 (s9elp0
{.ooJf s
10230 4.1.1.2 Define labor and materials policies ) i ) i . . i .
adsl Slse 9,5 (55,0 el e Setting up internal rules and regulations regarding the employees and the materials. adgl Slge g e S 4y gy e (SIS e g (5lsE oelas
10231 4.1.1.3 Define outsourcing policies L . @, Bk 4y SgeeS anl i SO (6 I8y 3,90 10 Ol jhe g puled slowl
5 ol o i) S kg Bl iy ya Creating rules and regulations regarding contracting out of a business process to another party in order to reduce . . ) )
- . )5 5l Sl Lulsd g Jpol 395 cim laaiyze tals jglate
{oboslo 5 o 4,5 (6,138T5 6l ol a0 COSES.
{laania 03,5 o8 Baa b p plo
10232 4.1.1.4 Define capital expense policies a5 ) b Shas 0 oo Jestie sloais jo 4 bgspe Ol jae g aelgd b
Designing rules and regulati rtaining to th diture incurred i i ding the existing stock of 2O e o ) sl sl s
. i . Designing rules and regulations pertaining to the expenditure incurred in acquiring or upgrading the existing stock o . o ,
Jas Lo yoo s leewlow - . . Lwas Kb cla oo oy 5 G ro lowdinw a5 | > ) Bre aJS s
Slelorw 430 slocelew 5 nUfacturing capital. ; b sl s S0 =3 »
2 SGL igh so 09290 Gudg slacsle ;g Sl Sleje,4
{lags liSale o ol (soladl 4 gs &)9,0
10233 4.1.1.5 Define capacities i ‘ .
Slr &Sl @beell Glole (il 5 odg slacud,b (9,5 (e
o . _ 3 o . . . aaled g 25 il on 5l 9 90 9290 wlie b (29,5 (siluaine
. Out_llnlln.g the manuf.acturln_g and processing capacities of the organization. Delineate theT ca.pabllltles reguwed for 6l S GanTb g 5 30 gl olge b alal, )0 lojlu 3525e (slaculls
leod b @ -5 optimizing output with available resources. Analyze capabilities possessed by the organization concerning the raw St ol st s ing} ol Lo sl 2 s Y s
materials required and the process necessitated for producing finished products. 9 305 Ol el st led Jelod ol oY led s ik
59290 mbio b (5,90 440 yiSlam (sly p3¥ UGl (0,5 aseivs (ilo
{ioles Jpame el anl i g adgl olge aie; o Glojlo slo obly ooy
10234 4.1.1.6 Define production network and supply constraints 35750 Ju5 Sl Glosls el 0055 Ul (slacusgazme (43,5 (ppwnd
S _ N o . _ . g &3l Sllas by 0 Lauly; adgi (leiied 5l (glasiad sbml 5 woe
(o ooy} slocusgass 5 aulst 45 105 oo Deflnlng limitations in the ability of the organlzatloq s supply ghgln to deliver a new stock., and creating a .network of 1y el 00255 ool EMSe mpled oo IS 5 e |y bla
. production stakeholders. Frame and manage relationships within the flow of manufacturing and processing b b s L i b nle oLt
> operations. Identify probable supply issues. D S R 0T oo ) e s
g colo anld o baly) Sy e (BaiSady 4l LS5 wyae Y
14193 4.1.1.7 Define production process oS oles Sleas /Y game 4 (639390 (3310 A 2ok 0505
g a8 iy Outlining the scheme of processing inventory into finished products/services. This includes the use of raw materials, sl sl Gl g o o degazes (Y Toile cadgl olge jf eolizusl ol
° [@-X)
FETse e machinery, skill sets, and knowledge to create new offerings. Y @ adgl olge bas (g, 50,5 astine i dm ) Cowl Wae Ololgiing
{8 il 5 aass (Dl 5l ool b ol
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19551 4.1.1.8 Define standard operating procedures o ytd Sldas gl sl cndg, Hob 4 b a5 Sla by, 975 b ol
b Jondlygns Jolis canl Sow aSWigd JLis asuive lacaxdge o b
_ -~ . . . , (Bup bl g, g oduze O Ll o LSS 4y S gl pB a8
Establishing or prescribing methods to be followed routinely for the performance of designated operations or in S sl Gedg) 5 oy Sleles bl s QLSS 4 SR pEe
o] e oty 0,8 iy designated situations. This may include step-by-step instructions to help workers carry out complex routine Aoz (oaliisgu (ol 4S50 4 0 Slos S35 Lot (LS Sone
: - . . . . . . . . . .
’ e O *” operations. The goal is to improve efficiency, quality, and uniformity of performance, while reducing oy 9 GBS (6 jldiime 1} el aBl adls o j0 1) 6, 5,bg0 b
miscommunication, failure, or rework. 5 b o 5 al> o Sl b ol slacuaige b 6,55 sla 5" plosil ogons
el ot (500 5SS (YL L o)l e 950 Lol (Ll
g oo
14194 4.1.1.9 Define production workplace layout and infrastructure 57 sl 4 5oy Slwli sl Slal glaaiis (s
3590 6L®u>bf) A€ gono s 00 4.\_9; )Ja.: 50 LS’LQ‘ uLo»/uY}am
Determlrung the floor plans for the processing faC|I|ty thgt is meant for dellyerlng flnlshgd proFiucts/ser.\/lces. Identify s IS S VT mile Jals adg anTd o L ol 5l eolizad gl s
g sleeslen; 9,8 Je (o w5 the totality of infrastructure needed for using this space in the manufacturing process, including machinery, factory . o o
floors, offices, and furniture. ol 5 96l 5138 O (P risted a8 s |, bl 5 6o
&lilely sl s g lacdle VT pile sls p3¥ Slpga 9 Ul ples
oy s
10222 4.1.2 Manage demand for products 9,953 g 49l Dl 5l eolainl b WY game (gl Lo o iy
ol jo eas oolaiwl 8,559, .auS ol 1) b oyt ol oyl i
-y 1 LolE5 05 o Forecasting demand for products using secondary research and customer feedback. Refine these forecasts. Inspect a1 gl s imd et o | T R
FER SRR 0% T2 the approach used in creating forecasts, and determine its accuracy. PO TSR R R D 0TS s ) B
9 b i Seete plyie Ll 5 DMl cwy 525k 5l DY gaxe
oo alwl Slowle <88 5 3g, b))
10235 4.1.2.1 Develop baseline demand forecasts ) olojle Sleas/ ¥ game gl el 550 55k Lol ok zokaws
Sleslatul by Sleas g ¥ gama gl o] Glolss oS oluls
Identify the bedrock levels of Imarket.dem.and .ant|C|pated for the organization's prqducts/serwces. Estimate fgture sl (6l 08 5 o2l ole 4555, 5 13l Lo Julons S (slaosls
al slolis sl i (2995 demand for product and services using historical data, analysis of the market environment and any externalities, etc. oL al s b il
to create ex ante approximations. MU I MR O O RS e Grete et SR B
o Jalse 5
10236 4.1.2.2 Collaborate demand with customers 3,905 Baa b oyl s, 5 eSSl S yo gl lojle b i b SGo3 18
oS b oy 1S oles b oo b cilizes (sl Gy 5l oo slolis
N quklng closely with the organization's customers to understanq their drives and behavior, W|.th the opjectlve of ol 5 595 S0 1, Lo (6 iy ks 43 5 e GRS w0533,
ol b Lo s 5 Ses estimating future demand. Reach out to customers through various means to understand their behavior patterns, b e bS53 fobe i} sl s | olgit Lol
usage elasticity, and degree of variability--and ultimately determine demand for each offering. e e J" ) R o R R S
SgSll sy 5 c0aiy] 5l oty Cu o] sloo Sl g ,l8, sl
{Jsame o SLolis 335 (nwsd sl Sblugi § B ya
10237 4.1.2.3 Develop demand consensus forecast
tlozl . Dloas/ oY gams gl Lolis ool com jiom zobaw » glozl @y o,
N - . - JaS Slawear LS j0 a0l o i 50 albarng Sleaar oyols 3L
Arrlvmg gt a consensus over the forecasted Igvels of dema.nd for products/services. Consen.sus is achieved by T e s 4y sl oy )T & s yie b 6 )Sca 5o
Lolss glox! mien (993 juxtaposing decisions developed in the baseline forecast with those reached at by collaborating with customers. S Lin sl sl s e d claeras s | s s
Enlist senior-level decision makers of the sales and marketing functions. e A ol Sl g 098 SRele> 98, OB e
6L°‘5-‘u-:~‘ S L Lolss O‘}:.A o)b)o ééljs' & GL:.L..JQ ‘b_uu} VR
sl 5 bs 2 adyl (lpae ol 2l 5 ol e Sl 5 4l
10238 4.1.2.4 Determine available to promise Iy Wgd dgaie o9 JuoSs (sl canl (Soe a5 Sloas/ Y grasma o
. . . ] . ) |)QTM>..>.:J“LQJ‘_,4:’<..:A|)Q¢,:M.>)¢Lgas?y)lm.%mw:.ﬂ
T ~_ ldentify the volume of products/services that may be committed for delivery to fulfill sales. Figure out the amount of it ol 4 Slon L YIS Sl st 5 m et oy
7 EPTS O7 stock available. Forecast its volumes. G RoRes T e DR SRR o
POl Ol St 5 B 8097 se e bl g 5 ol g8
{.o.).;;j
10239 4.1.2.5 Monitor activity against demand forecast and revise forecast o ; o ' .
Ao les w.,.ja.u |) QI 5 bl Dol so B yorie (o sl j| 451) GﬁJla.e)m
b g LW (gt Jlie o boeld » oS Picking out any activity that deviates from the forecast, and adjusting it. Closely track and study the levels of demand ‘ . ‘
, el 5 lolis g anles Plol s ©j90 50 1) eloz! tmiin
< i as they emerge. Refine the consensus forecast as needed. ) T
C S (e ‘e)l.).j Gslw Lolss L;lmw;‘é‘ Las Lgejil‘,.c 4o o
Uil bl (BBl i Slisnts 5 o28ly sLolis 3.5
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Evaluate and revise demand forecasting approach

Lol cmin 0,505, =23k 9 2Ly Examining the methodology used to estimate future demand. Refine it in light of current market realities and demand.

F2 50 b ol o] Glolis 0,5l (sl a8 S0 (5355950 (o2
Slabs; 333 (i i nf S 2ol Lolis 5 jljb (593 slacusdly
2 oibs, o S5 5 Gl yian 5 0ai] Lol ess (gl ealitul 35

{Lolis e 5,k (o8ly Ll ol

Measure demand forecast accuracy

Calculating and inspecting the accuracy of demand forecasts. Use metrics to check the reliability of the forecasts

(EENENETC. SRS JESR SN
U O3 S5 created.

Skl ) sl sl SHLAE o in fn <85 (il 5 dnnlne
o 9 dmwlee LS._,U} S ool ool slom ! sl gim i sloiel
QI}:A g i LS‘)-.' Lbua.'>l....; )‘ oolawl 9 od 'al.zﬂ 6“5’*’0’*’ Cono
{lol 4 olbl

Create materials plan

Developing a scheme that allows for advance planning for the availability of raw materials and spares. Start with an
adql olse =,b (2995 UNconstrained plan, and refine based on supply chain realities by identifying critical materials required for production,
checking material specifications, and collaborating with all vendors over the supply.

9 4dsl ol (g s lp a8ty Syl Wl &S ()b anss

L1y ol s anled g9, ogammali asliyy G b0 5l wal B 1) (S Slakad

b 5,2 g olge Slasine gy i gl i 050 Gl olge olulid
Dol el 0055 (slaeaadly bl 2 oaals 3550 53 Faig b den
) a5 Sy Slalsd 5 adsl olge el (s (32,8l 908 ssim) S
(SIS lge 4 4z g b e 5 00l plonil laangasee (23,5 A )0 (e
el 052255 (slaenadly alol p ERS el b (5\San 5 Lo sl

{098 o0 malass

Create unconstrained plan

Developing a plan for raw materials and other inventory items in order to meet market demand. Ensure the availability
sgaal 4slip» olx! Of all inventory items such as raw materials and spares. Create a blueprint in line with Define labor and materials
policies [10230].

Lo 03,5l pslate 4y (509750 Pl b g atsl olge (sl (glasly axss
Slabad g adl olge aiile (39290 pMBI plos (092 99290 51 )l3L LS
9,5 Gy Gloanbs iy b Gillae slatds a8 Jol> Gliabl (S
VI 5 aidyl olse sl (sl >y 9 s sime) S ol [V YT ] ol
2 4ol elats g @Ml den (G392 50 (el L Sl 4 (2555l Ci

{olse 5,5 ilgd Lulusl

Collaborate with supplier and contract manufacturers

Collaborating with vendors and contractual manufacturers with the objective of ensuring a continual supply of raw
@ols,l 8 FasSas 5 leearsS el b ¢ Sen materials and spares. Leverage long-term connections/relationships with various suppliers, and cultivate new ones.
Track the activities of all vendors. Receive regular updates to prepare for any fluctuations in supply.

JUCTIUSRON RN S XV P e RN RVEC RV IR AV ANEI PN OV
Galisen HFanS el b oenily Lls Jolbls ) 51 Sy lalad g atsl Slge
L ool f aen slacadlad awas (595 1) gaxr Laly; 9 9y o0

3 Ologs 45552 (6l B awS 28l s ) plaie sl gloj5e,0 S 65
oFasSady L)lf..x..JSU,..alS L Salen Gw} Qg oolel b e

oyl 5 senad Loy, 5l oolaiwl wlge polowe ad,e andd 5l (5 S0leny
lr loygd slagt IS <l js g (Bandy b s Slae &)l oz Lalg,

{M).C u‘).....u ).31).3 B u;ob;‘

Identify critical materials and supplier capacity

OB NS el Loyl g Sl Slse 0.5 e

Identifying principal materials needed for the manufacturing process and the levels of supply that may be ensured for

L them. Determine the essential and crucial inventory items required for the smooth functioning of all manufacturing
processes. Estimate the average, peak, and baseline capacities of various vendors and suppliers. Establish the
capability of individual suppliers from the market and the vendors.

OlFise & (el ol 5 a5 anTd (sl 5L 0,90 (ol Slge olulis
O 95 Slimabl b Blgi oo 45 Slga (als 51 Slime} 3,5 amis o] 12
639250 pMBI L sls plol )] ol 5 1) odg (s34l g 0,5 Slus
O 1y 0y slaan T ples oly, 0 Slae (sl i 0590 (Sb> 5 55900
1) calises GEanS el 5 GE oy 3 ab g gl dawgio slacs, b aus
PRSP IPC{ EPRRCHR RN XVEL SUON 151 JE VRV RPRVOR [ RV SRY I
el (sl p3Y Gl olge (9, (asuiie thn} S (et (i 8
Lulps 5o GFanS Gl ol ol (o)l 595790 (S B s
{olgo ol Sl coaols (sl 00iS sl o il i § ol calises

Monitor material specifications

Observing and surveying all inventory items in order to check for the veracity of their specifications. Monitor various
slge Blaxin » o)l attributes and characteristics for respective inventory items such as density, volume, and size, as well as
contextualized specifications particular to the respective materials.

Lol Slasiin Cono (g jslite 4 35750 pMBl plad o)y g oalie
a5 gl 8 g oS bl m | el 8l Slaseine uioees g ol
S il 1) b e Slse 4 bogype 00,5 Blowd (2ol 9T o il g
Slastin wgd (helao B oS cw)p g (o5l 1) 5L 21 ples s‘”}
)9 J.o.]a.t Q;l’; duéfﬁ e ! Sy LQQ—‘ 6‘1.5 c..\.ww
{05 cdoay

Hierarchy

10240 4.1.2.6
10241 4.1.2.7
10223 4.1.3

10242 4.1.3.1
10243 4.1.3.2
10244 4.1.3.3
10245 4.1.34
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10246 4.1.3.5

Generate constrained plan

Element Description

i oatons dalins ol Generating a bounded plan that takes stock of the actual supply chain scenario. Take stock of all information
’ #7 collected while creating an inventory supply plan.

5

glesironic Busingss Process Management

S o Jlas Lo l5. S

i 53 1) Gl 0 2Bl Connidg 45 oadiogasme (slaaliy (3ges 0l
Sslanr s357 50 el Vsl (505 plSan oS 1, ML golad 02,
ool b (539790 Ty S3loi e Sl gtn) Snled gy ilond

Oliolol 4 o9y ailinadly 516 0sS gy 0 I, °~‘*5‘L$)5"é‘>‘.> sleosls
{osls Jol>

14196 4.1.3.6

Define production balance and control

Defining an equitable volume for the production of products/services that adheres to an equilibrium value, and
ol U5 s oy Jols w5 creating a scheme of control for processing items. Create schematics for systematically planning, coordinating, and
directing the manufacturing activities in line with the production balance determined.

b 33l 51 a5 Sless /e game odg gl Jolts pon (0,5 o 8
33 45 a5 39 Gy ya3 55k Wb algt @ 45 Sl ol jelaef WS (59 m
i S Codl Laas (gl a5 wil (slolail 4 Gads asly 408 45 5 wib
>k sbml 5 {uiles (B lasl Jolo> Cundy 53 (mal 0,055 5 0l
Silotnnr j90 & &5 Snled (995 |y oyl @31 Gojlop 1S sl
ool ealie g gleSinles (5 a0l @l |y oy slacedls
PEJEWE PR ELINES FRETH JIEH K VAPV PRV N IS L
oz sb e il ails Jlysan Lolis 5 ol L b asl ol i

5 Saales wiedan g plate &y 4 (ol Glan ool 1) o b ossSs
{LoS coloe

10224 414

Create and manage master production schedule

L Taking care of the master production plan. The master production includes creation and implementation of the site-
el odgi ganple; aal 2o poe g ol . ) . . .
level production plan, as well as management of the inventory that is currently in the production process.

szl s osbml Jolis cadgs (ol asby s (Lol aslip a0 (33,5 (S,
oo (slp ol b o5 by s} Colo e 3 w5 by
{aals )5 a0n b o858 JS (slp &5 gdisn palats sodys axly L wls IS
D0l ge @)l 18 wdgr aald o ol o o a5 Gleszge Cu e 5
asos 3 3055 601 5 (55bamsley |, 65 sy ol iy s}

1S S 5 o pae diiwd oy b, 0 a5 1) olags>ge

20023 4.1.4.1

Model production network to enable simulation and
optimization

il iy olSal jlaieds adgf S o ke Create representative logical system that provides the framework to attain strategic objectives based on resources,

~ product volumes, and processes. Provides the general sequential flow and capacity requirement relationships among

Loas L . - ”
Gt 5 S raw materials, parts, resources, finished products, and product families.

g OYgaze e cailin 4l aS anled oboul cpoled laie e S
Slge Gl cedyb slaggaials Laly; 5 Slbes Jlg (I ol wssle
S5l Blaal 4y lg oo 458 ail 3 g adgr lade alio 4y g5
Losis bsye oo & L3 b ez b Jy

20024 4.14.2

Create master production schedule

Ll s saisile; 4k ol Creating the plan for internal activities such as production, inventory, and staffing. Include forecasted quantity of
ST TR T tems to produce based on inputs from sales planning, demand planning/forecasting, and supply chain partners.

(Sl G955 9 G357 9e g wile (L slacdled (gl asly olx
(998 G2l slasg)g ull b oSy (LMl oad o Hlade
Llodd 51 53 w58 adgs s 00205 1558 5 Lolis it 550 20l
T i Slacellad o 0 oot (51 4l S sgn) awles

) (Joame jlade (ruizmen 5 015 ateie ) 5lis 90 (595 Slasl 9 (509290
395 35 (el 00255 51,8 Ml g (98 (S 4 4295 bl &S

17041 4143

Maintain master production schedule

__Supervising and overseeing the plan for internal activities such as production, inventory, and staffing. Set the
shol 55 sl 4l (s lags S PETVISING gmep 1 88 pro Y g
quantity of items to produce each week of a short-range planning horizon.

G959 639790 widgi aiile (s glacdlad asliyy (s s jo 9 s
g DaeolisS (g5 ,a0l 38l 5l aian o o Wb aSTT) Ol lade . Sl
g5 autS S | il 3ls aslp sl al i s amles ot S

Qb Jgame dlawd dx DawolisS (55,40l 5 0,90 5l alan o j0 alS asie
{os 3y
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4.1.5

Plan distribution requirements

Element Description

Maintaining master data of finished products and inventory. Identify the requirements of finished products at the
destination, as well as partner requirements. Calculate the consolidation at source. Manage replenishment planning.
Create and administer a dispatch plan. Calculate load plans for destinations and partners. Manage the cost of
supplying these products. Ensure effective utilization of capacity.

&9 Sl 55,406 »

5
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S o Jlas Lo l5. S

lagaieils (539790 5 2l DY gaze Lol slaosls (135" 55l
el (@lobd 1) 5,0 slagaiails Geizmen 5 suaite )3 (2l Y gaxs
Weales Sy ke |y 3aze (el (5325l il drnlina | T o ez

15 5 g aolie sl 5,k b,k canles o)l 5 bl 1) Jlol asl
Foo odlial 1 5 snles Sy paa |y SV gamma (ol el 450 cnled dnnilons
) 635390 5 Y gaarmo b Sledlbl 1 i fawles Jol> olicabsl cod b
S 1y LY jlade S et |) SOl g ke o 5L wyls 455 55,4

Jlos )l 5 30me (ol aoli S dslons g Jlus | 5 o s 51 il

DS (5540l |y calizee dolio lp (5,05 )b 0gs WS Cu e ) YIS
IS8 4 @555 5 Jomr S b wipd redae 5 08 JpuS ) el sloas o

{Q}w‘so oolawl ).>§A

10252

4.1.51

Maintain master data

Maintaining and preserving the master data plan for distribution requirements. Create a systematic collection of facts
skel sleesls (5,105 and figures regarding the distribution of the inventories. Maintain policies, processes, and tools covering the
distribution function.

S aepllas slasgorms 35 Lol sl Lol slaosls asliyy (eSS

by cinlas g anled sbnl ) lgogzge mjg8 & b ye ) 5 lauadly
oMbl 1 i} ol (6,005 1y w95 039> b oo sl 3l g loass] 3
0,ky> phiie (slvosls wy )l a5 9,00 1, VI mjs @ bogupe sloaeli 5 aly
Sl Y lalnl g gy, comilsd 9 9 (5 pslae s3s2 90 @ je 0920
{008 e g Lad 1) @595 S ke

10253

4.1.5.2

Determine finished goods inventory requirements at
destination

e 3 ol Y s b coinils s Interact with the concerned person at the destination to validate the requirements and to avoid any
S IR SRS SRETUE 07 miscommunication of information.

FsrTsle g lagaiails (iwltel jshaiods wale 0 Jytue 33 b Jales
Oedas b 0S Sinlen saiio Jyiue b cmf . Sledlol qalissgu 43S o
Jaie eolaisgumw b oliiil yaus Sledbl g Wloads 40 Caw yo bajls wygds

IR

19555

4153

Determine product storage facility requirements

J (L} 6045 St el sin L o Evaluate constraints, needs, parameters, and conditions for physical storage and retrieval of components or
? e TSRO o products for future use or shipment in a storage facility within a certain timeframe.

5 S 5ilwo 3 slp bl g b yiall (ol dacasgame b))l
Slasls SG 50 Jiig o b ST oolil (gl @V gz b claka sk
Sl 5 Ll iy r i) oaseiee (Sloj el 5o (sle S L)

{.oo.;ﬂ 5o oolawl b Jlo )l cgz Ll 5IYE 0,8 2,5 5 6, sl oY

10254

4154

Calculate requirements at destination

Interact with the concerned authority at the destination to reach a specific figure that correctly represents
requirements.

dads o b suin;ls dwlxs

S0y &S astie (ad) 4 oliiwd gl dale ) Jgtew g e b Jolss
S b oS Siales duaiie Yot b | il basaiejls Sils

{..\,wﬁ g 3l jlade o,y (33l 050 5 380 Sue

10255

4.1.5.5

Calculate consolidation at source

Determining the aggregate volume of products/services consolidated at the source. Calculate the number of finished

T .
B P e e products that are ready to be delivered to the customers, particularly at one date.

olaws . wload grezss Tos )3 a5 Slead /Y game e pox> (s

Iy aseie Fu,b <SG 50 o594 ()b yidon 4 g0 &lp oolel sl DY gams
o b Jgpame jlaie 4> Toe oo 10 0iS oy i) -dled dculore
olmgwa)b&%)owwswlomé@b&ia)yg

ol oolel (b yie a0 gov slp (oles Jomamo

10256

4.1.5.6

Manage collaborative replenishment planning

Administering the plan for collaborative replenishment of goods. Replenish inventory by creating a plan in case of

55 Lo sa2me sl (532 ya0lp o ke i
=S, O SRR TR faulty production.

b ogne ddsi 9 &9 53 VIS 5 L same el Daali 2o e
baS 1y slab s aim) -dmles sazme (pael |y (635590 ol SG ol

S pde Cenl 00 0alas YIS 090 sl sl (6,15 S0 (5 (S
by S 2995 b el Sl (35790 S9meS e wlgi Jodoa ST 08
{agss o2y o

10258

41.5.7

Calculate and optimize destination dispatch plan

Estimating the timing and duration of the delivery of the inventory from the source to the destination. Plan the logistic

o ds Lo dsbpy o3l
ate ty Jlof ez silosinte s 4 details of all the distribution routes and activities.

Slisz aie 4 T 3l 3szge g loy Ste 5 gaisile; 9,1y
fem) S spaalin ) e slacudlad g b s ples  Siiacd

Jsb iz 5 05 0 ploxil oy 4z daie b e SIS Jlo )l a8 aseios
B30 Oygon |y i g Jaig e slacidlad g Lo s dod g 0iS 0

10259

4.1.5.8

Manage dispatch plan attainment

Accomplishing the dispatch plan. Strictly follow the schedule, and adjust for deviations. Coordinate with the

Lyl aol p o oloiws Co pow . h ) .
Jrof el 4 ok ™ concerned authorities at various destinations.

Doz 5 5 dmbed Jis &80 jsba |; anple; asly . Jlo )l asl  ploxil
cilises dolie )0 baysd gl b nles welass 1) T clél il 59

Lol oo cpans syl o |y YIS Jloo )l alip : simf oled  Sinlon
b 5 0 Dol |y o el iy et b (Soliblodie adiy 51 51 eas
{ontl Saalan calize slodaie 0 by pe sloazly b Y st
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10260 4.1.5.9 Calculate and optimize destination load plans sladel o5 atepllss aol p S5 aolio 4 )b g2 sladsliy L)
. o o . - LgL(le}ﬁ:le.q} Saled obml S oo aseine 1) daie 2 gl 650
e 4y o5 sl oliigs 5 4 Evaluat_lng the plgns.for delivering loads to destinations. Create a systematic plan that specifies the load plans for S g S bl 5 oy | iliee slaiaie & b il 4 Ligiye
every single destination. B
W55z 5 Gk ax dake 2 sy WS atie 4 0SS Ay el asliy
1ogs Jlo
10261 4.1.5.10 Manage partner load plan _ L _ , Sy |y 5,5 4 Tao 51 o)l g Jags 1,5 6l 6,65,k pb oot
9P P 5o 5L 4l <o pae Administering the load plan for partners. Manage the delivery, and dispatch from the source to the partners. o 7o e e :5
10262 4.1.5.11 Manage cost of supply ool JS a3e 3k s Sleas oY gama a1 gl laa 3o plas Cu o
Managing all expen§es to.provide prodL.Jct§/se.rvic.es in the mar.ket. Estimate the overall cost of sgpplying of G 515,55 3k 51 ol auss aise alax 5 cgosmgel oY gasms
ol A o produc.ts/.lnventory, including the cost distributing it through var!ous partners ar.1d channels. Con_S|der the cost of all ole] i) § o Send slasis] 5 ales At pp S 551 1, i
the logistical processes that occur from the moment a product is ready to be dispatched to the time it reaches the
destination. PR oe E) ey o0 dake 4y a5 Gloj U Lol sl Jpamme Sy 0l
10263 4.1.5.12 Manage capacity utilization S oS ) Sl ol adgs ald cudil 1l oyt (e (et
Ol alaily (S S (oo oolittul 053 oddinal gudg Cod b eS8
o ” Determllnlng the .ca.pa0|ty utilization gf the orggnlz.atlon s prodL.Jctlon. process. Realize the extent to W!‘]ICh an . i e o 5] LelS 0alial &g )0 agilly g5 g oxlly o2g )t
bl sl s)lo e e ()l o oe enterprise uses its installed productive capacity (i.e., the relationship between output and the potential output if , N b s s )l
Capacity was fuIIy used). 055 Se>g0 (Gddel Cud b il as ax U e 20 (e e S
bl &g 50 s ddgi iSTas b 1) adly ag o g AiS o ooliul
Lo cud b 5| JolS
10226 4.1.6 Establish distribution planning constraints ‘
lyzl aan a5 glasl s 2595wl (5,00 1 sl adgae (10 a9
Instituting the constraints for planning of distribution process. Create a plan that specifies every element in the Sl 39790 () Ol 5 (K852 U s ST b 5l ey wulp
&g Sryaebp slacussaes e distribution process from the blueprint of the distribution centers to how and when the inventory would reach the 1y p3Y dalss 5 lacosgame : cmf awmles sl WS o pasin |y @59
distribution centers. 31 aS aS (>l aal sl p g 0 (pgas @98 wl B i ,aebp sl
sl pasiie |y gl 4y (so9250 JUl (o 5 oy b iy 351 Jlisls
10267 4.1.6.1 Establish distribution center layout constraints Instituting the constraints for creating a layout for distribution center. Consider factors such as the number of S aiile elge @398 55 0 plosez Sl sl locusgaze 535 &2
&g S e oy slacusgae ss customers, demand forecasting, product groups, condition of product conservation, warehousing, and transportation WJyama 6 0SS bl il (Jpame slaog 5 Lol ooy (b udo
management. DS ks o 1y Jag e o g (5500,
10268 4.1.6.2 Establish inventory management constraints : _ _
axlye 1L 09250 Cupae pllin Conl (Sae a5 (SCoe 4555 10 (end
Sladad cadgl slge (6,01 Co paw jo (Jlim! Pluws § OMSCew 20y 50
Determining any problems that might be faced while managing inventory. Identify problems and possible issues in sonh @oszee sl wS lulin ) goszge pXI ple g (S
G3sxse Cupie slacussaze ol managing the warehousing of the raw materials, spares, and other items of inventory. Take stock of inventory needs,  :ix) 2uS esd | Soo5 ool )3 Lo 0,50 (635250 (5:35 lake § oS
and determine the exact quantity of the inventory needed in the near future. s anieti |y Ll 5 63amge e 43 by po (S Sans 5 b i)l
or by asS lelid 1) oM plu 5 adsl slge (655 Jloiml Pluwe
{0 (asetin g drslone | DaslsS 50 p3¥ (535250 380 (e ol
10269 4.1.6.3 Establish transportation management constraints . ) . ) ) )
Identifying any potential constraints while deciding on the dispatch and delivery plan from the source to the various Moo 51 g 5 Jlo)l sl Gownd 50 Jlio locusgaze 9,5 alulis
g Je> o pae slacasgaze (e distribution centers. Decide how the inventory will be transported , which and how many transportation means to use, 5l e dalyz Jo g (505750 dnled (aseine iliZe 595 STye 4
what route to take, etc. ol g 9B Wyt QB (6 e 4z g olan 4z 4 5 (S Jor Loy 4>
19558 4.1.6.4 Establish storage management constraints b oolebad b3k g (S8 (g3lwe S ol izl glocasgase (s
D_etgrmining potgntial constraintg for physical storage and r_etr.ieval of comppnents or p_roducts ina s:toragg facility elge e o o o Lot} (ol sl S o Y
{081 3o 3 2o pas slacosgaze e Within a certain timeframe. Consider factors such as the building shape, height, capacity, door locations, lift sl e VL Sl ans b sl | sl S5 anie
equipment, automation, etc. Omalegil sl Slingad s Jon wcd o £las ) 5o
S Sl o 1) 0ps g
10227 4.1.7 Review distribution planning policies 258 sl ass anld Gl Gl (bl s (sl
SBasSass @ lag] ol 5 SV game (y0ls 18 o iws 40 ey alas |
Revisiting and refurbishing the policies for planning the distribution process. Asses the distribution strategies, e ples Bily; (ogas 0 1) (leoallgins g dled ()l |y alizes
&9 sryabyp slewle sl including how the products are to be made available and sent to different distributors. Set guidelines regarding T N W PSP IR PY) JVEL SNUP: S I Ly SO
relationships between the sources and the distribution centers. 4 55> Y game dled Laseiie S ol 5 s 0,g0
hass Sl ool glalase (b SPLS )l szl g sy (BasS a j8
{onss iy
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10264 4.1.7.1 Review distribution network S o Evaluating the system that defines how the products/inventory would reach from the source (i.e., manufacturer) to aiile) e 511, (699290 b ¥ game (s, 0925 oS slailabus 53,57 b))
§9% T %7 < the destination (i.e., retailer/distributer). WS e g a3 (oS s by s ,805 5 wiile) e 4y (oS ass
10265 4.1.7.2 Establish sourcing relationships 94 G (8 S S 51 el g 195/ Jaig e golie b Laslgy ol

. Establishing relationships with transportation/distribution sources in order to ensure an effective distribution network

O S el Lallyy i o3 : : .
and strategy. Screen and evaluate various sources available to pick out the best among them.

Ot B oS 2Ll s Jby 1) ogzge alidee mlie 50 395 (51!
S ol by oyl 51 1 lovasy 35

10266 4.1.7.3 Establish dynamic deployment policies don 1> S¥gaze (g pdy s Slp SuFT el by Jesdlygiws (905
don ;0 SYgarme (6 pdy ey B anled (b by (Sl a598 515

b 15l <ol sy Creating strategic guidelines on the availability of the products at all the distribution centers. Create a dynamic i) D9 (e 325 el pae b PDUS 590 lulyd 50 > w95 ST

# I network to ensure availability at all times, even in cases of defaults. oo rs 50 259 S e 50 dduad OV guae b 0S iy (60 bl aelgd

ool o St o plan > a8 aiS slon! bl (glasiod ¢ ail

Aogd L VIS (6 pdy o yiws (2095 b

10368 4.1.8 Develop quality standards and procedures S Slaal Bleas | Y game Coi S baa> glaayg) g oo laslinl ;g0
bl 08 slml colS (6l o jlailinl sladsg) amled i 1) ogllae

N Developing standards and procedures for maintaining the quality of products/services. Establish desired quality

oS sla oo sl
T SRR 5 B o targets. Create standardized procedures for the quality. Ensure quality specifications are effectively communicated.

WS i a5 S (gl b aibinl s i} gl JiTie g ools ude
RN CudS S sl cab slaayg; sl Lasein 1) codnS Glaal

b yidy dod 4y (S o |y CodS Olaseine 4y bgy pe Oledbl g auS

{ogs i cuaS Collas mlaw b 0sS Jitis

10371 4.1.81 Establish quality targets o . o~ o o ] ‘ o o
<. s Sl a5 Defining specific qualitative and quantitative target figures. AT 505 5 shS Bue sl el iy yx
10372 4.1.8.2 Develop standard testing procedures SlaplE . Bleas/ Y gama CuiS (g0l g1y o ailinl slaasg, sl

9 SIS (29,5 el 4 45 0 715 Sl 1) oS slaan T

Croati dard dures f ot ity of broducts/services. Describe th e 0903 slocedlad plowl (gl 03Y (s slaJeallygiws aiS SLS CeaSL

s Il tales] slads, g reating stan ar. procedures qr testing the q.ua ity o prq ugts servllces. escribe t. e steps o 'ey prgcesse§ .to o | oY S s 6l cine) el i ped | CaniS
help ensure consistent and quality output. Define the routine instructions for performing the quality testing activity. ? “

b awss mesg moly |y 5w Jol o cdutS ascins o lailiwl slo oo,

plsl Gl ain Sladosll s 5 il CuleSL 5 LS adon 4

{asS g ceiS slacaus

10373 4.1.8.3 Communicate quality specifications slassly 4 1) cuiS Cgllas Slasin .cuis Gglle Slasin EMI
S Elateie S5 Communicating the desired quality specifications to the manufacturing units, as well as the distribution centers, to
o " avoid any misunderstanding or misinterpretation.

e b 815 g 405558 516 Sl DUl 38 3STe e 5 o5
D95 (6 S gl Zanw 0L
10216 4.2 Procure materials and services ool sl 1y bl il Sloss g adsl Slse (a5l (slasliy a9
Creating a plan for procuring materials and services. Develop strategies for sourcing materials and services. Choose
oleas ¢ adsl slse el the most appropriate suppliers, and develop contracts with them. Order the materials and services as per the
requirements. Manage relationships with suppliers.

b5 sles ol |y GEaS el cslio mle (g Sloss 5 olye
Ul s @b |, Sloas g adsl olge omles pulas 1) ool L3 bag)]
Sled Sy e |y GBS el b Laly, oo

10277 4.2.1 Provide sourcing governance and perform category Sl g il gl 5l Sloas g adsl dlse (ali sl lais Tl (9o
management S8l 55 3 Sy, 45 S Sl 1) sl an T8 asunatas o)l s e

S il ) el qlie S Giogi 1y g5 glacllad § Y sams
Creating strategies for procuring materials and services from various sources, and for managing and evaluating | as,s ol 0ad ol yotas 95 b amlas sl 1 el Lasls,
) .., categories. Establish a procurement process that describes the approach for obtaining products and purchasing
G Sy pae plxil g uell CoeS> 1)) 7 7T . . L ) :
activities. Evaluate the sources. Create sourcing relationships in order to continuously improve. Re-evaluate
purchasing activities.

b 5l Oloas g olge aps slp oo ol &.u} IVEL Sy P |.>.\;u
ol s G S byl g Copae |y 03 slaaius § asS (ngws calise

b S oy 1y ool @lie ST iy po5 (ol 9 0055 0926 (s asiiee
9955 e polde jobay 5,Slas b aiS slnl 5o (5,15 Ll ulf**su‘-"b

1S b)) 0,bgs (sloye & ygos 1) 0 5 slacallas
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10281 4.2.1.1

Develop procurement plan

Element Description

Creating a plan for procuring materials and services. Plan what to buy, when, and from what sources. Include project

r requirements, the procurement team, the justification for the procurement, a timeline of events, and an explanation of
the supplier selection process. Outline specific actions to start and complete purchases in order to adhere to best
practices.

ol sl g

glesironic Busingss Process Management

S o Jlas Lo l5. S

Wb (ol a> anles jastine Oleas g adgl dlge el (sl (sl p sl
o 03 Sl 0gd el ol onlie 4z 5l g Slej 4z 53 09 5,
Sl a1 b medgt g laslug, sanple; w3 plosl 4 g pnels

JeoSS 5 51ET sl oY aseine Sleladl auled )0 asbip 40 1, oS opuels
b ansls Jlgsean g, (e b aS dnles e slaigSa 1) lany >
Sl Bl S5z 4z 29b LAt ol ) & WS el Slaslip 1 gin)
aFeie &y % o slael g 059 lajls ek 4 xS 5l g (Slej 4z e
SRl gy el (pBg, Jlie gangle) 5 Sy plil Jods wiss

b ooy 5 oS5 g 9,5 slp oY Sleladl 5 595 00ls pdgs 0aiiS uels

{.o}:;b S &8 sloogeds e

10282 4.2.1.2

Clarify purchasing requirements

. Defining the purchasing requirements for materials and services. Specify the exact inventory required for the

SN PP
> Sl st production process. Create a specific quotation for all the sources in order to avoid any duplication or overlap.

Gl 3lio a0 385 (609250 .Dleas g adgl dlge (gl 0 > Dbl oy pas
Ceod g3 0ol e ooled (sl mled pasetie 1) s wnl b
) 09h 6 pSole Slbgen b S5 4g5 e 5l b wnles slul casis
&9z g e el p3¥ 0dgi (6l Gloas g olge Az 0iS el 380
Ol Cand Calys 3 EAS el den (6l 5 0 Caseine | jLis g0
{0595 J3laio b 6,85 lacawlys 1o b S Lo )|

10283 4.2.1.3

Establish materials management contingency plans

Developing a strategy to deal with issues projected to arise during implementation of the inventory plan. Identify how
slge o paw 6 khal slaasl 2995 tO react to issues that arise and require changes to the inventory plan, such as a vendor failing to deliver materials
on time. Collaborate with production and suppliers to prepare solutions to projected problems.

&zl Oley o ondginiay Plowe b agzlse sl o351l S (b

5 2ule d5zanr Lzl ploj po a5 (il &y (2055 05005 (59250 asly
o975 o 0aiS el o3l wle i (5357 90 el 5 i wieils
00 S e IS g ool (g 5lwoslel (gl camles Laseia | Slge
WS iyl S35l i) snled 6)lKen GEAS sl 5 ass axly b
1, Slge 008 ol See—ual g ISk (535290 aslip 5,2l plKin 5
9995 6)lSe b 5w las STy b jslaz ks hig o

{rasb ansls sole] o ls ool (Bas sl

10284 4.2.1.4

Match needs to supply capabilities

R IR Synchronizing the requirements of materials and services and the capacity of suppliers for providing these materials
O SEIERE R IE S and services. Revamp the procurement needs of the company in consideration of the capabilities of the suppliers.

@) 6l GEaS el o b b Sless g Slge slasainjls (s3luplKon
Slolls 18,5 i po L1y 858 el slajls Slass g olga
25 Dol 5 6,553k GEaS pels

10285 4.2.1.5

Analyze organization’s spend profile

. Evaluating the spend profile of the organization. Collect, cleanse, classify, and analyze the procurement data with the

Sleslo slaayse { ks nt o5 L . . . - 0 '
i » ke ™ purpose of reducing procurement costs, improving efficiency, and monitoring compliance.

s, s 0l 4y bgs e glaools . oylojl sboasy o 663 b))
el Sl glean o b agles Jlow 5 ol (3lucSy «s500,5
258 Gl btslew 9 &) jie b GLail Gliee 5 035 Ty 3500 2L el

S iy 5 S slee | Olojle slasy S 4 bgy e UMb i
Al b aS koo 1) Loy T g 9SG 1, (6,85 b s ol (slmosls
g Hiekae 5 4t LS ) anT wees (a5 ] w5 slea e
it on plonil Glojlo slacsbn 5 olsd Billae ooy > aon

10286 4.2.1.6

Seek opportunities to improve efficiency and value

3l 5 2l s lp lbews $ s> Seeking the most efficient sourcing and procurement opportunities.

5 ool sloan ] Wil e a8 laco b o iasl )5 (505 gzgcen

SIS a8 podg e 9 el 1) %>

10287 4.2.1.7

Collaborate with suppliers to identify sourcing opportunities

oo b olulis ¢l oS b b s Kan , ) . , . . . " .
[loss 3 sloal i Collaborating with the suppliers of materials and services in order to determine new opportunities for sourcing.

Bz s ,8 s jelaie 4 Slens g 0lse Qlfwwib'lg‘_g)&.o&

u~°l4 sle

10278 4.2.2

Select suppliers and develop/maintain contracts

Evaluating supplier options to select the most effective and efficient suppliers. Validate selected suppliers. Establish

laols )3 Laio/anngs 5 GEOLS (sl Gl :
s 7o o and manage supplier contracts.

oS 5 G Sl s 00 e (slaan S ()
ool 15 aus anli 1 saiobel (Eais el oS (el

10288 4.2.2.1

Select suppliers

Ll Evaluating the pros and cons of various suppliers. Choose the most appropriate and cost-effective suppliers on the

SBAS el o ) ) , . )
basis of their material quality, delivery schedules, and costs.

bl s 5o g Jgou ol wlge CotnS wlal ) a8 poasyg 80
Susles

10289 4.2.2.2

Certify and validate suppliers

OB el i liel 5 awsy 9l Validating the supply sources, and provide certification as an official supplier.

ooy 00 el lgreds byl 4y algS &1l g el ol oot Liiel

10290 4.2.2.3

Negotiate and establish contracts

Legally binding suppliers with the company. Negotiate contracts individually with all the suppliers that include the

olo,l,8 *aus g 0,51
AP 35 5 0515 promised material delivery, the delivery dates and duration, etc.

oo Lol yl3 3k 5 a8 8 4 FanS ey (g (08 st
dles mulais 1) olools )3 g ales 05T Allas & jpon S aiS el
bl plo g olo)l8 Sue (higos slagle) wlge hgod Dlagad Jolls o5
IV PRE SO
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10291 4.2.24

Manage contracts

Keeping contracts up-to-date with routine evaluation. Maintain order and discipline with the contracts in order to

ols,l,8 o paw ] . . ;
avoid any loss of information and mishaps.

Iy ols )l 3. 0059, sloyes sla ol Goyb 5l ols )l 3 milodsS 5q 4

oy o |y e3¥ bluail 5 ol 5 anled (Gl )is,a 5 (il plaie &j50a

lallas g Sledbl 8, cuws 5l aisd 2 59 5l U asles Laas aols 13
5 5 Sl o

10279 4.2.3

Order materials and services

closs o atel olge -ating
77T O satisfy internal needs.

. Creating and approving requisitions and distributing purchase orders accordingly. Hasten the procurement process to

ol 3T 0T el 3 5 lagbli 358 5 lacalss jo a0l 5 ol

355 03,51 p{ aBgear lojlt (A5 (sla3ls b sles g s |,

10292 4.2.3.1

Process/Review requisitions

Handling operations related to processing/reviewing the requisitions. Establish and maintain procedures for the

{as shlocalss o cajlis Gogbon . o0 o . : :
-~ T 3 I initiation, authorization, and processing of purchase requirements to procure products/services.

Sloass) 19,3 6 Blwlys ) (bl 31 4 bty Slles Zy e

5 12l g 1) w3 slaganails Ailoy 5 (83j9me 2 ln Y
i) 09 pbl St o Sleas g Y game el b asled (5,
b ©)500 03 Slacwlys 0 b aiS 2l 5 o5 pasin slaan b
Sloas LB 0,5 Zalad 5 5 Wi (310 5 05550 oz cisds Cd
Log plol PS50 plasls i yoe

10293 4.2.3.2

Approve requisitions

(50,5 Haeadys s ool Approving requisitions for materials and services. Examine distributor-specific requests, and validate them
individually.

b das e 0,5 slacanlys 10 . loas 5 olge 0y )5 slaceulss s onb

9l g (i lel Al &jgoa 1) S 5o g (w0 |) GBS 59
Susles

10294 4.2.3.3

Solicit supplier quotes

R Requesting quotes from suppliers. Use a request for quotation (RFQ) to invite suppliers into a bidding process for

HEAS el 5l e Slgiiey lss o ,
T " 7% specific products/services.

Sl Cenlss o 5l oolitul b . BoisS el ) Cand slpiig conlss o
S aadlio a0 &S50 sl 1y B anS el (RFQ) coogd slpiig
Jlo)) RFQ Gt i} oo ges saseine lass b &Y game oyl
St L YIS S ol (s 1) 095 Ll 5 Cend oaiiS el aiz b oS

fosS anglio oo b1 lag, ] aslyn 5 aums &l asio

10295 4.2.34

Create/Distribute purchase orders

Creating and placing the orders for purchasing materials and services from suppliers. Analyze vendor quotes.
x5 sl s v msglsle! Choose the most cost-effective vendors. Create vendor-specific orders. Distribute them in order to initiate the
purchasing process.

S el 5l Sleas g slse 9,5 sl s law o g obx]

aled Judow ) oBaiig 8 lawes codadlyl cad slaolgainy

st sd Ty S BB asS ae | T alel sbal sy b e
bl g oy WS oy | GBS el slaslpiin g bowud
1y 00iiS (yaali o (oguates Ay 5 oyl e S ol | 4y 38
{09 £9,5 0y5 b oS oyl 5 eulass

10296 4.2.3.5

Expedite orders and satisfy inquiries

leedanl 4 0555l 5 S lew & w5 Accelerating the purchase orders in order to fulfill the internal needs (for raw materials) depicted through inquiries.

Slge (sl) (315 sl Lo 0051y pslate 4 w5 (sla bl g s
S slaasly gz b aileas eols i lapdlail 54k 5l 457 (as
{9 s adgans lals ol b 05 (6,50

10297 4.2.3.6

Reconcile purchase orders

s el L sl fls Verify that purchase orders are filled as expected: verify that items and quantities are delivered as expected, based
TSRO 0TS on purchase order details and goods receipts.

a5 aled (omyp laml Billae 0y 3 sl lin plosl (408 obejl st
sl oad hgs 0y 5 la Ol Gubs oaliosls i law yolie g oD
9 &5 sloa b (i35 wlools onlew a5 S5 oS S Guu} WS
Sl 0ty g 2,3 iylaw bl cpl g acil ool gm0 ooy jlade

{oues ks Y5

10298 4.2.3.7

Research/Resolve order exceptions

o) Ol slaliiul (9.5 18y 5 (535 (o) Identifying and resolving any exceptions. Address the internal needs/inquiries for materials that cannot be procured
{ols law jo ole e 3)ls0 g NS 83, 5 o, ,» IMMediately. Research inquiries that require the need of exceptional materials.

b ol 3,50 aisS 5o (0)lhu lalictal (0,57 @8, 5 (59,5 (2lulid
Sl s lapdanl g ol 4y apled Byl g 5 olols 1) Oyl

) epdaia] asS Sarw, 3,005 3525 bo)T (6,98 (el Sl 45 s0lge
Sl Ls,_u} Aamled oy diis Jaore e b oliiul olge diojls oS
9965 o 5 oy ) OF b 5yt g0le it Cumdg b St b e
St ags BB T8 L Foluas a5 solge sl (L5 slaceulss s &
fonles (Form)

10280 4.2.4

Manage suppliers

Collecting and analyzing new information in order to track and rate suppliers through a supplier information

BICRUEC A CHCIIR
OTTT T T management system.

S el (ansad 5 il jolite & wpaz Sl ol 5 (6 leer
08 ol SMB] g ke s S B2y

10299 4.2.41

Monitor/Manage supplier information

S el AT 55 o e 5 il Examining procurement and vendor performance. Report delivery timing and the quality of the materials procured
" through different vendors.

CaieS 5 gz sonle; g o Shee 5 (oli 3 Shee 3,5 (o 2
s""'} Sales o)i5 1) aliea ulf“‘-‘-‘Su‘-"l‘ &b °‘-‘-‘*’u*‘°l-‘ olge
008 (a2 Ui asuiie 5 08 )l |y (AL el 5 0y,5 0 Sles
{"“"%;" Jo25 Slejaz 0 5 suiS ax LIYE
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10300 4.2.4.2

Prepare/Analyze procurement and supplier performance

5

glesironic Busingss Process Management

S o Jlas Lo l5. S

Element Description

@las)liS 5 Sledbl 5 b 5l (s39250 5 adsi laal B 51 05 Slosy
LGS sl B aiig b s el o Shos sl linn 5 Sledlol 51 o sl
Assisting the production and inventory processes through the information and reports created. Use the information

i _ i Q5 as bgye cbools g o yo,55 1 st oS solazwl adgr anT 8 Saus
and metrics of the procurement and vendor performance to enhance or improve the production process. e 3 B s ¥R Ok

asle b awss J15 Ll g adgs Lt o 1) BasS el o Shes o

Olf;.\.:.;f"ﬂ.;b" o, Slas 4 u,..aL o Shee Judowil g sLwsosle]

100 50 1y g5 alb g wims bl (s iyt

10301 4.2.4.3

Support inventory and production processes

Slogenad SIS el 3250 5 adsi 5 (99790 slool 35 (05 (Sleiiy
el 5 % 4 bgrje Slorads Sl et Sgntp sl (500 9 (als
pole S9nr sl lad o Sy b g 0S Julos wdg g (909290 2 )
Saie JBlas 0,50 Gle cal S (Jlie (slp) anles (6, Ko a3

Support inventory and production processes by analyzing impact of procurement decisions and collaborating to 5 el S e ol 85 o5 Te F S el L s i

ol g sz se sloan ] 5l Slexsy constantly improve. (For example, perhaps minimum order requirements could be negotiated to be lower, to reduce

ive i i - ) (S g Gl ods g piydillan 5 05 peS LS|
excessive inventory and make production more flexible.) sa) (55 gy Gl o s pigdllandl 5 093 eSSl o525

bog iyl adgi g )Ll gyl az s B oS s ) 0 5 Slogoual
Jolas wiile asl 1o b oS 6 Kad oS sl > 5 Lo o slaasl
b wlgy adgi g aiS oy (pals (BLSN (6352 90 bl et )l jlake

{.)9‘.4 1>l 9 6320l 5 (5 i Bllass]

10302 4.2.44

Monitor quality of product delivered

w5 g N - ¢ .. Track the performance of the suppliers on product quality. Use this information to further improve sourcing and Sl (pl 5l Jgaze codeS Sl 5l QA el o Shes (05 b
’ ’ = 7™ supplier performance. Asles ooliiul HEaiS ool o Shae 651 5 el Sloprons St (5l

10217 4.3

Produce/Assemble/Test product

L @¥game adg . lojle bawgs sadadsi ol WY gama g2 5 S5l n

3 Ol sl S L2l Jpame oy lacalld aeS guol;

Processing and delivering the finished goods manufactured by the organization. Schedule the production of SIS adg anl Blaw aes sl el g coalS 5l Gl
Jyame coililiselads products. Execute the product production activities. Perform tests to oversee and ensure quality of production. |y ¥ gamme a5 pmf S (2l 1) (IY) a5 sladtus auS

Maintain records of the production process. Track lots. SleMbl S 758 o yge3] plosl b1 by eSS 2l g 650 a0k

9. 2Ly OBl sl 1y adgs aws 12 5 0SS5 g e Ty s Blgw
{058 Jugmo g oolel ot oy e Jpame b 02 JUds ye J s

10303 4.3.1

Schedule production

Slml (rals (anploj adliy So ol DY game wdg o5 sanple;

s somyles Scheduling the production of final products. Generate a detailed schedule plan. Create and release production orders S e g ol (oY) wlg sladins 5 o sl o oS
7“7 and lots. Schedule the planned and unplanned maintenance orders. Iy oouis 0,20l g 0o g 3 yaalip Sl pand g (5005 gl lies
DS saule;

19563 4.3.1.1

Model and simulate plant

3l oolazwl lge b s> (g 3lwdigs slp sl 18 lauls 3 gliges ol
ol Slagwls 5 Jow a5 I5 3,00k robaw dad 5o Seitacnd § gl
Lshs o oo sl 5 bty Slo> aSied alaws 3 a5 oS sl

A oolaiwl wlse b o Judow sl |y Jaw cpl 008 pio ], odyy asein
Creating a representation of plant facilities to optimize material flow, resource utilization, and logistics for all levels of oo sloasy ¥ alin olSal 5 0y 54 Sxiacd 30,8l 5 o |

b5 g5leans 5 55l Joe plant planning from global production facilities, through local plants, to specific lines and enabling the comparison of . ] S T el Al 5 5t S nl ]
production@alternatives,. b el Jae 2 Gl sl A28 STt oS pel 2, o)y
cilire slog lw aulgs co Joe ol 5 oolianl b s 1035 o o 459>

Sl (slwaige 9 s a0l p sl 1) 43S (n e 9 9S anslie |y oy
fosls

10306 4.3.1.2

Generate line level plan

bobs 41, g ganplo; asky i bas mlaw ;o asly (0,5 5]
L o ol | ads asli 65U Colaal 5 0t SLSE ady et

. Initiating the line-level plan for production. Break down the production schedule into specific lines, specifying the L3 5o sl alflaz sladdiy 4 1) oy S aslip s in dnles pasuine

5\...]5,: L Gb-w B 4.0[3).! 5\.3.]5.» . . K i
various objectives the production schedule. ax 5 g e > A0S o astine Las o gl g 0S e how o)y

! s oy odgy asliyy JS 6 0g plowil b Sldos Blanl ax L g oyl
{.oo)f
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10307 4.3.1.3

Generate detailed schedule

Element Description

G canle dabin s Broadening the line-level plan. Specify all the individual production processes, along with the timing and the duration
TR ST T 40 come up with a working schedule that tracks the whole process and any deviations that might occur.

glesironic Busingss Process Management

S o Jlas Lo l5. S

50 s |y 0 Al e dan as Las e oy b S
Shles 6,5 aslp So b anles a1 S o ool e 5 29,8 0o
L (Gl Bzl g8 5 05" b 1) adgs a3 JS oS 092 Gagas
5 Sy Slles Slii e 4 1) adg s asly mf ales b,
b oS Lo o] sl e 5 ey b 1, Jgeamme ol ol o 5053
Soas s |y adgs J5 g a5 el adls 38 ol asliy S

{iowes pansis gy |y ol sl sl i aslipy b sl b

10308 4.3.1.4

Schedule production orders and create lots

Creating a schedule to commence production of orders received, and creating lots to consolidate the processing.
Sy slaaias sbml 5wy sla )l sole; Plan when the production orders are to be initiated by commencing the operations for processing products/services.
{ody slag) Specify which materials to produce, where to produce them, which operations will facilitate this, and on which date
production is to start. Define the size of production lots, demarcating the durations of batch production.

Sy slage sbml g easidl ;s Gl liw adgs £955 (05 sl
Slelos £9,5 b 1y adg slagiliw ST oloy a3l g5lwaz Se ol
b golge dz 08 jazie 0S5 jaeliy Sleas DY game 3l
9935 oo Joted |y 0 pll Slilos plaS gl oy xS )0 s wdys
sloojl g 98 s |, a5 slage ojluil o9 el Wl (o )b 4z 5o oy
by a5 Slasylaw 6l ) auled pasin | atws o ady Sl
@ o 1) lagT 5 0 on i ) W58 950 o o
aFe e 395 a5 g Splaie adyi Slibes plowl b 0.8 o o
4z @S plxl oy Joe plaST 1 el wlgi (g3lge b Jpamme 4z 9S00
5 03Il Crizran 1090 9,8 (Sloy 4z 5l 0y g it 150 plallee
{osl J S B oy 62 b oS o sl | 505 gy D0

10315 4.3.1.5

Plan for preventive maintenance

Ky Slpens 9 6,0 sl 62,4062 Scheduling planned maintenance of the production equipment.

Adgi Dl 00l g3 540k Dl e 5 (6 eSS sanle

10316 4.3.1.6

Request unplanned maintenance

Scheduling requested maintenance in order to address breakdowns where repairs or corrective remedies are needed
ol 4l p Ol e 5 (5,l0055 cunles> 0 immediately. Create a scheme for undertaking unplanned maintenance work on equipment/machinery that has come
to be in urgent need for it. Express turnaround to redress using specialized personnel.

o] o o5 el 08y slp (il 50 Dlimans 5 6K sanple;
sla)l5 plnil lp (25l sl 5o 9590 (6598 (ol lad>ol, b Sl pens
4 6598 5k a5 Y Temile b Sl 595 2 sl 5l )15 Sl e
Soslitul bl (5908 Slrwens szl Jolie a8 sl w)ls (Saew,

F5e 5 e ot JSII &35 05l b anles ool ppats slag s
Sly 6398 Sl a3 eSL alEns By 1 im0 el
b oS ganple) paasio GimmdSS L 1) 15 S 4 (S 9 e
wole A @ adg oz o Slee 5 @8 JSotie (S oy (250655 50
{.oo)f).,

10309 4.3.1.7

Release production orders and create lots

Initiating the delivery of production orders, and creating lots. Communicate the order that specifies which material to
0o sbml g 12l sl adg slat e Liil 5 y90e produce, where to produce it, which operations to require, and on which date production takes place. Define how to
aJy slag Settle the order costs. Create production lots, which is a particular production unit of an assembly that is planned and
manufactured.

Sy gl (b )liw oy glage obul 5 adsi gla s )law g sl
olles d> 0ol oty xS ;0 wed 0y slools 4z WS o Lasein
O 212! laaxly 4 g oo plonil (Fu)b 4z 50 g g Sl L5390
Slage S e 1) addg A)lie sladi jo Sod g 49 0920 oS

5 i §lige b Jgame Sy jl saseis iy 45 08 obnyl gadg
Sl 5l g ol s s f g e 4l 5 530,800 0 g (Sl
WS el adgi s a1l (gl cowsy Sysods g 03,5 7z, (55,40l
dagmd 5 S 5 dlons 09 S (et |y T (o 5 (8 Sldsx

$lp (@) patrin laaiws LB o) Jgams g 0aS e |) (lolaas o
LS moplol sige J55S 5 addys

10304 4.3.2

Produce/Assemble product

Manufacturing the product. Convert the raw materials to develop consumer-ready products. Manage the raw
Jya=s jlisdladss materials to implement the detailed production schedule. Reproduce defectives to establish and remediate cause.
Ensure production optimization and benchmark performance.

338 i B pas 4y oolel S gaa 4y 1) adsl Slse  Jpaza (0,5 0 g
P aiS g e o leal ganley asliy sl sl 1) adds) Slse

5 995 (Siludingy S 5 0)lgs s & 9 el ln ) Csene
dga sigim] S e | a2 po sloals b auglio 10 0 Sloe i
1y olge Bran 5 0l > S fod 2led Jyarme 4 oy aslin Gl |, oyl
b oS adg 0,lso |) Cgane Y gamme S S asl 385 1>l sl
Lo 08 G0 b ls (b b g 05 ol 5 alulis JSiw e
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Manage raw material inventory

Administering the inventory of raw materials. Manage the total cost of all component parts in stock but not yet used.
adgl olge s39290 (05 <o paw Manage the cost of the direct materials (i.e., materials incorporated into the final product) and indirect materials (i.e.,
materials not incorporated into the final product but consumed during the production process).

590 45 L3l 50 9290 izl ples JS an o adsl Slge (35250 (03,5 010!
5045 (g0lse x) euiine Slge 45 .S o e | wiloais solatl
Jyame )3 45 oolse (gim) puias pd Slga 5 (Wg) o0 ) (2l Jpamee

DS g pe ) (Bgd oo B pan adgi ol )0 Lol Wisd ad o)y ol

Execute detailed line schedule

g b Leadh sule 4l sl>! Creating and implementing the detailed line production schedule on the ground level.

Report maintenance issues

Recording and reporting any deviations or issues in the maintenance schedule, in the performance to the production

Sl pod 5 (5,105 Mo yols 3,155 .
’ ©77 97 management team, and for unplanned maintenance.

b Gl 455 0 545 aab Se b bl o5 L3S 5 o

@ 1) Sl o, Sloe 4y gy po Jlus aiS Cud 1) (6l anlyy o JSiee
1) oo iy Slimosd b (655 9190 08 5,155 0dgh S e oS
S wdlel

Rerun defective items

Reproducing the items produced defectively. Assess the produced items by conducting quality and standardization

Coare oMl adgi 5L . . . . .
tests in order to diagnose any discrepancies. Reproduce defective items.

'abul l; ‘) 03 ».\.ij ro)b‘ Liloads .\.Jy Corre Gygo & as &)@‘ .\..Jy )l;
O plie 368 10 B auS Sbs)l o lastiwl b ldail g coaS sl

DS 0dgi 0,lgn |y Cgure oMBl 05D cols auseis

Hierarchy
10310 4.3.2.1
10311 4.3.2.2
10319 4.3.2.3
10313 4.3.24
19566 4.3.2.5

Monitor and optimize production process

Integrating different resources in the production process: material, personnel, equipment, robotics, etc. Includes
g awl i e S slwase 5 Gk automating and controlling the plant, performing advanced process control and real-time optimization. This activity
also includes managing plant alarms and alerts.

w5a28  Sldl (59525 lge g ] B 50 calise wlie (55lwaz LS

5 lb b iy S @l S S g aemlegil Jols oje 5 SGL,

5 blaie Co pae ol fizmes colled Gl g oo S5, (jluatsge
olge Jio adgi 3Lis g0 golie dad t gimf ol 4l )5 oz sla ¢ dlel
S5 b oS Jate oo 2y g Saslen |, Lol 5 <Y Iesle (LS

3 5 Sl 5l ooliinl b (rizen 09 plonil plaie &y90e

Dygo y0 9 0 melald g il glalaxd jebay | A5 157 5 Shos «genlogs]
Copaaly ol aedlel s bojlate )b 5l csole pd Copndg b Ko 59
{as

19567 4.3.2.51

Automate and control plant

. Creating and applying technology to monitor and control the production and delivery of products and services.

il ke Automation involves a broad range of technologies.

9 DVgame oo 9 g 58 5 b @l 59k8 65,54 g ol

19568 4.3.2.5.2

Perform advanced process control

Including a broad range of techniques and technologies implemented within industrial process control systems that
are routinely reviewed, audited, and improved, advanced process controls typically address particular performance or

anls s o, S skl economic improvement opportunities. An advanced set of process control measures can be used to reduce variation
and identify primary improvement options. Results of analysis are fed back into process design for incorporation into
production.

Slaptans ;0 00l (5iluosly slagsyglid § LbSSS I (ormmg il Juls
WNigd g0 Syt § (S sy gy yob 4 &5 (Jaio an B S
olaidl b s Slae 390 slocas b & Ygono w3 aid 2y (sla 8
s se oo oS SLeladl ) ez iy slacgaze 5l ooliul b )l o ool
@l o8 plolid ] se ol glaan ;s 5 (2l | anlp glaplug
i) g sl 0 50 b ogd oo 0l Sk anl b b o Jlos
pole sob & oS gixio J S (sl o 41d iy (sla b, 5l ealital
Gl L leladl l oty sens |y 6ysloses b 0 Shos b aily o U )|
alp Lk 4y Jlos @mls oge slo)Sal, plulis 5 Slilugs

Lo Jlocl algs 0 b usils ol

19569 4.3.2.5.3

Perform real-time optimization

Helping organizations increase performance and efficiency, real-time optimization is a category of closed-loop

| process control that aims at optimizing process performance in real time for systems. It is normally built upon model-
based optimization systems and is usually large scale. Real-time optimization automatically detects errors, and can
modify and eliminate both random and non-random errors, as well as analyze and monitor all systems involved.

S50 (5 5lwdingy el

6900 93 ,5hoe (aall )3 laglele 4y a5 {alamd o} S50 (s3ludinge
(e Azl 8 S8 Sl iy il a3 S ) glits (S oo S8
Siltingy o] Ban o5 {50 b s Sliwge s xJlie ysb 42,5550
£55 ol sl Lzl Bl e olon o Waailoles (gl laasyl s o Shas
U s b Jae » oite it sloailels » Ysans siloanse
sk ) lallas 5,000 (iludingy S9d o0 43,5 )15 4 5 )5 bk

Iy Bolai i v g Bolal slalhs wo Wl o g 0S5 o olulils Sog>
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19570 4.3.2.54

Manage plant alarms and alerts

Element Description

Applying human factors and instrumentation engineering and systems thinking to manage the design of an alarm or
alert system to increase its usability. Typical challenges include having too many alarms in a plant, poorly designed
alarms/alerts, improperly set alarm/alert points, unclear alarm/alert messages, etc. Poor alarm management is one of
the leading causes of unplanned downtime.
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Jelse 51 (o o VT pnd g e sl 00 5 it b o VT glaply (05
St (b o5 st el oniiis i jasl y slacalss 95 Lol

b 09 azgi cattunms oS 5 380 5l (Ll L8, 4 il a5 o
G yd b ail ol lislass 51 e sl oolizia] BB 5 asie ladly Lap VT
Wil on (5> g 00 12 )gilpl (oS )0 Lusl il 0ui i g (b
Lsigd onie adgs atwlysh idys &

10314 4.3.2.6 Assess production performance i ) _
o)y gldd (sl odgi anl bl Glaslie ()l ngSIl 5 ()8 Ll
. Analyzing and benchmarking the production process to judge its effectiveness and efficiency. Create production ‘ o . , .
g o Slee 2| las lustew! b beasges L adss anlys o) awles obel o
9 S = metrics to numerically calculate the performance of the production process. SRl b asigai b 5 ) 9 sl st sl sl g
Gho Sl g el 5o g I 0l 058 atine B oS dnslie gz e
{iosS o 1) ooue slajlons g aasle ()] o Sles 3.8
10369 4.3.3 Perform quality testing _ _ _ _ Iy s Sl 00 adgi Y gz oinS Sb5,) slp s gl
S o ol Executing tests to evaluate the quality of the products mapufactured. Calibrate the test equipment. Conduct the S s s 5 gl s plol | el (slaias S oS
actual tests. Record the results and outcomes of the quality test conducted.
MLQJ S |) W) r:l.‘?u‘
10318 4.3.3.1 Calibrate test equipment Ol S slogygasl plonil (sl oolinl 3550 Slpgas (o5 ealass
Aled byl 1) s g S (slas Jasbinl b S s Sliges glkail
Regulating the equipment used for performing quality tests. Assess correspondence between the quality testing 285 Sl Gl 5l 5380 gl 2 uilid o sinles Jol el
s Sliad 50,5 0,8 equipment and the desired quality standards. Ensure the calibration standard is more accurate than the instrument USRVELPIVPIRVEL JPUL ST JRCNT I g RGN [ WSO ROWA FOWK Y =
being tested. D relae 5 il Jlgan aadansd A glas Juilinl b Sl ol
)'I ©AYL cds A,.‘SGA oolaw! Q%_w\ﬁ.:JlS Lg\ﬁ aS a5°)|~‘3l3-“" L &>y
{asinn O s Jl= 0 a8 o)l el
10374 4.3.3.2 Perform testing using the standard testing procedure
_ _ _ _ _ _ _ _ _ _ _ o lailinl cas g, b Gillae 5 oo 0, IS Sljgon ) oolanwl b s sl
5 ] e 2, 5 ozl b s o Ferformlng testing using calibrated equipment and in consent with the standard testing procedure, including testing Bl s oatenlis slaelins b Lles] ol it} s leg Ll
ime. i
Losey] sannle; cale, b oad s o laibin! sla g,
20956 4.3.3.3 Manage quality samples .
bl b TS ¢l Jparme aiws S 5l o 5 slac gases Sl
)l oo 48,5 ] 5l diges 4 Jguamme atws led CuinS o)L )o
Selecting a set of elements from a product lot to draw conclusions or make inferences about the quality of the 2350 50 odls (g yslaaz 1) amled oalisul ;S j5boay (g S diged
5 sbeasses <o paw product lot from which the sample is drawn. Sampling is frequently used because gathering data on every product b shos o (Sanynd el 095 oo wg £, S g oS Jgae
produced by a company is often impossible, impractical, or too costly to collect. il sasasi Y gams e 5l Aiged (g0l 1 siny) el A jyy L
1525 oS Dogliad Algasms IS oS o)) auslyis byl oy 2 b b 0S
10375 4.3.34 Record test results Iy adg ol d o Shee cuiS slacus sl 9,5 5 b (g5lwdiins
Documenting the results and outcomes of the quality tests. Track the performance of the production process. eyl adg Al a8 LU b anls aitee 5 b | ol anle il
< s o8 Record/Document it to evaluate the qualitative efficiency of the production process. Use electronic devices and ol | enil ey, e ool o s o] | ksl el ses
software in order to ensure effectiveness in recording the results and outcomes of the test. 5 EIAS 0P SBSTIT S T T 2 I O St 0
e ooliul (Ssg iSUl sla 5810 5
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12045 4.3.3.5 Track and analyze non-conformance trends pae glaslas ) . Joame b anl$ SO 5o OIS glaslaz; ol 5 o poe
G p sl aulen bools B aples obo, o lusbiwl & g0 |, 5llail
el ot sty |y Gllail pe slanis, igh il U8t 3B S5
sai e 5 £685 e 1ol ly anl B o Dlyss slonl Sl b o les

b oanl e lbail pac o)lge b oMo 1 gim ) w095 ol p sllail pac

Managing and monitoring the occurrences of problems with a process or product. It is important that
nonconformance occurrences are tracked in a standardized way so the data can easily be reviewed to assess the
’ impact of the problem. Ongoing analysis of trends in nonconformance gives an organization the ability to make . i
process changes to reduce the incidence and cost of nonconformances. S bl @ygoar |, gl S (il 5 e plite jsboar|) Jyaze
)lge nl Wy polhe Sl b g 08" oy 2 1) GLASE Slg b oS JLis
oealS o sldail pas 4 3o g olows U osS Jlesl 1) 0l 8 0 oY ol s
{al
12046 4.3.3.6 Perform root cause analysis [JESPUSRUESP W P ARSIV [PYSEL JPNRE OX g Jt| VPTG GEL G PSP
3l slacgemme 5l oolainl L ST cpl ccanl ools & Jol alag o JSie S

JSie G Lae gloles JLos oo po sla 1l b ol o o aseine slapls
_Using a techn.iq.ue that helps people answer. ’Fhe question of w.hy a proplem occurred ip the first.place. It seeks to ol oslidl ] 53,5 adetin g 395 onnd JSitie ol e b
sl , ale Jd>w obxil identify the origin of a problem using a specific set of steps, with associated tools, to find the primary cause of the Lo 50 o} s ol ] 65 JLozod s s
problem to determine what happened, why, and how to reduce the likelihood that it will happen again. Sl sha) S S igmr w8l O Jlessl iS5z
by 1) shol ata; (ool sla )l 5 lapls L a5 o JSae £935 2l 4 ol
S Olgse sshz 5 ol Gy Lz woog 4z JShe 058 asmitn b S o0

L snSsl o] S

@lbail pas lassy; Jlos 9 2bo

10370 4.34 Maintain production records and manage lot traceability . i ,
Soslital 5 oo arepllss (ilwaiinms 35k 5l oy Blgw 4 Gordn gl
Sloge 5,180,k pl 0y slage 5 Zopie il pliebl sl o
b3y Gl adg lag o)len) amles s [y o1 5l ooliiud ogou 5 ags
Perpetuating the production records by systematically documenting and using it to ensure the effective management )0 Sl 5 8 55 Bilym Geipen spazme 00 [ S5 SlebS
slog (2, Cebll o e 5 9g Blew 65455 of lots. Determine the lot numbering system and its use. (The lot number enables tracking of the constituent parts, as OBl Qe adss a0 )lods (b il oo ol B 1) Jgame S a5 5o
+Jg Well as labor and equipment records involved in the manufacturing of a product. It enables manufacturers and to dlma | Lasil slagy b wias plol 1) cuiS J 7S glopw,p b ons o

perform quality control checks, calculate expiration dates, and issue corrections of their production output.) polon (6 )0 aine} (anled ol 095 aulgi ozg5 0 oDl 5 asS

oy Y Glddind s Co e gl adg Blaw (gilwasins g
J)....S ‘u|,...e‘:u <) )15 &9 «lalad 67"5*’../..., d)&“ a5 ladws Ls)‘;\fo)l.o.ﬁa
{'“\"56“ wol B 1) 0dsi (29,5 ol 5 Labil 7 )l dalos (i

10376 4.3.41 Determine lot numbering system
sy @) ool dgammo b axe ke 4 ololidh o )lad o panass

(P @adg Glaaxly Gulul p 1) ads slage oo lad oad adg Slge

)‘).9 [E ST Vv 6:5)4; Cound e ‘) L&bui 9 oals ‘JoLA‘}‘ o).:_é 9 J‘?A u.&bl.»..w

aSlo adgl olgo 5l aS GrsscY) Gody aws » gly ‘5..'.;} V-

_ Allotting an identification number to a particular quantity or lot of material manufactured. Assign lot numbers on the bl 2 b ()85 0l l AT s 884 pazein o)l SG 390

Mg slag )08 leds s (sl . o . . o ) .
R basis of specific production units, material similarity, etc. Place lot numbers on the outside of packaging. 9 ploxil 0 g adgl Blge gy LSy g axly wile pasin gle L

tv‘ oa)f C)o J}M‘o &MM 9y C?"‘SA" A.ala oJ.wuaM s_)y O)Lo.:: 9
@ b (@) Lot s {058 cpoads o Jole 0 ol 2bs, culild

odsi oSS Lois Lylys )0 a5 Ceul Jgama 5| aseive dsgers Sy s
fca b, BB oY ojlas o b g onds

10377 4.3.4.2 Determine lot use STRE AIPUSRVEC SUUUUS B PRV X P PUCIIRY DRV /S PP R LSO T PO
{adg sloarust ady slog 9,5 o Identifying the use of production lots. Define where, how, and when to use a specific production lot. CJ ” 7 j G
Sgi oolatwl Sloj az g AiSa xS > godes

10219 4.4 Manage logistics and warehousing S gy)ll g St b o o ladled (oled ol g o poe

) 9959 Slge by mled J13 0 5 (agas St 039> (51 1l

Administering and overseeing all activities related to logistics and warehousing. Outline and establish a strategy for w7or> JBsde> 9 o)l (Slles loclld S Sy e g S0l
skl g Sead Co s the logistics function. Plan and administer the flow of inbound materials. Administer the operational activities of Copde b agad gl oo o Jolds ¢ ugSae Seiiwzd apled o)lol 1)
warehousing and outbound transportation. Manage reverse logistics including returns and exchanges. Grael syl (g8 Ll 5 Sl jgel Sy e st S

{omsm s

59 of 157 Copyright 2024 APQC



Hierarchy
ID

PCF ID

10338 4.4.1

Element Description

Provide logistics governance

Outlining the strategy for managing logistics. Translate customer requirements logistic requirements. Create an
S S il )l efficient logistic network and outsourcing portions of logistics activities. Design a logistics strategy that optimizes
transportation costs and schedule. Define key performance indicators.
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10343 4.4.1.1

Translate customer service requirements into logistics
requirements

Determining the requirements for managing the flow of things between the point of origin and the point of

S DLl &y (g yiie Dloas SLall Lous . . . .
s s consumption by assessing the service requirements of the customers.

b b pan alas g Toe abil oy YIS (b2 S ke (slagsiiojls (omess

3 ol ST 535 oy b 2 i) oleside oo S5 G
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10344 4.4.1.2

Design logistics network

Developing a network for logistical activities. Create a network of entities through which materials and information

Stnzd 4 >
e S5 2 flow, encompassing all related activities associated with the flow of transformation of products.

1S ludgmge 3l S8 oyl Seincd slacelles o]y (GaSid Axwgs
L po slocallad D4l 5 05 g0 ol oyl 31,k 51 Sledbl 5 g >
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10345 4.4.1.3

Communicate outsourcing needs

Conveying outsourcing needs within the organization, with the objective of sourcing the assistance required. Define
the portion of logistical activities that can be transferred to outside suppliers. Assess third-party agencies to carefully
select the most appropriate agencies for outsourcing. Convey these needs to management or the appropriate
authority.
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10346 4.4.1.4

Develop and maintain delivery service policy

Establishing rules and regulations, as well as the terms and conditions regarding the delivery of service by the
Jgv sleas cwlew 5,105 5 (2905 company. Develop a delivery plan that specifies what, how, when, and in which way to deliver services to the
customer.

Sloas &l 4y by o Lallyd 9 Lulpd rizmen 5 o) e 9 (1B @29
98 03ld hgrt g W) (gt ) (LB 4z 4 g Sloj x WSs (Ses
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10347 4.4.1.5

Optimize transportation schedules and costs

Optimizing the schedule and costs of transportation services. Design a logistics strategy by strategically creating
Jag e slaanze 5 canole; sslwaise delivery routes and systems, which optimizes the overall transportation schedules and costs. Evaluate different
transportation sources in order to select the most appropriate and cost-effective sources.
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10348 4.4.1.6

Define key performance measures
. Establishing measures for evaluating the performance of the logistics strategy of the organization. Establish key

oIS sl ale iy
2N S o ls Ko performance indicators, including the logistics performance index, delivery in full, and delivery on time.

slearli lojle Sad 5linl o Slee b5l sly (2o )lre (s
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4417

Define reverse logistics strategy

o5 St (sl

Element Description

Establish a strategy that includes rules and regulations for the physical handling, information processing, and
disposition of product and packaging returned by the buyer to the seller or an intermediary. Include return approval,
transportation coordination, advance communication, product tracking, receipt, disposition of the return, and
processing warranty claims in the strategy.
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20936

44.2

Plan and manage inbound material flow

slge (69959 (b > Cupde g 55,400 0

Creating and executing a strategy for all the internal activities related to the flow/transfer of inbound materials. This
process includes planning inbound material receipts, managing inbound material flow, monitoring inbound delivery
performance, managing the flow of returned products, controlling the quality of returned parts, and salvaging or
repairing returned products.

Jl ol o b Lo e 151 slaclles ples gl (1l sl 5 olony
Olz Ca e (3559 dlge S8l (53500l ol T B il (5959 s
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10349

4421

Plan inbound material receipts

$99)9 Slge <L, (53,40l

Managing the receipts of inbound materials. Create a plan accounting for the materials procured from the source of
supply and the materials delivered to the distribution center or the warehouse.

o) )‘ onL o|9,c as A.a.».s w Ls‘d"’l")J 45999 0‘9,4 ;,el.-)o o pode

55 0 1yl b s 35 pe 4 0ad 00l s olge 5 (peels

10350

4422

Manage inbound material flow

39,9 dlge (b > o poe

Managing all the internal activities related to the flow/transfer of materials. Manage materials being delivered to
distribution center or warehouse. Gauge the time taken for delivery and if the delivery process is on time.

Ui g JESI b ez b e 515 el oles o5 o pie
) 929 slp oaisd o oy S o e |y Ll b @598 35 50 4 0lge
b ogd s plowl @geds Jgow anl B LT a5 0S (c) 5 dled (6 S0l
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75 80 ey 10 g sl Babs Slge LT 00,5 astive B 09 edumiw
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10351

4423

Monitor inbound delivery performance

993 J2978 o Shoe &l

Overseeing the performance of an inbound delivery system. Check the present delivery system's efficiency, cost
effectiveness, and adherence to a delivery schedule.

u‘;;-*’ 9 6&@‘ 45].4 ‘QS")IS 45999 Jayu f"""“"“‘““ \))ﬂ.o.c » u)Uaa
Seled oy |y oo (ganpley aeliy ay (Jad Jigo0 s (gaily

10352

4424

Manage flow of returned products

£ DVgama by o pae

Tracking and taking care of the products that have been internally returned either because of their deficiency or in
cases of incorrect delivery.

o7 b el o &S (IS o9z 50 DY game 4 (S 5 (b3,
IR o&‘é)fjb. ol

20109

4.4.2.5

Manage disposition of returned products

Determining if a returned product can be salvaged or repaired. Salvage or repair is dependent upon the product, the
condition of the product, or the availability of a like item.

@il e b ol e b bl BB gz e Jpame S LT aS] (s

35l

12708

44251

Determine quality of controlled part

Implement a checks and balances system to verify that returned parts meet acceptable quality standards to
determine appropriate disposition activity.

Slakid a5 395 0l b oS g3laooly 1) 03l 9 ol 1 et
G Sllad b aniS oo 0351 1) J5ed BB aS sl il o9 5o
22 Slp S s S 2l i} 05 (asiis conlin S5
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1.28,5 lap)T b 8,55 2 052 0Ly

10366

44252

Perform salvage activities

bl ol ol

Executing activities for reinstating the returned products. Present the customer with additional incentives of
compensation in case of any defective products delivery or any discrepancy in the product specifications in order to
save the order from being permanently returned.

k975 D)ge )3 (297 0 Ngaze Ab Tl 6l plaiulled o2
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21604

44253

Manage repair/refurbishment

Ygama 3l /esi o poe remanufacture the defective or ineffective products returned by the customer. Process the delivery of the repaired or

Administering the reinstatement of the returned product in order to return them back to customers. Repair or

remanufactured products back to the customer.

Olie 2 gl (uils il jsliie 4 (o2 po Jgamo il Sk g e
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21605 4.4.254

ID

Return to finished goods inventory

Element Description

Moving a returned product back to inventory or stock. Whether a product is sufficient as returned, repaired, or
sl Y5 o9 0 b 5L refurbished, moving that product back to inventory for resale or returning to customer is the fnal step in Manage
disposition of returned products.

Jyame S LI aSinl Sl (go9z90 4 (52 0 Jpamo (ol Jla]

o J Sl 5o 55 ol o (g5l b ppass b ol S5 16 o5
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10340

443

Operate warehousing

Tracking the inventory deployment. Accept and store products. Ship the products. Measure the accuracy of the

&yl Sldes plxil L e
inventory. Assess the performance of the outsourced logistics activities.

‘) uy}»am A.HS o).._>o 9 -.\J)Ju\-u |) uy}»am “(509> g0 )‘J.D.».w‘ ‘:th)
St glale o Slae g 1S o5l |, 053 50 s 0iS L)
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10353

4.4.3.1

Manage and track inventory deployment

Tracking the logistical act of delivering or releasing an inventory item or entity to targeted end users. Track how much

Iawl b Co
SEITI IS SRR 9 e inventory has been deployed at all the distribution centers, individually.

Ol 4 699290 b pia] ST (Lol b hgos (S Joe b,
) Al m595 ST S 2 )0 0adm 98 (Goszge e . Ban ol
DS (65 allax &0

10354

44.3.2

Receive, inspect, and store inbound deliveries

Coordinating the incoming inbound materials/products. Accept the delivery of these materials and the subsequent

3555 alsere g JagSs L il o N
i SN g i oS storage. Track them at the warehouse/distribution center.

9 SIS g 5 o] o8 (Bpdy (59555 DY gaa |y olgo (Sinlon
3959 313 Ca e 5 S8l it @i 350 bl s bl b,
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10355

4433

Track product availability

Jyame o9 wywo y8 2bs, Keeping track of the availability of different materials/products at the warehouse and distribution centers.

&9 ST gl jo e S gamalslge (39 99290 Glgw (5l

10356

4434

Pick, pack, and ship product for delivery

Ls*"’l} Jis7 ln Jgame Jlol g (o (b

| Packing and shipping the product to deliver to the customer. Take care of the internal and external packaging of the
products in order to ensure safe transportation of the products from the warehouse to delivery locations. Notify the

fsite sl Jlosl s iluoslel N5 iy o system and/or Accounts Receivable Dept.
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Ji925 oo b Ll 5l ¥ gazme el Joo B oS Culdlie Y game (o)1
S haa 1y 28l s slacbus L3 bs by ERP g 098 cpeds
St dlge 5l ooliiul b Jlu )l (6l p OV game (g 3lwoolel aiT ) ¢ m
bl 51 Jais e Job 5o gl el Li> gl (215 5 131) conlie
i 58 J975 5 Jloyl 0 B yo ST Cu (s g 06 5t S
Saz sl oy 4 Lol b 5 (BRP) losls sl 552,000

{. o958 & bgyye Jbo ygel plx]

10357

4.4.3.5

Track inventory accuracy

Monitoring any discrepancies between electronic records that represent the inventory and the physical state of the
ssy>9e 35 2bs, inventory. Look for discrepancies such as phantom inventory, which includes products that an inventory accounting
system considers to be available at the storage location but are not actually available.

3y (S5 Sandy 5 S92 g0 (Sg iSUl Bilow o Dplie S e Al
Phantom) _esage 504290 siile SIS oluliss . go9>g0

839730 (S Il pias 45 5,05 0,1 SV game 4 a5 (INVentory
30 Lol el 08,5 S o iws BB g 09250 (5ilwo S oo jo 1, Loy

59 oadbiad Sledbl avslin ¢ owyp ‘_,’_uu“} D5l 325 oee ] o adly

b lalas olobid sl )l )o (Hly 539290 b (S e Slapinss

Lol el 35350 Ll 50 YIS 03 so HLaS piens 457 (63,150 wiile dacidlis|
5 599290 Oledbl cds iol38l ISl 5l Bus 0gh gad <8l Jos o
{om] el g )Ll libos o S 5] 6255l

10358

4436

Track third-party logistics storage and shipping performance

o) i 5 ol 5 Shac (5,5 Keeping a track on the storage and shipping performance of third-party agencies. Monitor logistics storage and
o ' " " shipping performance for third-party agencies. Use measures such as a logistics scoreboard, activity-based costing,
HSlew loes b . :
~ economic value analysis, and balanced scorecards.

Sy GBS 5 Laags YIS Sy Ja 5 iyl o Shae ol 5 (550
eles &)l ke e o St s Jiss o> 5 (6,1 Ll o Slas
solazdl b3, s (Activity-Based Costing) cols

oolaiul y3lgie (o5lel o5 5 (Economic Value Analysis)
00 m 9 (S SIS 1 0 Shae J 7S 5 2oyl smh 0
o e sl sleslatul b ‘QT Jis o g Ll o YIS (6,105 4o o
{oboas cuinS g anse (o5 ot ol
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10359 4.4.3.7 Manage physical finished goods inventory )bl Gl o Glojle lawg sadadys ol DY game olulr o pos
Sz b oS obs, oS )b asile olapiaw 3l oolizwl L 1) YIS
Administering the movement of the finished products that are processed by the organization through its warehouses.  ? S Gl ] 0 g Jyame oaile Bl sas 29y SV ake g
el DYgaxe 58 (639290 o pae Track goods through the use of systems such as barcodes in order to monitor the volumes available, quantity of out- [ ESCI IR IY SRVEC SOV O 1 POV N -y S TP RO PR
flowing goods, remaining shelf life of the product, etc.--ultimately, to best manage the warehouse capacity. 3 St b byl 5l sles Y game a5 5 6, Jlisl a8
Olee Jolas Lz jglate 4y (a5 wsle) (2bo, 9 (olulid (slags sl
o] bl 5 5o oolitul 5 YIS 29,5 by (539290
20957 4.43.8 Manage warehouse transfers Sl JEsl Lol i b (Jawse o 500 5Ll & Ll G 51 )81 Ll
353l 8l o S5disa o e el 8 (Sig S D g0 Ysans
Shipping items from one warehouse to another in a multi-warehouse environment. A warehouse transfer is typically o o 500 ol & Ll S5 5l e8I il o o0 Sopeb sloas] b
JWh Vsl o poe handled electronically in a system designed to replicate the physical processes involved with transferring items from b Yanne a5 cilisn glo i o Y o s}
one warehouse to another. &b e iz slo)lsl o Y ol iy o
SIVE Jassl (58 anl 3 U 0sd ge Sy pae § Sl (Sg xSl o
{305 J3uS 5 loand oo )Ll & L3l SO
10341 4.4.4 Operate outbound transportation ‘
Z9> DVgaze horw g g Jer plunm 5 sable) 45 (slasl p olx]
Sk [y eaisS Jom oS 18 Ligod e 0 Shos rizren 9 pateia |,
4 by ye Sl g oliwl pled 4y (Fasw) g adis by o poe 08 e
Creating a plan that specifies the schedule and system for transportation and delivery of the outbound products, as oolel ¥ guamo a0 (et s gimf e plosil 1) g Jon slaS
9 Jais o> s;lailel, well as tracking the performance of the carrier delivery system. Conduct vehicle management and processing of all Jloyl daie 4 (Mg o 8 55 az Gyl 3l g b, 4z b slej 4z L)
carrier-related documents. 976 CuiS b g ety joix e 1o ol Al sy e digis
ﬁt?u‘ 9 solazw! Oy d.,.lm Jul.w5 L: u@sb w)).xo J.ALM: (o M.)‘So
J)L.Lo 9 ‘LJ"’"’ \)L».w‘ 44.0[3)[.3 ssle g,L‘L'Bg,L‘” O Jay).a LS\)LMAJ‘ 9 L.§)|O| )5.4‘
{ol oaisS Jo sl o 4y by ye
10360 4.4.41 Plan, transport, and deliver outbound product ) . )
Organizing the transportation and delivery of outbound products. Plan and organize the transportation, shipping, and Juosl g oz 035 (poploslo | (o255 Sgame g 9 JEigJe
o DYsame g 9 Jo> (52,40 delivery of the end products. Create a plan that specifies dispatch and delivery of the product to its destination, as Sbml glasly aiS (poplejle § 600l 1) ols CYgaxe Jog 5
well the transportation. WS et |y dale & Jgaze bemd g Jiig e ¢ Jlo )l S aS
10361 4.4.4.2 Track carrier delivery performance Monitoring del p X . ducts f " . distribut ors to the retail @ 9 STl Ll 5l OV game Jo slBa Jrg765 0,Slae 5 o)l
B e . , onitoring delivery performance when carrying products from the warehouse/distribution centers to the retailers or e . L
oaxS’ s b Lol 5! b Loxo . S b oylog 80
o 25t b 252 A 6d consumers. Create a performance metrics based on the key performance indicators. olelnh 52,8 slafrs ol (TS a0 b olog e
0 oyl 8 Slee solS slaasls
10362 4.44.3 Manage transportation fleet B
lp &S JEgdem Jilog b Loy slos S5 5l slacgarms 4y (S,
Taking care of a range of functions related to the means of transport used for delivering the end products. Manage 5 e s bloy o el g so oolizl les SV gae ygod
Jais > 089L <o pae vehicle financing, vehicle maintenance, vehicle telematics (tracking and diagnostics), driver management, speed Eanl o . o) s bloe Sl de] ol s
management, fuel management, and health and safety management. OBl S e ghiose 5 o)) i Jilog SHLL dag] S as
Ao plnil 1) (el g Cellags Cu e 5 S gas Cu pae (L pu Ly e
10363 4.4.4.4 Process and audit carrier invoices and documents @ bgrye ;3500 sliwl 4355 12 g lbolurs g0 dad oo y3b g 280 kojlo
S 5 sl g oo 0 s jas 5 i Organizing and inspecting all account statements and any other documentation for the carriers used in delivery. ol it ce 0oliial YIS g (5l a5 (loaisS o> (slacss
) -~ " Create, manage, and inspect all documents related to the financial, regulatory, and administrative accounts of all the o . e ’ me;‘ o L
° carriers/freights. Generate receipts for all freight transactions. g ape ozl @bl Jiades slocS pb aan ol 5 e o
A olo ey Jb Jeo o ST den (gl asS o)l
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0 ffering services to customers. This is the actof providing service delivery as a core business practice and

ol g, SO lsie 4y Cwas @l fols Jos cpl ol i 4 Sleas &

D9 oo (§ e 4y Dloas dil)] 5 mlie Ly ke

20025 5.0 Deliver Services wloas 41yl covers identifying strategies for performing service delivery, managing resources, and delivering services to the
customer Cawd a4y Slens il gl..ol anlyd S el i 4 Sleas &l 6..:..}
3 3550 glboe Cu poe Glo )i 0928 sl Syl ol &S (5 i
Lol (6 yin a3 cons a3l s o 4
20026 5.1 Establish service delivery governance and strategies s 1) slo 5l § CuaSl ()8 0 g ol Ca e (8l (sotianms (8 yideo 1 CaodS aSl] gl O ie g pilgd ol
AP R PR JPRRVEL S S JPRLIPREL [ DS LTS J PRIV e
R ERVEN l;w.;;j)é dacanlow Blasl oil andls ol (gt b cols,
_ _ _ _ _ S Gy e cwens il ol 5l iy olsie 4]y Sl g S
Creating rules and regulations for service delivery to the customer. Establish a system to manage performance, T 2SR ol ey Sl s 8 e
delivery, and direction of service delivery. Engage with the customer for satisfaction feedback. Define goals, policies, =~ &'» s sihlel, (fy 1loas @l sl JE3lo 5 3158 29 )
processes, and workplace layout and infrastructure as a part of the service delivery strategy. Gy i 3105955k (18,5 Sl Cwad o9 g 0 Sles p o)las
UGl g a3 wlaal Jolis S o340l g ol culs, 5l oylael]
Lobas i g2l 6lp (S
20027 5.1.1 Establish service delivery governance Cwds &l CeSl> sl FUSVICIRK YOV SRUCIROOIE PP S RE S S0 S SO [N JCHUON 1 PR P
Establishing service delivery governance through a system that manages performance, development, and direction. Ll 3l <eld; 3,00 50 (6 0,555k (sl A (o0 Copie |y 6522 5
Allow for customer feedback on delivery satisfaction. ald; e Liomiw lp ol iie Ol cdl,s Gl ages ol cwas
1osS wal 3 1) Lo
20028 5.1.1.1 Set up and maintain service delivery governance and Ceods Al Ly e i 5SS Laa> 5 (g5l0lel, Providing a system for which to manage customer needs and a structure for which to facilitate service delivery to Glp Gl apd 5 6 yute slals o poe Gl (cotuanns 3,5 2l 8
management system fulfill those needs. Bsls o1 59,5 0980 gz Cass @l g
20029 5.1.1.2 Manage service delivery performance o a8l o Slos o o @ Cwdd jaaliaibee a5l liesl gl 58, Shas sl bao 51,1 g plxil
e
Conducting and implementing performance measures to ensure successful delivery of service to the customer. ly oyl 5 1ojlae (slwosly iny 1g0 Shos (slalxe g2t gim
{ios e Cawd 4y ogllae CobS g Codge b Sleas 4l e
PICLRCY g 9 90 (6 e
20030 5.1.1.3 Manage service delivery development and direction i &il)] 6 WS> g drwgi Copde @)l g Sz g drmg A&l luebl 6l plie colan (48,5 ol
ol ot (6 i g3l b Cons
Providing guidance of resources to ensure that the development and direction of service delivery is in line with i IS4 5 e i ol b &y golie Calan < in)
customer needs. .
Soils g baulss b gl lids Sloas al)] g 0, pne a5 Gl &
Logn i bt
20031 5.1.1.4 Solicit feedback from customer on service delivery satisfaction cuus a5l cols; 5,50 40 5w 3l 0,555k Canlgs o oo &8l Sleas o 1 Liominw (slp Ceods &l 5l (55 b Jolas
0oy ,8 Cwas a3l galdS glas Slos dgun jolaie 4
Engaging the customer post delivery to gauge the effectiveness of services rendered in order to improve on key Sl dmy e b 28,8 Bl oy 10005 ) g (sn b Jalss 2 i}
delivery functions going forward.
Y going 6l )1 6l el ol 5l solitl § wloas coaS obj,l sl 5 plasl
{.oa] 18 Cwas &l slaasT )
20032 5.1.2 Develop service delivery strategies st &l ool danwgs 1) b da o slodrg, g o] dacalow wilaal a5 slao !l (oo
Constructing strategies that identify goals, policies, processes, and procedures in relation to service delivery. Review S i Ll e b ] e sl ] S it 1. conns
and validate strategies. Define the workplace layout and infrastructure. I A A G
DS iy e ) ESl 5 9 )15 e Jleanr
20033 5.1.2.1 Define service delive oals Cwods &l Blaal Gy 5 o ) ) ) ) 8,k 5l s rmie lasls 43,5 03,90 sl lesle slddsg, (10,5 guren
v ’ “ Aligning organization practices to meet the needs of the customer by creating service delivery goals. S 3l 3 035 225l sl o 2 025
oo a3l Claal slox|
20034 5.1.2.2 Define labor policies S o slacanlw ca e lacslow o 4! 51 laabsl g golio sl I 590 lacalon g
S e 00510 1y (g Dl i g (s ytte ool (slajl
Outlining labor policies for resources and ensuring that those policies meet the needs of the organization, the SIS e s il walass st IS (6505 (slbamlins g0 5 ima)
customer, and government regulations. 3 ) _
le) (9l Olelill pa 5 (5 5 Olosl Sladinlss wa oS lS 4
{O}w
20035 5.1.2.3 Evaluate resource availabilit L 4o o byl i o i bl T 5.5 03,80 5 gl Y aolie 4o JE i clails Sy
y G 0% TR SR Understanding the needs of the customer and providing the necessary resources to meet those requirements. HOT0o5 ol sl 3 i 0257 2l 5 e S35 5,
20036 5.1.24 Define service delivery network and supply constraints wali lacogame g Ceeds &l aSlil Cas a3 . ) o . . . i g Caas @l A oads Jles! cldodgame Syo g olulis
i PPY O SIS ST Identifying and understanding the limitations imposed upon service delivery network and supply. o a5t oad Sl slocasy e
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20037 5.1.2.5 Define service delivery process cwas &l an 18 a5 Defanging policies and procedures that focus on meeting the needs and expectations of the customer within the 5 s et SHUELT g sl (els 2 35505 L oS pladyg; g lacaliw (2905
working parameters of the organization. oS e plojle sla (soieslys gl
20038 5.1.2.6 Review and validate service delivery procedures s &l sladsg, i liel g sl ladyg, wlodile caie (63 ,5has sla ol b 5l a5 Cooas &l slaasg, (5,5550
JRVEL SPVON- TSR CEETON KWL FOR [ SCVPSPRV. SO ORCA R I ECH PR
L . . . . . i 1)l b by 00,5 seed 9 2ol ST sla Mol :
Revisioning service delivery procedures that fall short of performance parameters. Realign procedures with specified =~ <27 < =27 " - o 3 2L slasag, ol i}
expectations in order to provide successful service delivery. bas lasbiwl Golul 2 lagl pelas 5 W)l (g3 9 ,Sas o5 o by, Saze
{icwas @il )5 culise o sl
20039 6.1.2.7 Define service delivery workplace layout and infrastructure Cad ) e Sl ) g ledus i e a4 Sl 9 SOl lesuz (Slb L as 55 Lo ol
Creat kplace that b the needs of th ization and hrough ic d el e el el S
. reating a workplace that best serves the needs of the organization and customer through strategic layout an 1 SUSHl 5 615 (6l b o sl (615 L sl 5 e}
infrastructure. .
Jlosl jsb & ol yiie slaaialss oo 5 Slojlo slajls wa a5 slaigs
o9 B)by
20040 5.2 Manage service delivery resources Cwas 4l wlie o poe ) 5ldlad cqz 53,y aabyp g olio b o e slalolis 5 bajls 5o
2l ol Gk 5l Sleas
Understanding the demands on resources and creating a plan to enable the delivery of services via those resources. CHld (g saens @l sl syl g @lie slajls S gt
)‘ oolaswl L: A.:‘}.u aS 6‘440[)).) &).aj..\.a 9 é’L\.A > )LMS ) Lolss ul).uo d«_‘)d
falop b yie 1) Sloas (mlie olen
20041 5.2.1 Manage service delivery resource demand s 4l wlie Lol o paw @yl wle 3959 by ylai Gk 5l 69,0 mlie L 5l liabl
3 3590 o len b e b (5,150 5 i i, damagi { lie sl
2Ol S Sagie 1y obyie Oldlaw g e ) Cweas @l 6l
Ensuring necessary resources are maintained through monitoring pipeline, developing forecasts, and collaborating <85 amled Mol 5l O)go )0 g bl allls ad i Ol L
with customers. Determine skills needed for service deliver and forecast customer orders. Monitor forecasted orders IRVECIP SN 25 RV} U
and modify if where needed. Measure forecast accuracy. sz ol iay b s sk e § lie (39758 (e i)
Gl s ol jlaw i lp i b 6o ailie 3459
<o 5l Gliabl (sl o ooy pglie Dol g (oui) 2 9 Ceoss L)l p3Y
{ o]
20042 5.2.1.1 Monitor pipeline el 3955 Bl p o)l yoee golie 3959 by alisee oo 51 aS sl ogill slacs B Sbs,
Tracking potential opportunities as they move through the various stages of the pipeline. SIS Glocsd (5,5 so, (m teilise Sl 13 Lo b 6508y i)
{log] pas ol ooy b anTs Jolye olad jo Jloxsl ol law
20043 5.2.1.2 Develop baseline forecasts ab sl s i b dentifving the d 4 anticioated for th ation _ Estimate future d g _ _ loosls 5l oslal b . lejle Sloas (gl oo oo slolis olulis
entifying the demand anticipated for the organization's services. Estimate future demand for services using , . ‘ o
L . , I, Sleas sl oan] slolis o > 1> sbaosls 5 5L dawses Jdos o 5o b
historical data, analysis of the market environment, and external data. ’ IR SR T ST 9 O B 2
o.MS b)j‘)g
20044 5.2.1.3 Collaborate with customers ol b s )52 Providing a collaborative meeting in which to engage the customer to understand the scope of their needs and 9 3l slosls anals Sy e (i b Jole sl Slolas gland (5,135
constructing solutions based on need and constraints. 3990 slaCudgaze 5 b3l @ axg b ola ol el
20045 5.21.4 Develop consensus forecast BB s e (g Jelos b leas (gl Lolis oy ciwion zobaw p gloxl & (o,
o , . . e S639)9 5 Ak b i
Arriving at a consensus over the forecasted levels of demand for services by analyzing baseline forecasts and S Sialon Ll b |
. 3 " " ¢ " W o S (38lgY Ay I
customer input. o = RO 000 BT 4 Ol
Blg 9550 05500 S @ gl 6l lyiie L L adsl la s iy
{loas a 3k Gl 05l
20046 5.2.1.5 Determine availability of skills to deliver on current and i ol Sleas 1)1 gl oY sl o Crarns . . . . B _ Siia A obas of s b 4l Glp a3y Gl lgs dcgame olulis
forecast customer orders et . Identifying what skillset is necessary for the delivery of opportunities. Determine the forecast of customer orders oy e s s ot T d ot o e o Lo
ol O . . . ‘ " () . . WO NGS]
< S based upon those skillsets and the resources available. O gz ge mlie 9 b heacsomms ol ulal 21y (b yie LS,
20047 5.2.1.6 Monitor activity against forecast and revise forecast SO VP <5 P U VRN [V PG [P _ o _ . _ . S 58 sl syt 0 Cweds @l sl oY lacled ples ol
Overseeing all activities necessary to deliver services to customer. Revise forecast to account for any issues that b gy 35 Sl 5 sl et i sl S 45 IS 4555 o 35,5
may arise. This could be changes in market trend, resource changes, etc. ORI 07 e S et e o T © » o
S 6L ) (S 0 pf g plie Dl
20048 5.2.1.7 Evaluate and revise forecasting approach ot 5% 655k s b)) Recognizing potential problems in the current forecast and making the necessary changes to align the forecast meet s sl p3¥ Slewsd Jlosl 5 (b (Gt 5 09l M olulis
g agp Y g ry g g
demand. Lol b (i 095
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20049 5.2.1.8 Measure forecast accuracy

b i S5 (55 ol
Analyzing forecasting against actuals to determine accuracy. Modify forecasting to align with actual need.

L (05 gumed (slp o283 (s (sl (Blg polie plp 5o (St JoloS
S Pl 1 i < 28lg 5L
{0 ol 5 candly b iy dslio : in}

20050 5.2.2 Create and manage resource plan

Identifying the need for and creating a resource plan. Understand resource demand and align with capacity, skills,
and capabilities. Enlist suppliers and partners to supplement needed skills and capabilities. Monitor and manage
capabilities and skills with an eye on critical resources and supplier capacity.

bgoo)S Sy ly mlie glolis ()] ngai 5 qlio s3yaebiy & 5l (ol
5 e JoSS 6l canlel gued LB 5 s lpo s b

e 52 35505 b 005 Ko 15,5 5 S el ) i 050 slo U5
A S e g Ol ol o e LB (BanS el cud b g Sl
by >l g basls colis cim talio 4ol Co o g (a9 Gw}
Oidigy gl 58 5l eolail ez ge slo oble b Lol gudas caulin els
Tlocall g la Sllg 5 petae &l g lageaS

20051 5.2.21 Define and manage skills taxonomy

o )loe (sataile o pde g (g . . . . . . . .
Analyzing the skills needed to perform services to be delivered. Classify and organize these skills requirements.

1) &5l Slelyll ol soniasl )l Sloas alomil sl 5Ls 8590 slacs oo Julows
Sl alojle 5 anail

20052 5.2.2.2 Create resource plan

Creating a plan to ensure that all resources are available to carry out services required for the customer. This can
include physical resources and personnel.

plsl sl 5ks 2 90 mlie plad &y gy 5l labol (gl (slaclyy (g
ot 9 Sard @l Jols Wlgi oo a5 (5000 5L 0 )90 Dlons

(Sl 5 (52 58) @l plos & (gms jiasd (oo (51 Sla 1 gimaf il
1S sl (i 4 Sloas &1l gl 3y

20053 5.2.2.3 Match resource demand with capacity, skills, and capabilities

ool § b lho wud,b b sl slolas gila

Matching demand with skills and capability. Enlisting suppliers and partners to help with demand when needed.

558 5 GBS el 5l (28,5 SaS Lol g b e L Lol ks
Sl O yee o Lalas 4SS l

S Cillae 3390 slacull 5 b Lo woud b b1y plie slolis : mf
{0 ool 33 2 )l5 5,8 5 GFALS el S8 51 Lo g 40 4

20054 5.2.24 Collaborate with suppliers and partners to supplement skills

and capabilities

5 ol oSS gl 1,5 5 GEaiS ol b (s San

Understanding organizational need to enlist suppliers to provide resources for gaps in skills and capabilities. Identify

where additional skills are needed and collaborate with third parties to fill those demands.

o 5959] palp Caz NS el IS sl Slasle sl S5
@b 1) 5k 0 )90 (SLol sloc e b ol 5 (55l sloSSS (
Jolism) anles 65 lalolis o) (50,5 5 (slp el Lolsesl b g as
05 Bk 1B o 39S b o 1Ky oS oo el Sl il Lz St
oAl) 500 oS58 b g Canl 05 b lan 47 dragds o an
1S ol |y ogeeS o6 aygd Sinlon (b

20055 5.2.25 Identify critical resources and supplier capacity

OBAS el bl g Sl wlie ololis

Realizing critical resources required to perform and carry out customer needs. Engage with suppliers to fulfill those
needs, if necessary. Identify supplier threshold for performing those needs.

2 8 e sl 3,5 00,50 5 el sl Sl 990 Sl @l 5l (2T
el sl Joles B A el b lajls T (53,5 08,915 (sl g 590
S ol | bils )T plool (gl 00t sl aibins]

Sl Sty (oo 1OE S el b 6 Sen 5 (G0ulS s lulid 1 gims}
oS el 31 5 055 ST el 3 sotes ilho 4 655 3L 8,
Lol 3l ol (s555uly (9> 42 b oaisS ndl s 5 92,25

20056 5.2.2.6 Monitor and manage resource capacity and availability

Blis (o s g Ed )b o e g b

Directing and managing workforce needs. Ensure that resources are at full capacity. Monitor that all resources are
able to skilled in their respective rolls. Make sure that necessary resources are available to provide the needed
services.

2 b & snled Jol> (laabl IS (5555 slajls o oo 5 coloa

555 abgpe sla il )o mlie plod a5 0 ol asis LolS 208 )b
25k )90 Slaas &l sl 0¥ mlie a5 el ralas a3l O lee
IRECIW ST

elie cud )l a5 wgd iadae WS Sy pae |y (Sladl (59,05 sljls s g
5 dwmled oyl laole s jo ol 8l ils &yl el oo, S Tas 4
oo rd 3 3l 9550 Dleas &Ll gl (BB b aSuusd ralas Culyd yo

{Locsl

12127 5.2.3 Enable service delivery resources

Cwoas &l mle (g5le Jlad

Instituting training to enable resources to provide service delivery to the customer. Develop a training plan. Create
materials that provide for operation and technical training. Schedule, perform, and evaluate training.

oSyt & Sloas il (sl mlie (silusiaslys jolate 4 (33eel (515 0
PRSI WP SPW [PLERVEL PR N VR WL VPR U SO O
Sl 2byyl o Ll esanley 1) ysel )01 oal 8

2 odle .yl wal 3 1) o i 4 Sleas &l Sl caulin L0l b : im f
Slkes 5 5 Gl iisel sl p3Y Glgime (o35sel aslip SO Ll )
1 bl s s Ll qgomobe; 1y boissel ool acalis , 53,8 sl I,
{MS Ls.’li})
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12128 5.2.3.1 Develop service delivery training plan Coods L)) 390l aalip g o 6lp 0,8 o 59l b daspe laladl ples 5l hate aods S sl
ot 0l ples a3l u‘b)’y,i S Az A0S e 3, g9 L Ol
Creating a detailed summary of all the actions relevant to teaching a person a particular skill or type of behavior. axdl sl (i B 0y Wb S 4 5 Gloj 4z 555,51 55ell5 a8
Determine who will deliver the training. Determine when and where the apprentice or trainee needs to go to receive ULt IR P
the structured component of the training. adein 5% 4 Oles bigel sl p3Y Sleladl 38s gileasds ;)
Wb S g Sloj ax 590],l5 0sS Lastie launsS bjgel sarmsdll,l oS
{05 obpel ail bisls i3y ol
12129 5.2.3.2 Develop training materials eoi9al Sy g b sl 0590 50 gl (90l )] 51y (559,00 (obj90] (Sloxome dangd
Developing materials necessary to provide comprehensive training for the skills or behavior needed to deliver 9 ols e tlasle] b sl s 5 dlS LSS g il
_ _ vVie NI DTUR ST a1
services. This can be any number for formats such as classroom or computer based training. F27 8% &) e PRS2 s R (e w;aﬂ—
Gl o wlgise a5 loas Ll 5L 0550 Sl oo JolS 3501 (62
{8l (6 gmals b oyd S 92 il
12131 5.2.3.3 Manage training schedule isel ganple; 4l <o e Providing training to the employee within a manageable timeframe to meet the needs of both the individual and the lils el sy o e B conlio (5ol 50 a5 4 (pols bjgal
organization. Slojle 5 60,8
12132 5.2.34 Deliver operations training Slles o550l al)| . . . . o GleanT i glaais plad )50 0 Cowas saims all LSS 4 ol o)l
Educating service delivery personnel on all aspects of the operations process of the organization. Ll Ll
olole Sb
12133 5.2.3.5 Deliver technical training S Loyeel @) _ _ _ _ _ Oyl Cwad @l 18 slaac> pled o Jiwp pled 4l ol
Ensuring that all personnel are trained on all technical aspects of service delivery. |
Qlodud
20057 5.2.3.6 Perform skill and capability testing saiadlys g & les yge3] plil Veritving that traini dod to th it  the administration test dih ication of xS 54 5 sl sl Bk 5l pased 4 oa &l hjeel a5 ol ol
erifying that training provided to the person was successful through the administration testing and the application of . _— .
, , Cadidge 5 bl t el 03gs jaelaisd oslazul gl e
skills for practical use. g ) labliin) 3 el slos e ’Q’f
{loc Lo soe 30,5 5 905l (6155 1 b bl
12135 5.2.3.7 Evaluate training effectiveness Sigal il b)) 5 ol e @l aigel Sbs,l slp cilizes golie 5l 0,955k by
Eliciting feedback from various sources to evaluate the training provided. This can be achieved through testing and il ool (gl BB oo lon (las 0205 5 (55 093] Bk
the practical application of skills. Additionally, manager or student feedback can be garnered to evaluate training Cowd & ygel (ciu il byl sl |y emislo b i 0,955k olgs oo
effectiveness. 2,553 cskas 2215 (3031) 55 LsT b 31 SIS (sl 1 i) 0]
{.ui;)'yﬁ Sl 5 e iomiw lp (gmislef poe
20058 5.3 Deliver service to customer S pdnn 4 CaodS &l )| oo b Lo o slocdled LoSs g ol el 5o b 5l (s s du Canas 41|
Rendering service to the customer by initiating, executing, and completing tasks associated with service delivery. b b g8 5l iyt 4 Slojiwas anld JelS plowl 1 gimf cons
{s
20059 5.3.1 Initiate service delivery Ceoas &l el L1y cwas @l aels . Sleas slasls S0 sl i b 6 San
Sl 3108 Mol 5 Sy gusy g iie Slojls slosls (28,5 5k 0
Collaborating with the customer to understand service needs. Review, understand, and modify the delivery scope Sl bl 1) gle g 0 Jolo el Cwoss aill g9,5 s 0¥
with the organization needs of the customer in mind. Confirm readiness and identify, select, and assign resources. Sy bz mf awiS (65,40l Coons A1) (gl aums amass g
Plan for service delivery. o sl b cmliie |y i 4ol eSS0 | bl b 0S5 \Sam
Ceods &l (6l g Qe ytedae mlie 5 Lasl S og oolel 5l oS oulass
{oss S pyaeby
20060 5.3.1.1 Review contract and agreed terms oo 38lg Lyl g ol oy 313 Slie a2 (61 00isS cpuals by S 1 o6 s b k> (155
Meeting with the customer, partner, and/or supplier to review the terms of the solutions contract and agree on the oS (pal b Sy s e b s gim ) oniiz e Lalyd 38155 5 s Jel,
terms set forth. @ ol bulpd s g 0S Hepe |y la ool ols 13 slae b oy I3 al>
{38155
20061 5.3.1.2 Understand customer requirements and define refine approach 3,505, el 5 iy g (5 e el Sy oMol 8,555, o yo o] (65,54 5 ool sl (55t el S jo
Taking the customer requirements for a solution and applying those requirements to a refined approach for service. 2Ll g oS il ) i Sl s Cwas a8l sl
1S Jlosel coas @)l sy axsbiogus 63,50,
20062 5.3.1.3 Modify/revise and approve project plan o595 4alip cogal § 5,555/l ) ) _ ) _ _ LS dooly sz 5,9, b o] 58,5 Lol yod (sl 0390 7y (Sl y59,0
Updating the project plan to align with the new solution approach agreed upon with the customer. .
ol 00y 38lg5 (g o
20063 5.3.1.4 Review customer business objectives Lo S g Blaal osb L ) o ) ) ) ) odds 38l Ceas &l >ol, b g pidn 4 genS Blaal 10,5 Liwl
) A <% Aligning the customer business objectives with the agreed service delivery solution. S el b s S 0355 Bl
20064 5.3.1.5 Confirm environmental readiness (Cwas &l)] gl ) bame  Sobel 5l ylcols] 9355 08,510 sl p3Y wlio plojle 45 £9dge (nl ol {4l 5l lebsl)
Confirming that the organization has the recourses necessary to meet the expectations for the solution for service SHIs Olejles & 08 gy tgima} 30 1) Ceans ) ool 5l ol
delivery. & yein S b gollae Sleas a1l (gl (B 55 g ¢ o o Slasil wolio
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20065 5.3.1.6 Identify, select, and assign resources ol pavass g obal ( lulis (& yin & Canas &Ly gl 5L 890 polie amass g bl olulis
o . o _ . . o Coz b g dilodd Ghme ood Lastive CBlual des a5 aS Jol> ool
Identifying, selecting, and assigning resources required to deliver service to the customer. Ensure that all objectives , . .
. . . . jw,:zl)sl),a)‘YégL:.A:ﬁ}.wlow@blngﬁw}#qs)&w
are established and met, and the all rules of engagement have been identified and communicated.
Aot (6l p (6, SKed 0550 g (piig,y SBlanl gl yrelne g A anass
20066 5.3.1.6.1 Establish people objectives SLadl (95 Blsal s 5 9uS e Cwds Sl gl p5Y Blasl g Jee aslip b1y 5 (59,0
Providing the workforce with a plan of action and goals necessary to provide a service. Make sure that those
L 5 S & tisns) Mg oo Fime Blanl pl a5 auS Lol ol
objectives are met. IS o il b S Gl 4595 ol s
{AMS B b I) é_él_ml Az g JiRd ‘aL?LSI b 5)5 ax> _xz.;ji,
20067 5.3.1.6.2 Establish engagement rules 6 )5ed Lyl e selgd Jlia (gl tausS pand (6 e b golie Jalas o956 (5l olalosal,
Establish del for h h th F I I f bil St o h st b ot s S e e
stablishing guidelines for how resources engage with the customer. For example, set rules of accountability, . . .
. ning g . gag P . . y St (335 5 Joed (0390 5t b oj55 50 b &S 0S ol
interaction, and accommodation when engaging the customer. Resources should be polite, empathetic, and
: 4z S0 bli | g e b aigke o San oS atuie 1 mf
attentive. ~ :
fatsS i) o yie b S0 b ol et g aile e 595> ¢ &)l olacodgiu
20068 5.3.1.7 Plan for service delivery s 1) 6l s ,aeb CHIARE{FURY URVET SN DU ON ICIONC S [\ PR RO FORPL N
Establishing a plan of action to successfully render a solution for service delivery. L2 w00 Sleas Jooly b 0sS asuins al jetsal o & jgots | 05V
{..)yi,
20069 5.3.2 Execute service delivery KOVRCAPUN PP Jelo 1y asls oY ool il g oloul &4k 5l (6 i 4 Coods 4l
Carrying out service delivery to the customer by creating and deploying the necessary solution. Analyze need and Slyeetd 5l Sz 0 9 (i bl ]y Jooly S (b 1) ol 5 0
create a solution. Validate the solution and make changes if needed. Obtain approval to build/buy solution and then 5 oS cdlyyo 1) ool a5 b cslo sl pgY sl oS Jleel | o5y
deploy solution to customer. L1, Cond &) oyl 3 s i) s Sl (g iis gl 1y Uomol,
{osS Ll calin Jool,y Ll g awl o )b ls Julos
20070 5.3.2.1 Analyze environment and customer needs § e o3l 5 e Jolv Understanding the needs of the customer and providing the necessary resources to meet those requirements within 22 ks ol sl jsln sl p3Y @olin (el 5 (55 slavjls S50
the scope of the organization. Olejles szl
20071 5.3.2.2 Define solution J>ol,y iy onl S Jzoly S a4k 5l (6 e 4 a3l (gl S Al ol
Creating a plan of action to provide service delivery to the customer through a possible solution. This solution should 0055 09505 sl e 5 lojle S e (I @ ey 50 Wb el
be in response to a collaborative effort made by the organization and the customer to meet service delivery needs. b oloas @l sl Joe aslip >lhb i il cwas )l slasls
ol e g lojle 5, 5en Jol> a5 ol
20072 5.3.2.3 Validate solution Jooly byl g ol Sleas &l 5 o1 6 pdu el 5l lcadsl g1y (solpiig J>oly (o lel
Validating that the proposed solution is feasible and provides the needed services for the customer. Sl oy 5 skt J>oly o9 dee b)) st} 6 e 5L50 50
(550 By |y s o slosly
20073 5.3.2.4 Identify changes s ololis Ol &) &l (Slpmss 4l g adgl 0 pugiian ool jo Ot slulis
Realizing issues within the original drafted solution and providing changes to correct those issues. Jleel b oy T oMol g ol adgl asens sloslpl (40,5 oz g} .o)Siiee
20074 5.3.25 Obtain approval to proceed 5 aalsl sl aganl cély @) Cuz Jool, a5l aalsl (6l Lo 1o 6l s solod 5l ol S
Gaining approval from all avenues to proceed with providing solutions for service delivery. sladoly 5 i slp laiou aen 5l a3 jeme 38,5 1 dm) el
{ ol
20075 5.3.2.6 Make build/buy solution J> o, w5 L <L Constructing or purchasing solutions necessary to provide service delivery. sl p3¥ o @l sl 4 e el, o5 b il
20076 5.3.2.7 Deploy solution J>ol, 1> L . . . . , i
Providing the customer with promised services and solutions. (& Fiea 4y 00 00ls oaey gla Jool, g Lleas ail
20077 5.3.3 Complete service delivery Caods &3l oSS Gk 1) Cudibge g i 4 Sloas &) eSS sl oles e 51>
o _ _ _ _ ) e S oyl (e ol 5 o slacllad Lo w0y (sl
Implement!ng final stgps; to complete' servpe delivery to the customer. Evaluate success through pro;ect' review, U5 P e Sl o 5] b 5 213 (gl b 5 S 3]
complete finance activities, and confirm delivery. Release resources and manage completion by harvesting . ) ol
knowledge and systems by archiving records. o Calbye iz pladl|) Cuoas & L Jole s} 0 e
Cud b g 00,8 ST mlie s S 2led 1) o= 9 (o j90l 5 (o) 2 )
fasais 1) 5 oledlbl ¢ ails SIS0 o
20078 5.3.3.1 Conduct service delivery/project review and evaluate success Cid Ly, g 059 s &l osls o . . . i L S Tl 5l 03 Cadbge ol Lyl gl Cons &l ol 8 sl
ryiprel TN St T 2 =% Reviewing the entire service delivery process to evaluate the success of the project from beginning to end. RSBl sl een SeBse e S S s il
20079 5.3.3.2 Complete/finalize financial management activities Lo Co pow clacdled o5l ol 5 i ) . . ab leulled don oSS ¢ laeals n  colos cdl o 5l bl
P g o Sane s balds Ensuring all payments are received and all activates therein are completed. S RS O
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20080 5.3.3.3 Confirm delivery according to contract terms ol 18 slis 3ub Coons il unls Gzl 50 ot Coons il ol slie oled ylejle 4l ol
Confirming that the organization has satisfied all terms of the delivery contract set forth in collaboration between the Szl 3l plaebl i gmfcunl 05,5 03,515 1) (s nt0 5 plojl e (5 Son
organization and customer. plowl g yinn b 38195 ubo 1) Jogos 4 bogs po (g0l )13 lagas aee ylojles
{ izl sols
20081 5.3.3.4 Release resources ol g5ty O eSS 5l g a8l Slagas ) eadas 5S4 sl (g 5lwsl]

[ i r rces from servi liv mmitmen n completion. Returning r r h
Discharging leveraged resources from service delivery commitments upon completion. Returning resources to the Lo ceosi 4] bl 5l s e b e s alie Sodls, 30
& DLORE D o e RSB O R B O J
resource pool.

10010 513 lojles e yiwd 13 0,bgs 50,5 )5 Slagas 511, saosliil

20082 5.3.3.5 Manage service delivery completion Casd &l JoS5 o o ) . . _ 02 3 Olosle J31 50 08 wwas L)l anl b sladcs ass oSl 5 lialsl
Ensuring that all aspects of the service delivery process are completed both internally and externally.

Qiloads J...ASJ Lu‘i O9r= )o

050,08 (oils oL S (5,510,5 (glp o pnn el 5105955k L o

20083 5.3.3.6 Harvest knowledge Sl (5 yglan ) ) _
Garnering feedback from all avenues to collect a knowledge base concerning services rendered. N
oo bds] ) Sleas
20084 5.3.3.7 Archive records and update systems 35 59,0 | ailele 5 SKL T, 3l Completing and archiving all records associated with requested services. Update all necessary systems to reflect slaalebs ooles . (wlyz 5o Sloas b Lo 1o Blges plod (SRL 5 JeoSS
those changes.

WSS Sl yie,40 1y Sl cpl Sl sl p3Y

69 of 155 Copyright 2024 APQC



glesironic Busingss Process Management

S o Jlas Lo l5. S

Hierarchy
ID

PCF ID

Element Description

Jols )5l ol Jago 5l g 5 Sloss @) 51 G by Sy oo

Managing customers before and after the delivery of services. This includes developing and planning customer
. . . . . D . slranld colas Ban b (b yiie Sloas slaasg) 55,2065 5 (90
20085 6.0 Manage Customer Service Ob ydie lous Co wuw service practices with an eye on steering processes relating to inquiries aftersales, feedback, warranties, and

recalls.

sl balg3 3

10378 6.1 Develop customer service strategy b i Sleas 5l (g . "
o= - (B st 5 Slbes i (59105 L oS slaalyy iy

U155 o5 G lee Grizren 5 W5 B,k 1) b e S9)hm &l
Gt a2 g |y LSS le jo Ble aibiws s >

S i ) Gl i Sleas D) e 5 aelsd oS (g | Ol it
Defining a plan that removes customer obstacles by gathering operational insight and competitive insight, as well as
improving soft skills and forward resolution for employees. Develop customer segmentation. Define rules and
regulations for customer service. Establish service levels for customers.

RVEL SRS NP FON SV RJEORY SRVEL SOV N T NP SRCHASP SN P
b gbytie &) (onilye 13) Condg 5 lojler 0 Shas g eSS L oS
&S Cagis |y LSS bl slas e s zalS sigd oo axlge
| ol e Gzt 835 o (885 3 ey |y 0l ie e

) Sleasd mhaw g 0iS Jasein |y Gleasd @l (iled wsS samains

{008 Ceens 090 @81)) b yite 51095 0 4 b oS

20086 6.1.1 Define customer service requirements across the enterprise Sloslo puol o 53 (b yie Sloas Slell iy ya5 o ) ) . . _ . , @bl sl 5ls 50 Gusls 5 Ol o)l I (glacgorme iy yai
Defining a set of behaviors, skills, and policies needed to provide customer service effectively across the enterprise.
Olesbo ol 55 0l i Slons g

20087 6.1.2 Define customer service experience S i 4y Sleds a4y o iy yad
ol g yie b ol i )l yiiio Sloas aslie a4y ol )Uail €34

47 a5 08 Jol> liabol 0 lad e 5 (595 4 |y Cnns rlas

Communicating to the customer service resources what is expected when engaging the customer. Relate service 3620 s ol e Sloas (LSS 4y 1 ginf bl Coe 5t
level expectations to the workforce. Ensure positive customer experience. o g, 0 el by T 5l 6 ,kd, ax Lids i b bl | alSn
Sy Sulan b g oS gy ool |y sl 090 Sleas 4

{08 ol (i (gl Cuo 5 Giucall, o ol Slas

20088 6.1.3 Define and manage customer service channel strate b yie Sleas LIS (o551l iy
g 9 Ol Sloss JIE SFliel a5 s Establishing and refining procedures for customer service and technical support. = Slaiiy 5 Ol e Dleas gbadyg) 95 5 et

10382 6.1.4 Define customer service policies and procedures byt Sloas sladsg, g bcaslow iy ' o ) . )
Outlining the framework of policies and methods for developing customer service strategy. Establish the rules and S e Dloas (sl i sl Lot 9 s w52 )lr ooy
regulations that serve as a guideline for the customer service strategy. Take into account customer needs and Joe e Sleas g5l lesal) (laie 4 aST1) Sl yEe g (ylgd

behavior. IRV VRN VRS PP SCR DA CE JN P IERIRVEL SEUPR\ JUCEL gN

10383 6.1.5 Establish target service level for each customer segment Ol 5l S e gl Bas Cwas s , i - ‘ ‘ i )
9 Lol (e 5l bl ool tie Sleas zohaw jlEul g (s

Loyl bl o 1y Sloas obaw 5 duslie b i Sloas slas aitel

S5 a5 S oyl (SLA) s mlanw asli 38y G oS (5,138l

WSlods 5550 ;0 S yide S0 dbul gl a5 sl oals 0,510 38lg5

Determining and |mplementlng levels for customer services. Benchmark certain custgmgr service practlces, and base o s 1ol il o b eyt 3 ool

customer level services on those benchmarks. Create a service level agreement, which is a negotiated agreement
designed to create a common understanding about services, priorities, and responsibilities.

§ Uy 595 Slass 8, s 10055 Lol 3 e | ol
dlie 0l yiie Dloas 059> 13 S92 g0 (laolilinl 5 baays, o e
S Caled 530S e ) cenlbs Sloas s Gulod Glos 5 5 05
53 S5 55 by 4 6 0 o5 oot gl adigl
sl atals )b ja scagias 5 biugyl e wloss

20089 6.1.6 Define warranty claims S5 g s byl Cay o N . B ) . . oasein o G T ol a8 380 Lalss g ol yis 08 et
Determining the exact terms and conditions under which specific warranties apply to certain goods or services.

16893 6.1.6.1 Determine and document warranty policies B lacaslw 48,5 (g3ludiiun g Cpunnd o o _ . _ . CS o oS b yie 4 gols liuebl sl (5B slaculw sl
Establishing warranty policies to assure customers that the company will guarantee its warranties that it issues.

RSO JRVSERNURECINTE SRS o JOPRET L+
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16890

ID
6.1.6.2

Create and manage warranty rules/claim codes for products

Establishing and maintaining claims processing and routing rules. Establish and maintain claims processing and
routing rules for product warranties, coverage lists, repair, fault, trouble codes, repair time setup, and warranty policy
registration. This also includes rolling out the codes and rules, and the improvements/updates to these rules and
codes via systematic updates.

3 Sty 26l Il gl 3 S, 2155 (3,5 5055 5 ol
(L e glacan b (N gamo SLE ol 1, laleol gl
Sloteslins S 5 et o ek e a3 (5loaS (St

9 LS el Jols (rizmen )5 cnl 08T (6 IS5 5 obmal (1,8
Gk I aS g aclgd (nl slaglu)jg 4 g oy b g acld

45 05 (0S5 g (s sl s st el ol sl Sl 4
el clin idn a5 (o) 455 (HLE Glaceulss o 0T et
Elgil (BB Lidigy aals aiile (69,150 Wb aelsd (] Laigd ool

5 g ol |, yeas ol o oote g U (gl ol pass

el jobas 5 Lzl plojlus ;o il abgspe (lss g LBaS (yeizren

{0050 001> Sg:4 9 (Sl y35,%

20090

6.1.6.3

Agree on warranty responsibilities with suppliers

OB el L (I (slacdytns oo 3355

Negotiating with manufacturers and dealers the obligations of each party in upholding warranties.

1SS e Slagai o)lye a9 8 (Banled 5 GBS ads b (59,5 0 Sl

b 8 sl o oed )b

20091

6.1.6.4

Define warranty related offerings for customers

obyie slp (B b {1as e Sless o) skt ciy

Informing customers about warranties that apply to promoted products or services.

Sloas by SV game gl 45 sl SLE S50 45 b yiie 4y S, el
S5 co Jlasl onisgls

12673

6.1.6.5

Communicate warranty policies and offerings

S {oleas | oblgiin  bowlbuw o)l Sl edbl

Communicating rules and updates via training manuals for new products and training resources.

90l slalesaly B yb 5l o gl g4 g omilsd (50,5 (Sl oL
sSisel @l ple g aax SYgame 4y by e

20092

Develop recall strategy

Jsaze =18 5l (b

Establishing procedures to handle recalls of defective products.

Coe SYgaze slaplsF b a4 (Suw) lp plaas) obxl

10379

6.2

Plan and manage customer service contacts

Oy Oloss slo yoled o pow 9 (53,400 5

Planning and administering work force operations for customer service provision by taking care of customer services
requests/inquiries, as well as the complaints.

Fobrtie Sloas al)l (sl Gluil (59,08 Sliloe ojll 5 (532,400 2
e 5 1Ol e Sloss Sla i Tacaslys o 4 (Sae) sk
Sl 65k 1y ol Sloas Sl g9y i smf Lol SLISS
Ob e SIS 5 OVl daceulss )0 4 (osFEal 45 0 Cupae

{os plnil 5o 5 plaie & j50

10387

6.2.1

Plan and manage customer service work force

Ob i Dloas )5 (955 Lo pde 5 (5 y4el

Creating and administering the work force deployed for the customer service process. Forecast the customer work
force needs to correctly schedule the work force. Track the utility of the work force deployed. Examine the interactions
between the customer and customer service representatives to achieve high quality.

il . byt Sloas anTB (gly e IS (5950 Cu e 5 Sl

Ganoley (g pd 4 1) )15 (6955 B oS (mien |y (s 5ie 515 (5950
9 i Gmr OMales 0S| Siiens )5 (5955 (590,02 el

AaS oy Vb eSS 4 Sl lp 1y b i leas Banles

IS e 1§ e Dlaad LS IS sy o 5 (ilels s i
oS wyp 9 OB, 2 Sl qgancind ¢y 5k 9550 695
{L oyt b o] bbs |

10390

6.2.1.1

Forecast volume of customer service contacts

Projecting the total work force required to service customer service inquiries in order to effectively predict the volume
of vendor contracts required. Estimate the number of the customer service contracts in an agreed-upon time frame in
order to strategically maintain the work force necessitated for customer inquires. Analyze historical data around
customer service contracts, the universe of customer inquiries, frequency of inquiries, servicing capability (per head)
of the employees, etc.

Sload Slo iy 4 (S Sl 5153550 5 98 S St

b 5o sge slosls) B poma e (cmtn sobiieds (bt

Slos ot o 5o 1y b i Sleas slasls )3 slaws . BaS s
St 42 (Smsy (6l 5Li0 50 IS (5,8 b 038 3510 38155050
@ bgiye (S slaools oS bas> SOl O g0 1) (b i
Sl Ol e Slaiy IS agazma sl e Sloas (slasls 3
el 1y e 3150 5 45 52 (sl ) sl juons bl o i
A5 s S a0 y50 Gl (590 Il 1 inf aiS
Cald 40 9 S eSS patiie 0 S o ) Y (Sleiidy slasls )l
Sloas )5 (595 550,00l QLS (g5 5 4035 slaosls Ll

{ame plil 380 1) ol e

10391

6.2.1.2

Schedule customer service work force

Ol Sless I8 (595 sople;

Deploying the work force to manage customer service contracts. Create a systematic summary of the operations and
service required, as well as the specific amount of work force that is to be deployed to the customer service
operations. Ensure work force is directly proportional to the estimated forecast of customer service contracts.

G5 .o\l e Sleas slaols |3 o o gl LIS (59,00 ) il
G5 B9y 330 i b ol pad 3Lis 90 Sl g Slidos 5 aapllas

QS bl gl 4t F e b e Sleas slaclled o Wl &S
o b el el jsbas )5 (955 45 0S Jol> Glialbsl

Al b ie Sleas glaols )l 3 o
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10392 6.2.1.3 Track work force utilization s 5 5 ool s (6 e
OT S TS G0N Ot S lass liles e 6y 45 615 59y ) o0lid in (s K
Tracking the utilization of work force deployed for. managlng cus.tomer service opera.tlons.. Monltor the utility of the ik 6yt s IS (S50 (63050 onsl 00 4385 IS4y ol i
work force deployed for managing customer serwce operat!ons in order to evaly.ate its efficiency and cost. T gt oty e s S b oS il | b jite o e
effectiveness. Calculate the overall labor effectiveness, which measures the utility, performance, and quality of the ‘ o
work force. €590 4S5 AS Awloe |y 5 (5950 (IS pdSu Sl ogl oL
QS o S ol ) )5 (59,5 CuhS 5 0 Slos
10393 6.2.1.4 Monitor and evaluate quality of customer interactions with Sleas Banles b b i Ol cuanS b, 5 il Tracki 4 determining th ity of int . bt " t g t ot y Sleas Banles g (6 i le Ol CedS s 9 6 S
customer service representatives i racking and determining the quality of interactions between the customer ar: | customer representatives. Use A e b 5 e sl g S slaolSias 5l ol
7 electronic devices to record and effectively assess customer representatives' interactions. 7
S oolaiwl ol e Sleas B ai e
10388 6.2.2 Manage customer service problems, requests, and inquiries ol yie Sleas slo iy g buslys 10 (M o e il Jlosas a5 )b it Gl a9 lacwlys 0 4 Souw,
Handling the requests and inquiries from customers that seek information regarding the organization's Sl aiiad plojls Sloss | DY gazs o)y ledlle]
products/services. Obtain the customer requests online and by phone. Direct these requests to higher-level Bcwlgs 3o S 8l 0 ol &,k 5l g DT &g 1) )b yiiee
representatives. Approve requests, and respond to customers. a5 905 0l 1) laclys s apms glo ) YL zoba (a4
e Fly b i
10394 6.2.2.1 Receive customer problems, requests, and inquiries by o iy g owlys 8 (M il o daste Gl JUIS &,k 5l b i 5l Sledbl slacalss o il o
Iy Sloas b ¥ gams 0,b,0 )b ie 55665 (sl iy g gz yo
ol ool aiile ol JUIS &b 511 iy cpl oS cdl o
Receiving requests forllnformatlon from f:ustomers over mu!tlplg ghannels. Receive various request§ and inquiries i (69 dxrlpe g oelotn] (sloaSat « Kol «cdUT (slap,b
from customers regarding products/services. Accept these inquiries through channels such as email, telephone, i
. . . . . . 6,.:4} WS o2l 8] solais! (LSS g et (Dl g
online forms, text messages, social media, and in person. Supply dedicated equipment, systems, and personnel.
slool, 511, Sloas b &Y gamms 0,b,8 b i sl Jlgw g rcewlgs s
1S, o ot Sl
13482 6.2.2.2 Analyze problems, requests, and inquiries B iy g rCewlys )0 MSie 48,5 Julows Analvai _ t 4 inquirios f g 5 / . Provid 4 offer 8590 58 Gbyine (55 6sT (Sla i p g oy o o
nalyzing various requles s and inquiries from customers regarding products/services. Provide answers and offerings s 5,5 w550 |y ool 5 bageuls Loy
to satisfy the customer's needs. ‘ ~ 7
RO 43‘)‘ (8 pinn
10395 6.2.2.3 Resolve customer problems, requests, and inquiries KSR U PO PRCH FESRIANL & DR g P blapl @ glojcwas jslateds byt Glojion p (59,5 (o2 pane
Lo el @] Gl S i Fnly (n el 2l
Routing customer inquiries in order to service them with the most apposite response. Direct customer inquires to the Ol Wlg a5 08 slml (gl ) b e e gl s
best suited personnel or system. Have a system or procedure capable of efficiently channeling these requests. g by o mf 1S @se g Colas sl 5 O g0 | lacalys o
s b 0lg 03 4 1y ol g 00,5 2Bl o 1) (b e (glo s
{.»9,.: 0018 Zewly ¥ (380 5 ey U asms gl | colis
10396 6.2.2.4 Respond to customer problems, requests, and inquiries Ol yie Gl s g anlys )0 (NS0 4 pols Fely Sy gl @l umsl Goyb 5l bt slacalys o 4 o gS5ly
Responding to customer requests by email, conversation, interactive voice response, mail, etc. with the most Fewb opcmilio b (bls )l Gla JU plo g 4l «(IVR) Lolss
appropriate reply. Instill a robust process to locate the right information for a solution to a customer's problem. 2 (8 e JSitea Jooly (6l primo Sledlbl 3L gl 598 o]
AS Aol g ol 09 sl
16928 6.2.2.5 Identify and capture upsell/cross-sell opportunities 1 JeSo) abolinel BLal 39,8 slacs ol g lolis S &l gl slacis B lyieas b i gla i p 5l solial
Slpiin b« Lol JoSao Sloas slpiinn 150,90 coods b aslie
Utilizing customer inquiries as opportunities to either provide a comparable service to the one in question, offer & gy oS i} el o il il 5o a5l g (leas
additional complimentary service, or suggest a service that is better than what was initially offered. L L oS cilive Slods Byme sl Joles oylod 5l eyl yiion (slojinn
g Cuo b g 09 03,91yt (6 5tie 3L b atS soliul SYL B3 )|
{.oojf NEN o
16937 6.2.2.6 Deliver opportunity to sales team G980 e b &l
oo b s jolaie 4y (98 o 4 (Ll (198 slags e )
o _ _ . o Jlirl a8 placs 3 b ol yie 4 by o Sledbl z a2ty 5,0
Providing possible sales leads to the sales team in an effort to garner more business opportunities. o L o o
ool sl B oS Jisis by b pod ] a)lo (298 4 (pad s
1S sl S ges W Glaces b g 05,5 (6K
10389 6.2.3 Manage customer complaints S ydn LIS gy Obtaini t it i v oh Direct th ints to hicher-level - el oy Oygo o ali b T & ygoa b e SLIKE b o
aining customer complaints online or by phone. Direct these complaints to higher-level representatives as oy S | o] s gl 9L gl Sl a I, SblSs
appropriate. Resolve them. Respond to customers.
Ao by b e 4 asS
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10397 6.2.3.1 Receive customer complaints ol yie SbIKE céb o 390 50 b ytine 3l olrel b colsls ag e B pdy g <l o
Receiving any complaints or grievances from customers for the organization's products/services. Receive objections, 2l phytte Slolinily LSS bl el plojle Sloss/oVgazs
complaints, and criticism from customers regarding products/services through email, telephone, online forms, text oSl (T lap B il Jus! Gyl 5l Sloas /Y gama 8,590
messages, social media, in person, etc. Dedicate equipment, systems, and personnel. 5 Ui o525 S Cl 0 01 5 (69 < oslozz] claailes,
e olaiBl I ol gl |y p3¥ Glal g9
10398 6.2.3.2 Route customer complaints b i oL {ools gl ¢
p Ol e b {u° S &) } O35 (B sokiedy ol i sleadcdl o slo o b L LIS 0 )5 20 s
b5y ool 4 1) LIS 0gd o Somlin 4 gyl 4y (Soew,
Routing any complaints or grievances received from customers in order to address them in the most appropriate eyl Wl 45 05 oyl gl aggy b o S g2 o] pin
ma.n.ner. Direct cornplamts tg the be§t S'UIted personr\el or systelrrlml Implement a system or procedurg capable'of oo |, oY s ol i slmslinl 5 SIS Ll el
efficiently channeling the various objections, complaints, and criticism from customers over the offerings provided by ? ‘ i
the organization. b ol SIS gt oS g 5 Sl aelf5 D yp0n |, ool
S leolail b g apes gl )l sl 9,8 L axlg 4y ccdly jo 5l
oS colan (S 6ly S50 9 plate jobay |, o)l cpaseie IS5k
10399 6.2.3.3 Resolve customer complaints ol i SbIKE 0,5 Jad g o ools auseis ilate g a>ge a5 S i SIS (40,5 Juadg J>
. . — o)lys b e 5l oaizdl o SLISLE 5 b culs b da bl el aig
Resolving any customer complaints that are deemed to be sound and reasonable. Redress any objections, D% O JledamShyd SRS 9 BERIOD SAEAE Byt
grievances, and complaints received from customers regarding the offerings provided by the organization. Identify the DS (S 5 Ol ) losle Lawgs oadall )l Sleas Ly Y gass
!egitima.te .Compl.aints, whgre the situation needs to be appropriately corrected. Deploy personnel who can rectify the Iy 995 Mol canlia joboas byl Comdg casl p3¥ a5 (6 pitne SbIKS
issue within a stipulated time frame. oyl 5 1y alis wiilyzy o5 0 Sy e T, SUS S oS ol
WS Bub g ol s Slej
10400 6.2.3.4 Respond to customer complaints byt LSS @ oyols by Slp Gare ol ples Jolis (b yio LIS 4 o 9K5waly
b 0l b colss ¢ ol el 6550 4 { Sy} Gl jiass
. . . . o . . o . 45 09 (pgdd (Frwl B oS 5,910,5 1) p3Y Sledbl il oy Sl
Rgspondlng tg customer complalr)ts including all act|V|t|gs nepessﬂatgd to service any objections, complaints, or i3 L) e alS |, (s iie s oy o5 toLb L Lnlo b
grievances with the most appropriate reply. Source the right information to formulate a response that eases the s s, nten <) -744] L LS )
. . . . . . o Scoalen «[V ¢ b e SLISS »
discomfort being experienced by the customer. (Closely coordinate with Resolve customer complaints [10399].) = _"°” i 58 025 Jatale
9965 Syslaez 1) p3¥ Sledbl (5 it ColSs o sl s (ol
9 L;M) Ml)sb)lf LJ"‘ )O 9 Ad C\jl)‘ oulal)is \ML».A L.‘:”wa
{foril Soalon LSS Jads >
19072 6.2.3.5 Analyze customer complaints and response/redressal oaiail)| Sl Sleladlilagal g b i SbIKS Julos . ) o ) o - odans St 4y (6399 B, gl SLIKE cud sla s T e, Judou
Analyzing complaint logs to provide input for continuous service improvement and customer profiling. ) '
Ok e 53l by n 5 Dleas
20094 6.24 Process returns o 5y 4 (Sems, N . o B9 bliwl b o o9 o aSnl (43,5 uund 5 e92 0 sV il o
Acquiring returns and identify if the returns are scraped or salvaged. _
o5 2Lk b
10364 6.2.4.1 Authorize return SE9F R j9e ygo _ _ -
e 5 ol e il S5l sl ol e slaconly® 0 (6K g Al
_ _ o A9 (G0 g Dge jslateds Jpaze (il S5k sl Bl pase
Approving and carrying forward the requests by the customers to return the product. This is part of the process of o i e i
. . . . . ' . (S s W‘P)o u’.».u} ! Jj.am (5"")[5 0,99 J}]o 9O yuoxd L
returning a product in order to receive a refund, replacement, or repair during the product's warranty period. .
Sl Y il anl 3 0gd anl g (o, 2 Y (95 g97 0 ln
10,05 plowil (G5 090 30 poni b angas wolo b
20095 6.24.2 Process return and record reason ST Y eus L RIRVH .
Ol s oy o5y 2o ol Notating the reason for the return of the product. Jsame 0l g9z e s (33,5 o
12840 6.2.5 Report incidents and risks to regulatory bodies Sl g Sl slasls 4 oSy, g Bolg> 5)l55 o o A
Notifying all stakeholders, legal, and industry regulatory bodies of the incidents and risks related to a return or recall, if Sype o Luaio (Sillai 5 (G5 slaslyd (laiied pled 4y Glu, Db
needed. Sl g 30 (IR L 92 e S b b e slacSan; 5 ols>
12658 6.3 Service products after sales Y gama gl 9,8 5l ey Sleas 4l b o o e s 5 5 ad 51 e slocislins {oymti} mnass
Lol cuale Uf (o lol aids b o] 3 S cpl oadis g 5 &Y game
Ol ols 38 e (Oldllas 4y (S soas) aclsd ooyl aS ol
Assigning post-sales policies and paying claims on purchased products. This is a process that is an administrative S oty 9 W prixe Slilllas 45 05 o0 Jol el A
function focused on creating rules (claim codes). This group ensures that claims are valid and are processed quickly. Ot e sy adllan 12 45l Syt (rizmed § gl oo (S,
As well as to quickly determine responsibility for claim settlement. S slalesl & S, coaS 5 aslyd abgs e axls  in} 555 oo
Sy sleal LT 0o ascie b aiS oo ciymi 1y g3 5l e Slens b
beslsn Jotae (onF a2 5998 (Sarw; Bl 4555 ol piae
{icel Qi Oy
73 of 156 Copyright 2024 APQC



glesironic Busingss Process Management

S o Jlas Lo l5. S

BCE ID Hierarchy

Element Description

ID
20605 6.3.1 Register products Ngamme 40,5 Cd i i _
J 0255 Filing product registrations. Y game Sledlbl (45,5 SIGL 5 ol
12669 6.3.2 Process warranty claims B Sllas 4 Sasw,
3)lye Jold alp cpl (BB Sllllas 4 (Sams) 9 (oniy 2 bl
cde Judosl oboue g i g o8 adllae o liel g <l o
oS s 4 Sl oMbl ¢ ST 5 s o, b ol ¢ oL adllas aygus
Identifying, investigating, and processes warranty claims. This process includes: receipt and validation of a warranty 0aigd 1S5 olyg, S LSS g0 40 sl By Semme jg00 g ool
Zlaim; c_!efir.witionfand diagpt)qﬁis f/root c?use anafly;is O|f ._an issue and regombm_endation fordcorrzctiyedacti%n;hthe N sz Pl (sl e oo b obie 5 i) st slo sy
ej[ermlnallt.lon of responsibility for §ettement of the claim; the t.ransactlon eing gpproye 'or enlg .,.an the c.)rlglnat.or syt sslwesly ol b ol 5 5 41 oSl pladl slozis 5
being notified and payment authorized. In the case of a recurring event, further investigation (definition and diagnosis . ’ B -
or root cause analysis) is performed, and a recommendation for corrective action is made and implemented in st 355 s abge e (L) Al o oo bl oy w23
production/design. It ends when the claim is closed. deol anl g cdl o Jolts a5 ) laceulys o 4 (Saw, anlp
‘w‘é).a JM‘ groe ) 5 ‘J>e|) dle:‘"““‘” ‘UT 4.....:) 9 Lima.o YRR =AY
SN py j9mme g oauS Cuwlgs y0 dy Glu oMbl nlgS o 8 b bl
L oadgi jo ool 5 oo plol 5 Gree Judow gl 1S JSie ST .ol
{ogs atus leal b 058 oo Jlo! ()b
20096 6.3.21 Receive warranty claim S s cnly o B pdy S . . ] ) abogr e axlg a1y 1950 sleal 58959 5,5 Sllllas il o 9 o pds
Receiving incoming warranty claims. Route claim to correct department. Document claim. -
Ales s |y ol Bilgw g 0ols gl )|
12671 6.3.2.2 Validate warranty claim 5B adlle s Liel Lyl s Gemyla 50 (5L adllao)lesl aSiul 5l 0,5 Jool> el
D5l (g b Lol ¢ o Lael plosl 51 o ls I8 abbgy e L
Ensuring that the claim falls within the parameters of the warranty in question. After validation is made, the claim must o ) o
, , SO it eagame 5 Lal i b oadicud slesl a5 auS wy i gim )
be investigated. i .
sl lealay (S g o,y p dizl® aadgl ool Oj90 j0 )b cillae
1ogd o0
20097 6.3.2.3 Investigate warranty issues sShE Jlace qasy 5 o, oMbl ol ol ol ¢ SLE (Oldlas) slales] Jodoxs 5 a0

Executing investigational and analysis of warranty claims. This involves notification and definition of a warranty issue,
includes the scheduling of a field service agent to perform further investigation; the request and receipt of defective
parts; and diagnosis/root cause analysis. This concludes with the receipt of the result and recommendation for
corrective action.

Sloas Wl 5 plisl 6l (Gloj sieyaeb 2 ((HLE alie S iy
il b Coled 5o g el glady ) cle Judod g plhcas pbxl 5 cogene
3 it pdy oo bl (Mol pladl gl sleitinn @l 5 oy A

Do o0 (§ Sy § B (gom)y Oygody (LI (slesl sl Bl

g Ngd oo Julot Cgare Dlalad 0,5 o plwl (85 Slae oo »

olq,...m WL\A ‘5>)L4‘ ’aL.\B‘ 9 ol ua.?r.mA o 42.:;4 ulJLa )d

1og o0

20098 6.3.2.3.1

Define issue

Defining the issue of the claim. The warranty team will look into the issue and understand whether it is covered by the
claim code or if more detail is required. Field service will be scheduled to further qualify the definition of the issue and
to collect more evidence.

B oS oo oy |y dise (1) o tlesl ay bogo po dlies 40,5 oy 5
@ aSnl b 0,8 o 8 ool oS Lidigy o Al (I LT 0gd mseie
i (03,5 sl J5:83 Slp izes (el LS (6 DS 5
gdse giole) (e Dloss plisl i walsd (5y5laar 5 A
iy pateiie joboay (LI (sleol aliass bl udlad pl 5 1 s}
S oS L ool LT 45 08 o oy 5L ol e 355 00
o Sl 3l Dyge 0 5 el p3Y (g iy SIMLIL ol Cillas

Sgd oo pliel Slase Sleas Wl IS walyds 5 )slaes g Slowe

12677 6.3.2.3.2

Schedule field service

e Sloas ganple;

Scheduling additional investigative field service. This is performed for high priority claims or claims that require
additional investigation. Field service engineers will gather additional information, perform further investigation, and
qualify the definition of the issue.

Sl S8 0l 1 heeSS sl 2 ol (6l (Slane Sloas gan e
ey diesls a5 lalesl b YL cuglsl b {68 llasf slalesl
Slal oledbl gl Gleas luaige g oo plol aiws iy

1y JSiee oy poi g i g ool iy (sla g w35 (0 (5 500
b e LI sleol (38y s pim} S oo 90l 5 pasia i35
LG ogd oo (5,80l Sl Oloas ulis )5 aliel caily oauzen
GeBo Ly g Cle i (28 (slag el g DML 5 pslaer

12678 6.3.2.3.3

Request and receive defective part

S garo dxlad uSl.:)o 9 CA.M:‘P).)

Requesting receipt of a defective part for further investigation.

adllas : i} .y o (Sl Dgane anbid SO b e Canlgs
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JLas gl ol 5 "

20099

Investigate issue/perform root cause analysis Sl e Jdow plosill Ko gy 2
Investigating claims by an appropriate functional representative. Once the issue has been clearly defined and
diagnosed and a recommendation for corrective action is determined, it will be provided to the warranty management

team.

b e paass axly Lulid 5 g { 0,8 Sk} lalesl )y
pladl dloitn 5 0d (b 5 iyl by sl alis aSST 51 ey

Dgd oo KL LB Co o o 4 sloion () g0 )T s >

20100

6.3.2.3.5 Receive investigation result/recommendation for corrective

action

ol pladl sleivg [ om) 2 4 03,5 8L ,5 Receiving investigative results to assess claim approval or denial. The warranty team will assess the results of the
investigation and the recommendations for corrective action.

o A B8 adlacf leol 5, b ol b)) ly owpn zbs b,
S oo )l 1) (Dol el glaslpriny 5 oy @S LB

20101

6.3.24 Determine responsible party

Jstane Byl (40,5 (el

Identifying responsible party for a claim. There is no negotiation with the supplier at this point. There can be multiple
warranties applicable to the same part: a new part warranty, a new product warranty (for the product the part is
installed on), and a supplier warranty from the company that last repaired the part. The information required for this
decision would be the output of Receive component/part and analyze fault [19728]."

ol 2 A s ledl S (sl Jotas Bk 35 gloli
2057 Sl (San 095 g0 plol i (rals b (gloS1ike g Al 5
o> dsad 5 sl Jlee! b6 sy axkd S 6l 1
(Sl 00 a0l (55 axkad o5 Jpams (1) wazr Jpame (IS
03,5 ypasi |y askad ) (0 31 45 (2555 g °~\*-*50~°l‘ B s
0355 S8, anlp (29,5 peedl (nl ln 153,90 Sl 2]
@ Sy 6l iam) og walss «DVAVYAD (e oo g 5 j2/dakas
33 el ] Jgin )b 4 355 co aseios la] 5L slesl S
OScoe 45 bl 5| s cod 00iiS el b o0,STie 0l 9 al> pe ol
Se) il anils 925 lajen (I g5 aiz 4k o (sl col

b coas ooliiwl 4y o dxlad a5 Jgame )5 cankd 095 I

ashad 8 o) ol 5l eslaiwl b ol c(ouisS jens &5 0 )8

{owl leol 4 (Sawa; (Jstun B,b plaS 5 G alaS 09 s

20102

6.3.2.5 Manage pre-authorizations ool ooy S e

Authorizing claims prior to submittal.

Jloyl g a5l i {518 slacalys o) balesl sl anl 090
.Lmd—l

12668

6.3.2.6 Approve or reject warranty claim s adlae 5, b ol

Following Defining issue [20098], an approval or rejection with be made against the warranty claim. If it is deemed that
the claim falls within the warranty parameters, the claim will be approved. If the claim is deemed to fall outside
warranty parameters, the claim with be rejected.

8, kol ohlE culss s ¥ e aA] JSae 0,8 Gy 5l e
cozola 0 S Culss o 4 06 cols Lauiad B .ol salys
oS STl salgs b Sl po ol 08 o 518 LB bl
O el G Ll b gzl 5l 2,5 (S8 cnlgs j0 a5 54 sols

Al dles o, Canlgs o

20103

6.3.2.7 Notify originator of approve/reject decision Coslys 3 0aiiS e 4 0, b anl ol peeas ol oL

e Contacting the originator of whether the warranty claim has been approved or rejected.
[Cad)

aSyl pols bl (gl 8 cunlgs yo caSed b (i3 5 ules

Sl 0als o, b KW AN PER

20104

6.3.2.8 Authorize payment 10 cpadls lre

Allowing for a payment to be made to the claimant.

oL Culgm 0 aS pasd 4 azg Sy gl p3Y jeme (0,5 olo

Sl co;

20105

6.3.2.9 Close claim

OB Caslgz 50 0nis 4 Gols L . . . . .. . .
Archiving and closing the warranty claim after a final decision has been made to either approve or reject.

1) 09 o Bl Canly® )0 3, b Andy 9590 )3 (2l e 5l
95 el dngidee o SIGL

12667

6.3.2.10 Reconcile warranty transaction disposition

(S Sla 515 e oty s ke

Assuring that the warranty transaction has been completed.

(ot i) el 0l JooSS (SIS (22515 o5 08 ol il
desl 2o aiile— LIS 2S15 & bogrpe Jo1e plad a5 9S00l
A )0 2l S g Jleiml oS ls ()T 03k 0 (6 S e
Ll o &ty JalS” jsboy ()T oig 5 o planil JalS” 5k

20106

6.3.3 Manage supplier recovery RUON I N PAPUTST JUPS ST ST SVON 51 JCIES NV TCHUR

{Olf..\.:.:S

Managing the recovery of costs from suppliers for individual claims.

st (LIS sleol o (sl EAS sl 3l laary s 28l 50 2o e
250 LAt 5 05 g0 gy (S sledl S (s s inf A lax
S 55 sl Logs o 0038 el S Caoas b andad & Jyams >
oS ey e 5l 08,5 ESlsp ols slesl T el aS T, lasja

S yzods 5 slesl b onig s o sl S ol oS oo 2l o g alllas
{098 o plonil ailSlax

75 of 156

Copyright 2024 APQC



Element Description

glesironic Busingss Process Management

S o Jlas Lo l5. S

Create supplier recovery claims

G VS VO I JCEX U PN FESRN P

Raising a supplier recovery claim. This is based off the decision made in Receive investigation result/recommendation
for corrective action [20100].

ool 5 el roaisS ey 5l A je cs s b adllae S s

‘5..;))442“;"41;1)|ww}wlaww;«[\“\nl‘ép)l.\al
08 yaals o o by ankad 4y JSite e o 55 aseiie 18
N omwu ol 5l aze adllae gl oy 0y SO S Ll gl
b3 ol 5l o b (515 a3 Sie) Lo yo slaanjo b oS s

{ajw

Negotiate recoveries with suppliers

la 3o s 13k 8,90 8 GBS el b oSl

Arranging the returns of recalled products to suppliers.

@ oads a3 WY game il Tk 0,5 Sinlen

o) sl s cpols alil 0,5 Kaalen : nf .o EaiS els
S el 2 b loas s JSta b alts o & o SV e
Goslanzr oStz g5yl ol JI5 ol sisds ol 3L abogy o
il 00S el @ byl Jlo ) 9 &Y gases

Service products

Y gaze a4y Sloas )

Validating specific service requirements for individual customers. Determine and schedule resource to fulfill these
requirements. Provide service to specific individual customers. Ensure the quality of service delivery.

b a8l jobay g in 2 gl Clas asrin Sloll v Le]

Iy leas S gales 5 et Sl Gl 09557 03,510 sl 1) o3Y
Obiadsl Sloas &l oS 51 aes &l Alflas jsbay (6 iie 2w
Cuoas 4z lids (e 1 S5 go ooy M 1 i} 08 Jool>
aile 3Y lie e ol plasl BB 5 tne Sl cal 5 300 5l (ol
D9 so (53,400 1 g et IS plonil oy g Dlyagen (Dlakad o ynniSS

09..4:‘5‘0 43‘)| (8990 &gl ‘_g)w uLon 6‘1:).'4.10)5.4 Cods QT)IJ:J

o laibiwl gillas ooisdsl)l Ceons CodlS 4 0ed oo JuS LG o g
{aal sl 5 )5

BCE ID Hierarchy
ID
20107 6.3.3.1
20108 6.3.3.2
10218 6.3.4
10320 6.3.4.1

Confirm specific service requirements for individual customer

Jobds 6 i o sl Sleas aseie Sl o8 anl

PHIIRCS

Acquiring or soliciting information about specific service requirements for individual customers through the customer
service function. Obtain information about customer specific requests, process these requests, and create customer
profiles to generate a service order.

2 Gl Clas asine Glallo)bye Sledbl cunlgz 0 b s
Gl )o 4 by e Sl b i Sloas oje> 55k 5l (6 e
Wk o G031 ) sl cnl sl sty 1) (6 e ol
5055 {sam pladl (gl (st slacenlss ) (gjluoslel 5 (suailo
STENEEN LGN E PPCE Py HE PR CE S LIRS RN PP

b oS oo DleMbl sl 5L 0,5 o0 (wled (550 b b e Dlons
B (Slatanlss )5 s anlsS o gass oz o 058 ki

S 0 glaazr SAMBL (ulol 2 5 99500 (o) § S Sy
Gl sl gomy )l SG g b 09 o0 S le (st sl iy
15,5 ol ol 4y s>

10324 6.3.4.11

Process customer request

(§ b oy B

Soliciting or acquiring information using various sources such as databases, customer interactions, and customer
request forms. Hand them further up the hierarchy to deal with them. Categorize the user's request, determining if the
request is supportable and prioritizing the request.

osile calises mibie 5l onliiul b Sledbl 0 ,5] Cawsdy b Canlys o

1 o] it Canlss s slap,d 5 5 5nte b OMales wols slaolfsy
Do gl ol lejles il pealidis o VL Zolaw @y iy Saee; ol
BB calyz 0 LT 0sS aseio S (gaiodiws | 0,5 Canlgs o
S i |y o] gyl g 4 bl gLy

10325 6.3.4.1.2

Create customer profile

S i Jolag ol

Documenting the individual customer service requirements solicited, along with personal information of the customers,
in order to generate customized profiles that hasten the delivery process.

0ud (5 slaez 45 (g yibe o s je Sleas SLelill (5,5 (g3l
Sl kg sbml jslaeds (ol yiiea cased Sledol b ol yan wcans!

4 bogyyo Sledbl i f.aiS o g i |y Coods &8l ol B aS ol
el U o o ons 4235 ol 5103 oS (5 iin yo Sleas slajls
obaisl flgn S gl 61y B 0gd oo i s 50 (Al pasid
Pl Sy Cond @il (g Slado jo il 4y 5 09 asle

{d}u
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10326 6.3.4.1.3

Generate service order

Sloas )lauw adgs

Designing a short-term agreement between the service provider and customer. One-time services are ordered by the
service recipient and resource-related billing is performed upon completion. Use the service order to document service
and customer service work.

Sloas (6 i g Cweds odipaddl )| o DoweligS 38l S b
JooSS 5l g9 Wigh oo 0310 (A )lhs CuonS 00T 28l 50 Lagi 0,1y
Ol jlagd o0 drloe oadid pas plis bl » Sl g0 OIS
S eslitl (5 yite Slaas g Sleas glalS g5luaiins sl Caos
5 e Ot (A Lueds Sy plol (sl (Bse By Sy gin )
Cowlgs 13 (68,50 Cand> SO (5 8,5 c0 JKI Cons oamoall )|
Slalad bl ple Jio gasbio Gobol 2 rase (ol el 5l oy 5 S o
lr i Glyiedy Cosd 5)lhs (pized 098 o0 drnloe 00 pas
@ S tde Glaitdy g Sload 059> ) eadplonl Gla)l5” (6,80 5 o

{~°B)G‘ 5

10321 6.3.4.2

Identify and schedule resources to meet service requirements

slgaiasls (0,8 00)31]3 $lp mbe gouyle; 5 ool

(8 yino) (Sloas

Determining and scheduling the resources required to fulfill customer service requirements. Create a detailed
schedule about the service orders and development of these service orders.

lagaiojls 59,5 0890 (6l 5Lis 90 glie sanple) 5 et

o sla b li o)y (eads sangle) b SO 6 it Sloas
4S9 go LAt g ) S Slonl Cweds sla i liw ol 8 i
Sleolaiwl ley g sl p3¥ Sladad by Oljpon o Sl (55,05 aiile oalio
Sl s 099 0951 (5 ynte (Flaas 5L B 055 o0 (Siymel Lag)]
b o9 oo dnd (335 ol SG Wiload Cud oS eas sla b lan

o sl (5,05 5 Lol ol a7 53 5 5% 3 0 353 i

10327 6.3.4.21

Create resourcing plan and schedule

ole; 5 e (el asliy ags

Developing a plan for sourcing and deploying the resources required to fulfill customer service needs. Document a
detailed summary of all types of resources (equipment, finance, personnel, time, etc.) required to complete customer
service requests and procure these resources. Identify and assess various sources in order to effectively create a
resourcing plan.

03 )55 g 3Lidy30 e 62554 5 el (sl (lslip (g
abis glsil don 3l Joady glasdls .5 i Sbas sbagaisils oS
03902 61y (o308 9 Lo el (69500 ¢ Jlo @lin «iug) sy
Iy abes (nl g aS (gilwaizins g in Sloas glacwlgs o oS
Foe 9k algn b usS ol ) 5 pleled | ilisee e a8 el
@l 9 n cateis Izl in ) aiS olm) mlis (el iy S
o Sl Y (oulis dz (i Sleas GlaceulsS s 4 oS El
sebar—olej g Gludl (59,0 b a8 5 Joy 5 Dy s—plie (nl 4an
cilizen GBS el b lie )] 31 o g gn dits 5 SoF 3B
Aol S g Wigd LUl by 35 (e B gl so (2l3)) 5 (o2
100,85 905 gl ol 5l oolitl g ags sy o

10328 6.3.4.2.2

Create service order fulfillment schedule

Sloas law oSS (gaingyle aoli p ags

Designing a detailed summary of customer service order requirements, along with information concerning the timing
and duration for these services. Categorize the customer needs. Monitor the services delivered.

(8 o Dloas oy jlaw slagaisils jl Leads glasods )b
Sleas ol plosl Hlejae 5 (gamle) 4 gy po Sledbol b of o
DS b 1y eaddsl ] Gleas oS gaaiws |y b i slajls

ssboas (st Sloss (sl i 4 bgrye ol ples bzl iny}
b eg ool 2 Ol GLR3Ls (g 05500 e Ol L) sl p3Y
Caleg o g ool lap] Sy e b wisd o sl (lisle S
b wgdioo 65 9 (s roitame jobots Wgdi oo il &5 Slons
ilonds plovl canlio cuiS b g anlip 3ubs 048 Jool> ylols]

10322 6.3.4.3

Provide service to specific customers

P b ie 4 Sleas &l

Dispatching resources for managing and fulfilling daily service requirements. Manage the progress of order fulfillment.
Complete order blocks.

ailigy Sloas slasls ol plwl g o pae 6l e Jloyl 5 ol
oS5 1y o 55l 51 S'ely 08 o pae 1y ol eSS 8 iy
5 Wgd o 030 arasd ailjy, Sleas plil sl p3Y ale m foS
B 55 Ygana bl 398 o0 (5K (Slovs (sl sl plonil
oIS e el oY 5 Wigd e iyl ) oS sk b boarws
(g JooS5 5 Ll acliy ol lai
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10330 6.3.4.3.1 Organize daily service order fulfilment schedule loas o liw eSS ailg, gainle) ael g a8 lejl
JeoS5 b a5 ain Gleas las i 5l alys; asly S (b
O e diapllss Oy 1) lagyT 5 oS it 1) aedlad ol aigd
. ' . g e aseive Wl af 0gd e ol Vb o5 g Lasu I b
Laying out a daily plan of specific service orders that need to be fulfiled. Document and systematically order these . : : -
ying ypa pec . y y S ol sl 5 wsd el b (Gloas Gl laws plaS” 59, Jsbo 5
activities to ensure high effectiveness and efficiency. o ‘
Mas 9 Cad (353 j5boty EMad (pll s 398 o0 palais il 4ali
L oIS plosil b s o 00ls s 5 aispllis g wlate IS b g digid oo
{ogn oy oFo (25031 5 (IS cn i
10331 6.3.4.3.2 Execute product repair Y¥same ol es bl Dispatching and delivering the resources needed for the specific service requirements from the source/warehouse. b T 5l pasete Sloas (slajls sl 5Lis,90 glin Jogos 5 Sl
Manage the dispatch, transportation, and delivery of the services. DS o pae |y Sleas g g Jasg e (Jlo,l Ll
10332 6.3.4.3.3 Manage service order fulfillment Sloas [ )liw JooSS Co ke Sy b odis JaoSS cosd JuoS5 (sla i i o pie g (Sdum,
Handling and managing orders fulfilled, along with the orders are not or partially fuffilled to track the order fulfillment Sbroliws 5ol JooSS 08 i 6565 Sl 0d eSS (S5
progress. Use electronic devices such as trackers and GPS in order track and ensure delivery of the orders. 925 5l laebsl g b, sl GPS g lacbs ) asle  Ssg xSl
.\.‘..5 oolawl L‘buu)La.m
10323 6.3.4.4 Ensure quality of service Slosd oS pads gab g 3350 (slo i o)L ylie 4 oads &l Bloo CohlS (e
Iy Ol 8,55 5b 0SS plold Sleas &l slocaSs ol jon 44 |
50 Slods ot S L asS u‘b}loﬁ 5 Judow 1y 055550 0SS L;)jTéo.?
35800 ) b ytie 4 a5 Slaad CuhS ) 098 (e oot
Guaranteeing the quality of service provided to customers. Identify the successful and unsuccessful orders along with o e ol 3 3,5 e LS s s
the service failures. Collect customer feedback. Process the feedback to ensure the quality of service in the future. e TR Py
)l 0 S by S b b i law plaS g wilodgs 3350 b i liw plaS”
Sgdicn el 5 5 pslanz b e 3,555k G ilodds axlge Ceoss
saisl ;o Sloas a5 g banlp g lp ol 516
{.o};;; solazwl
10334 6.3.4.41 Identify completed service orders for feedback 3,555k <l sy ead eSS Sleas sla bl olulis Sl bl Wloads ools Jygo0 Cudibge b aS Sleas (sla )l (el
DeFermining the service orders that have beep supcessfully delivered. Identify. thg serv.ice orders complejted and Sy oS Ll | 6 fin 4y oBonls ugo 5 o JeaSS lass
delivered to the customer. Leverage communication systems to ensure coordination with the customers in order to NS e | e bl Sanlen | ol
avoid mishaps. S edMie 9 5l 6T ol 9 lide b (Saalos I Ll
S oolitl (ol | slapinsas
10335 6.3.4.4.2 Identify incomplete service orders and service failures 0l SlocnSls ¢ ot JuoSS Sloas (sla s liw olulis Sl ol iloais ool hoos b JeaSS a5 lo )bl (s
<la> Determining orders which have not been completed or delivered. Identify the service orders that are partially or entirely 485 @logh (rizen g wies (el iz b oS jsboar 5
incomplete, as well as the orders that have not been delivered to the customer. Use techniques such as project Olie s sl oS olulid 1) wleas ools g2 (5 yie
trackers to recognize the progress of the service orders. 53 o, aile LlacSuSs 5l loas (gla b i b iy
AHS oolazul
10336 6.3.4.4.3 Solicit customer feedback on services delivered oadasl,l Sleas 6,l,0 b i 8,955k Cawlgs ) 9 S5 oadailyl Sleas 05l )0 b i ki b 0,95 5b 351 b o
Obtaining and procuring customer reviews or feedback on the services delivered. Design a customer feedback form, i T gt b i oo 1SS ol e o555
or communicate with the customer through the phone or online. CrTE R RTORER R OB B O R T TR S PR
OS5 bl |
10337 6.3.4.4.4 Process customer feedback on services delivered oaddil )| Sleas o)l b e 3,955b (35l . . ) . _ . _ . . Gy Sloas el jo )b yiie slas g5 5Ll ks oo S Bl g b))
Assessing and incorporating customer reviews/feedback into the service plan to ensure high quality of service.
Leoas Y coas 5l el
20110 6.4 Manage product recalls and regulatory audits Sl o juos g Y gamme slaglgsld o poe _ . o _ o ) . _ Sl ool slasiuas 10 20595 0,050 5l gare OV gama Bi>
Removing defective products from the distribution chain. Participate in audits from watchdog agencies. S S L
s )
20111 6.4A1 Initiate recall game o8 5] -
J S Commencing the removal process of defective products. Coere SYgame Bl anl 8 ]
20112 6.4.2 Assess the likelihood and consequences of occurrence of any Sas 455 8 sladaly g £48g Joax b)) )
hazards Performing risk analysis. Identify all dangers, evaluate how probable they are, and what kinds of negative results or or s Lol 58y Joal s plulid 1) Slilhas ass Sy Joloo plxl
adverse side effect they carry. S ol gl Jlasl il (2)lse b ite sloasly g9
20113 6.4.3 Manage recall related communications (Jyaxs) Hls318 b s e olbls ) oy noe Handling communications that are related to product recalls. Jyaze pls>l 8 L g e Slbls )l 4 (Soww,
20114 644 Submit regulatory reports Sl sla )55« . o . . . . 0575 0,l,0 Sl i sl gl s slasly 4 la 153 @l g ol
Creating and delivering reports to regulatory agencies to provide details about handling product recalls. o
Y gaze (g5 a4 S,
20115 6.4.5 Monitor and audit recall effectiveness Ol b isu il e 5 ol Analyzing the effectiveness of product recalls. Jyame slapls>l3 ool Lo
20116 6.4.6 Manage recall termination ols31,% 4> < pae Ending product recalls, communicating to the public and filing reports. o)l Cud g poas 4y Slo,edbl (Y gams Gls,8 4 ools (L
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20595 6.5

Evaluate customer service operations and customer
satisfaction

st Olyiie Sald) 5 ol e Sleas Sliles 3|

ol yiie o9t i g Sloas axly SIS ljes ionio

Calculating and assessing the operational activities of the customer service function. Evaluation is achieved through
the customer requests/inquiries handling process, the customer complaint handling process, and product and services
quality. Examine activities to ensure high levels of customer service.

S byl ol tie Dleas 055> (Slles slacdlad oLl g ale
S Sy w2l Ol i Sl pllaciulss s 4 (Saew; 9l @b
boodlbd ogd oo pll Gleas g OY gass CoanS ¢ ol e OLIKS 4

D9 ol lisebsl ()b it loas (Vb o 516 0S|,
el 5 s 5S0lail b ite Slass 09> (Sllos o Slas iny

DL g lacaalss o 4 (Faew; 0925 (ull 2 (Dbl cnl g 09

10,18 )13 0 sl § gllae mhaws ;o oaiall )| Sleas a5 59 Juol>

10401 6.5.1

Measure customer satisfaction with customer problems,
requests, and inquiries handling

S 4y (S 09708 51 Gl i Culd) (6 Sl
OUT Sl yy 5 aelys o
Calculating satisfaction levels of customers by effectively evaluating the process of handling requests/inquiries of
customers. Effectively calculate the performance of customer-requests/inquiries handling and resolution. Obtain
information regarding requests/inquiries handling and resolution through customer feedback. Use it to explore new
ideas and opportunities for enhanced customer requests/inquiries handling and resolution process.

@ (S Sl e bl Bkl obiie cols) sl aculoxe
el 0 apsloe e ysbots |y (i (slb i /sl
3,955k @Gyl 5l ) i pllacslys jo Jadg J> g (Soum; 4 by e
daz glaces b g bowl plulid ly ol 51 s psl cows 4y ol e
Sl i pllacslss o Juabs J> g (Sarw; a1, 50 jslateds
A oolawl b e

11687 6.5.1.1

Solicit customer feedback on customer service experience

Ol i Dlods dyy25 3 )90 50 (b fiiee 9,555k Cewlss o

Creating an avenue for which the customer can provide feedback on their experience with how their inquiry, problem,
or request was handled.

S ey 0976 3l Bl 25 0 )3 (5 e 9935k 1) sl (6 ol
5y e il S 5 ] s} il b S &
@ Glojle (Sonm) (g% 0)lyd ) 995 420 5 Jlas wilgiy (5 ie
S lp 05955k cnl 9 45 plo Galacialss po b EMSie da s
{.os.:b oolaw! Slovs

11688 6.5.1.2

Analyze customer service data and identify improvement
opportunities

Syetr Sl b ololiss 5 ol e Sloos slaosls ol

Reviewing customer service feedback to identify areas in which improvements can be made. Engage with
management to discuss issues.

OlFen &5 2boje> alulid ln b yiie Sloss slas,555k (o) 2
Jolss o oo b Place ool 0,by0 Gy (gl 0,5 oloul dguge LQJ 4o
B bl b 09 g Jelos b yiten (slooj955b 5 Sk m f oS
9o olpse b Jlas ol G 9 098 (Qlolid Sloss 0 090
{05 o0 plowl 285 5 Simlon oyl b ogage sl Sal, o)L,

18126 6.5.1.3

Provide customer feedback to product management on
customer service experience

Sload 4,25 0)l )0 Jpame Cypie 4 0l i 5,555 4l . . : :
. Handing over data to management to analyze common issues in regards to customer service.

Qubb@l) 59 @'l) J;L...q el 6‘)% S e 4 Wosls Jrg=s

o Ll DY

10402 6.5.2

Measure customer satisfaction with customer- complaint
handling and resolution

SLIS Jadgfo g (S 0975 5l Ol it Sl (65505l

b

Measuring the satisfaction level of customers as pertains to how their complaints are handled and resolved. This
process element requires the organization to estimate the customers level of fulfilment with the process reconciling
their complaints and towards the objective of ensuring customer retention. The feedback received can be used to
develop concepts for new opportunities to boost the level of customer satisfaction.

Jads > 5 (S 0978 (pgaz ;5 byt old) mhw (6550l
3 obste Sl i ress atejli an 1 5l s nl o] LIS
ol o e Lo 5| plialol 4 by e Slanl g LIS S an 8
Qo slacis )8 5 bossl aswgi (gl wilgi co 0albdl ;o 5,555

o 055 518 ookl 50 ol iie colo, e Gl slaiee

Ol o a5 CalS 4 (S 055 5l gl e ol (e Glojles
1y 53 iosm ol gl e Lo sl o) ol 4455 e 3,
393 Sl a4 (S (S5l byt S oy b el
Wiolyd pl g b aS conl cpl SIS cpl 5l Gas st L4l jaas
6o y53 5k g5 Cews Sl g asiley (3L lejle b plizres (b e
Uil g Sleas g S wax slacs B olulis gl sasleamsa

{owsa oalazwl )l i culs,

11236 6.5.2.1

Solicit customer feedback on complaint handling and
resolution

SLISS Jo 5 (S 0355 390 30 b e 9,55 5L Cawlgs o . ] . ] o )
Requesting customer feedback on the process of handling and resolving customer complaints. Obtain information

about the effectiveness and performance of the customer complaint handling process from the customers through
various means (e.g., online and by phone).

SLIS Jadg o 5 (S 9l 8 0)lys ol i 50,555k Canlys o
SLS &y (Sar; sl o Slas g il 4 bype Sledbl o)l e
(5 5 T &g Jlie (61) cilisen slagiy, sk 1) byt

5 23y ol e
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11237 6.5.2.2 Analyze customer complaint data and identify improvement Soutp slacus B Slulis ¢ b i SbIKe glassls Julo &y SLSs Juady > 5 (Soum, 5l edsliassas Sledbol (ow)
opportunities ookl 1y b ie SIS slaosls dgpifarus sl ololis
D9 ey ‘Jyam &5...’ Coud ab.nb‘ W8S L s asle kS’Lm)L‘M
Examining the information obtained through handling and resolving complaints for development/improvement GsSIl 0SS oyl 5 SlSe Cusbge wieans a5l Slebis oy
opp_ortunltle.s. (_)gtegonze the cm_Jstomer complalpts data on_ the basis o.f speed, acguracy, courtesy, prlc_;e, product S S Sy Sl o lhess et jslies |, LSS
choice, availability, hours, location, etc. Determine complaint patterns in order to diagnose areas needing “ ' ' B “
enhancement. Wools 398 co Judow GLISS 4 Sapw, 5l Jols> Sledlol 6,.:;} VLY
owigd |5 slagSl g oo (ol cilisee slaasls wlul
Sl Sgate Wb &S (olrojs> g and LIS T 09d oo plulid SLISA
{..m)f At
11689 6.5.2.3 Identify common customer complaints by g, SLISs Slulis . ) . . . . . ) g, oSt gy Pl ololis jghiteds SLISE slagSl s
Determining complaint patterns in order to identify common issues. Document common problems for correction.
.\~5 [LSEOWD C)La‘ 6‘)‘.‘
10403 6.5.3 Measure customer satisfaction with products and services Sloas g SV game jl b i cols ) (6 uSosll Sbiie 5,555k laas /Y gasme 5| b it Cold; o drwloxe
Iy Sbids o ymeS cion il Guzmes 5 Oleas/ Y g o),
Al Cewd (g lobine s 4 B asS gy 1) Sledbl 1l aaS el o
Calculating satlsfactllon levels of customelrs. with prodycts/serwcgs. Optqln customer feedback on r.)roducts/sem.ces, ooliial 51 51 b iie Slass Slilae Sgmge sl wlsits ] gy 45
as well as the effectiveness of the advertising campaigns. Examine this information to reach meaningful conclusions, N bos bin s il Lo Lo b b oS
which could then be used to enhance the customer service operations. w¥gazma 0o Oh e 2)573k il 5 Soslear b s
Lgl)“ J.ol} CJLJ 9 Q}wLSA odustiw LbuT wl.,o) ul).:.ﬁ sul.\...l.u 9 Sloos
ad S 5 @ b yiie Sleas o Shee i)l g 3guge b8 blis ololis
{og 50
11238 6.5.3.1 Gather and solicit post-sale customer feedback on products 03150 99,8 5l i b e 3,955k gm0 g (6 glans S del caglhae 5 S o)l bt Jlails 555k <8l o
and senvces 5 S Jbtaining customer feedbackireview on the quality and utiity derived from the products/services after the sale | B e St S SIS
aining customer feedback/review on the quality and utility derived from the products/services after the sale is ‘ .
9 . quarty y nep . b o)l Jolas oo} o)l i3, (slagygesl 5 eloleiin slaggore
complete. Use techniques such as surveys, feedback boxes, and user activity and usability tests.
o0liiasl s e i g oian )5} ooliinl Cggus g { Jpare
Sy oy 1ol )
11239 6.5.3.2 Solicit post-sale customer feedback on ad effectiveness Sy s il o)l ye i3 5l o ol yive 8,955k Conlg o aiile (bS5 51 b e w3 18, ks 13 e b))
a8 o b laaslidus o Jgamme clis sloyge;l o la o L
Assessing the influence of advertisements on purchasing behavior. Use techniques such as surveys and product o e Jolsd 3925 sl ) eled slaolods 50,5550
recognition tests, questionnaires or feedback flyers, and toll-free numbers in order to encourage customer interaction sl lises gla sy 5l 6 yeSo e b (st} S esliiul by 8
after the sale. F RSN RVE ST IC DI UESP OO SCH EN K J50 R [P PEs
b gdon w3 ol e bl (sl slaJUIS (0 Seal® 5 )b
{0538 S1yal a3 5 e |y 093 Sk 5 boay 25
20117 6.5.3.3 Solicit customer feedback on cross-channel experience b Joles o byl anyos 0,by8 )b i 8,955k Conlys o Iy cilises o UL 51 ooliiwl 51 gl a0 b 0S8 Joles (5 yiea b
se cla JUlS Engaging with thg customer to understand their cross-channel experience. Find out what channels were effective and 1L lrossm dm 5 Slesgs e b JUIS A S5 ke S oS5
what areas need improvement. '
5,10 g
11240 6.5.3.4 Analyze product and service satisfaction data and identify ol 5 Sleas 5 SV game 5l culs, slaosls o ;
improvement opportunities L “Vpaze jl ghiie 2ol gl 00 cadisgleer bl L))
Soet sloceo f Assessing the information collected on customer satisfaction levels with products/services in order to determine areas Sl 5 Laosls sgegs b5 slooggo cymns sghiiads lods 5
for improvement. Examine the data and information extracted from the customer feedback and reviews to measure ) . . . L
. : , o , , gl B oS (o2 ) gbyiie Sllai g oo jo5 5k 5l eadigl 5ol
the satisfaction levels of the customers. Identify opportunities that could enhance the customer satisfaction levels and . i
the overall customer service strategy. gl 2l &5 48 plulid ], placaop 05h esemin Lopl calo)
11241 6.5.3.5 Provide feedback and insights to appropriate teams (product Jolo {ptes sl § oS IS sl iy § 5,55 5b ) Jyame Co pae ou 4 Sleas /S game 0,)by8 b b 8,955 4|
design/development, marketing, manufacturin . ) . . . o . ) . e e (o T R .
9 P 9 9) (W5 bk (Jypazme dxwgl k) b e slanss « Providing feedback from customers on products/services to the product management team. Analyze information Ol 2,975l Cusly> 50 9 Spglaaz? Gob Sl osdis yglaaz Sl
collected through Gather and solicit post-sale customer feedback on products/services [11238]. Share with the 1) s oS Judos [ DNV YYA] €aloas /Y game o,b,0 (99,8 5l m
product management team for consideration while improving existing offerings or developing new products/services. lmolgiiny Serps plEim b 0y 38 STynil &) yame e o b
Bgd ad, 8 a0 wae Sleds/ SV game dewgi b 99> g0
12672 6.5.4 Evaluate and manage warranty performance S o Sles Co e g b)) ) ) . _
i R Assessing the cost and effectiveness of warranties. o Gl oisu il g anie o)
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20118 6.5.4.1 Measure customer satisfaction with warranty handling and el ade o g (S, 5l ol ytie b, ol iorin SBHE 4 (S 5 o pawe ogmn I b b Sold) Gl (S
resolution s gy 5l ojlil az b o)l s 45 09 o oy (S} Y guarea
Evaluating how satisfied customers are with how product warranties are managed and resolved. CoteS g 55 el Codlad g Cas s ( I glaciulys o 4 S,

Al 50 dgg BB bl b oy culs, )8 oMSCiw Jady >
{ogs olulis sl)l8

o 6‘1,.\ L;.),S.Lo.c t_gL&buDLu )l olaiul lJ LQL;Q‘)L? D,KLQ.C MLQA
5 @S a5 oS Wl s 4 2l )i gl by 5 (S 0

Comparing warranties by using applicable metrics to see how they are handled and resolved. Develop and submit Slapasls jl oslitul b (| oS o 4N 1) pas (slocsange
reports that summarize significant conclusions. 590 b g Judoos o S5 4 (S g Co e 0950 ¢ 50 ,Shes

12676 6.5.4.2 Monitor and report on warranty management metrics S o poe slaazls p mo b)) g ol

Sanaez 5 GlS mls Joll ola 55 s 9 998 o0 sl
00,5 o0 )] 5 a5 Lol 390 5 (65 oo (s otee

20119 6.5.4.3 Identify improvement opportunities Setp slacs B Slulis . ) . Sawl,l5 g i adile se byl o pae g b 5 56K aSiyl s
Determining how warranties and warranty management can be made better and more efficient. '

12674 6.5.4.4 Identify opportunities to eliminate warranty waste S e Bl Bis gl placs B olulis oy b oo eolitel (sla )8 o 08 Bdo gl oleel, oxdl

Finding ways to phase out unused or seldom used warranties. oS oo 5 i ol ala by, ololid : gm ) ond ooliwul
{ g8 s oolitl Lol by 03)ls oS 508

20120 6.54.5 Investigate fraudulent claims s 5 Slilas )y
Ll ates goos G ol Sledbsl (gol> a5 slalesl Hb3)l 9 s

slecwlss o 385 vy ‘5».’.1} lodds ol pm 3 BU
oo oS ¢St oSl o (i ol olulis gl K
g ooliwlegus 3l (6, sl (gl p3Y Sleludl 3l g ouisadl )| M|

Reviewing and assessing claims that contain deliberately incorrect information or that have been submitted with the
goal to deceive the system.

i omls e slalesl 51 56 lagly mals

20121 6.5.5 Evaluate recall performance (Jgamma) g1, o Shae b)) Reviewi ot o . o which c " g s a5 olvejg slolis slp o)l i Sloas slas,435b sl
eviewing customer service feedback to identify areas in which improvements can be made. Engage wit o Bls o5 b S b e b 315 35 |, L]

management to discuss issues.
D¢
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Develop and Manage Human Capital
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Delivering processes traditionally defined as "human resources".Process groups include those related
to developing and maintaining workforce strategy, recruiting employees, developing and counseling
employees, managing employee relations, rewarding and retaining employees, redeploying and

retiring employees, managing employee information,and managing employee communications.
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7.1

Develop and manage human resources planning,
policies, and strategies
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Creating strategies for the HR function. Create and implement strategies for managing the work force.
Supervise and enhance the strategies, plans, and policies supporting the HR function. Developing models for
managing competency levels of the HR of the organization.
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Develop human resources strategy
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Creating a long-term plan to associate human resource requirements with the strategic goals of the company
to ensure that there is enough qualified staffing to achieve those goals, to maintain competitive advantage and
to reduce employee turnover.
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7.1.1.1

Identify strategic HR needs
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Strategically defining the current and future needs for developing an efficient HR strategy.

e 9ol (g3l nsl S g5 (sl ool g (Slad (sl Sol il iy yas
caia |y Glasl mlis 0595 55 lojlo oui] g (5955 sl s sim} Sl
oolal lusl glie 50 31l S a9 5 Pk sl sl ol 5l oS
Los

10419

7.1.1.2

Define HR and business function roles and
accountability

B gS

Outlining the charge and duty of the HR function by defining its responsibility areas, as well as ensuring its
accountability. Establish the HR function by laying out the roles and responsibilities for this function and the
rules and regulations guiding HR. Define the goals and objectives of the HR, as well as a mission and vision
for this function. Create a mechanism involving a set of policies, code of conduct, and institutional procedure
to ensure HR accountability.
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Determine HR function roles and structure
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Establishing the roles that are required to execute the HR function. This process also examines the
organizational structure required to support the organization.

@ Orizred wl b il Sl mlie by (2 (6l 5L ,50 SRR (sl
) 33l oo lejle 3l Sl (sl 3Lisyge (Slojle JliSle o)
i |y Sl glaolled ol o 50 slacdsins 5 Lo i
Wyt Sladl @lie a2y b oS (b g oy 2 ) colie Slojlo Sl oS
{os sl plojle slajls 5l S5e joba

21431

7114

Determine HR delivery model
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Determining how an organization's human resources department offers services to and interacts with
employees.

S T el og5 5 LS IS 4 Sl slie amly lons a5l o550 ppnend

0950 g wuiS Lastiia | LSS 4 Glas! polis axly Sleas @l gy z in f
&gt Gl golie Sloas b oS crns | (LS, L asly ool Jolas 5 bLs)|

{09 ail)) o iws b 5 50

10420

7.1.1.5

Determine HR costs
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Ascertaining the costs and expenses of the HR function. Identify and report HR investments using, for
example, a cost approach or a present value of future earnings approach.
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7.1.1.6

Establish HR measures
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Evaluating the performance of HR function. Lay out the course of HR procedures that would formulate a plan
of action needed to fulfill strategic HR needs. Deploy measures such as hiring policies, leave management,
internal code of conducts, and compensation structure.
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Communicate HR strategies

Conveying the strategies of HR function to employees and management. Effectively explain the vision, plans,
and anticipated benefits of the HR strategy employees, as well as the public. Develop statements and
messages that are easy to read, informative, and relevant to the audience.
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Develop strategy for HR systems/technologies/tools
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Creating a strategy for the use of systems/technologies/tools in operating the HR function. Create a strategy
concerning the use and utility of HR support tools and technologies. Decide what specific tools to use and in
what quantity. Determine the levels of technology required for the HR management.

s.a.ana 6‘)‘>| 5o Lm)lfl 9 Lmd)sl.d ‘Lbf"‘““"""‘“’ )‘ oolawl 6‘)’ L;)"‘]""‘" u.:jd;
uL....uw) 6L®L§)BLJ 9 L""’)‘)“ Lgf)Lf 9 osolau! 4 Jo})).o 6)4|)...~u‘ @L...J‘ é)l...a
Wb o> ax b g ol il ax 5l asS jasein 0S|, Sl mlie

SaS eS|y Gll mlie G o (61 5Lso 90 (559l Zalaw 09 oolaiul

Manage employer branding
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Creating, maintaining and communicating company's reputation and values to keep current employees and
attract potential hires.
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Manage job families and positions
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Overseeing a group of similar individual or teams with similar education, skills, training, or experience.

105 b higel o fae Do 13 51 45 s b o351 gng S s
tebion gl gla Foas 45 |, lagss b (LSS 51 g S o iy} i ailice
b5 b 08 &l Loyl o,Shas 5 laclled s oS Cuglun 5 S e 5,

{.o};b plil o joa

Develop and implement workforce strategy and
policies
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Creating and executing strategies and policies for smooth administration of work force. Determine and gather
skill requirements. Plan the requirements for employee resourcing per unit. Create compensation, succession,
HR program, and employee diversity plans. Develop and administer policies for HR. Develop benefits for
employees. Create models for work force strategies.
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Perform workforce planning
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Evaluating the current and future skill requirements of the organization with regard to the overall corporate
strategy of the organization and market conditions. Identify and establish the minimum skills needed for the
requisite HR needs.
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Perform operational workforce planning
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Determining the requirements for employees and the need for employee resourcing for each every
unit/function. Lay out a plan detailing employee resourcing requirements of individual functions and the
organization as a whole.
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Develop compensation strategy

Designing a plan that specifies the combination of wages, salaries, and benefits the employees receive in
exchange for work. Define the total amount of compensation, in addition to the manner in which the
compensation is paid and the purposes for which employees can receive bonuses, salary increases, and
incentives.
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Establish incentive strategy
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Creating a scheme of awards and recognition for sales employees to promote a results-based culture. Create
specific incentives to reach desired outcomes, such as landing key clients, growing the customer base,
providing exceptional servicing, and increasing profit margins.
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Develop succession plan

Sy95 il b (pgas

Creating and implementing the plan for continuation of key positions within the organization. Identify internal
people with the potential to fill key business leadership positions. Provide critical development experiences to
employees who can move into important roles. Engage leaders to support the development of high-potential
leaders.

|) )55;‘,‘...5 SR, LS sl soas 6‘)? oj_ZiJLg ")193 L ‘_,’J.}b ol)él
WDl Jhie pie o i 4wl ge a5 SLS S ol aaS olelis

S i 4 et 5 ) lojles lieny aiS 0l 8 1) (65950 Slanwss slaay o
AS Slasiul b ol ) dswgs 5l coles (6l

Hierarchy
10422 7.1.1.7
10432 7.1.1.8
20606 7.1.1.9
21432 7.1.1.10
17045 7.1.2
10423 7.1.2.1
10424 7.1.2.2
10425 7.1.2.3
10210 7.1.2.31
10426 7.1.2.4

83 of 155

Copyright 2024 APQC



Hierarchy

Element Description

glesironic Buginess Prooess Management

16938

S 0See b LSS anvgil (5 mp ) slo aalip (12905

Creating a program that incorporates incentives and compensation put forth by the organization to recognize
high performing workers and excellence in leadership.

6‘).) ul.a)L.p Sow )‘ OJ.MA;‘)‘ Slovs O‘]"} 9 libdj.,.wo vLcl.M: 6‘4.0L\/u éL?u‘

sl ly 2 Bgle s bgsie s 0, 0 Je s Vb o,Shas b (LS 51 Gl 08
) stee o2, 5 QLS 50 0 Shos a5 08 2l 5 (2Ll (Sless
Sales Glo a8 Ll 5l g olulis

10427

OB 9) &5 lie 5 Slae e o g5l (ngs

Creating and implementing the plan for ensuring a diverse work force. Develop and hire employees with
varying characteristics including, but not limited to, religious and political beliefs, gender, ethnicity, education,
socioeconomic background, sexual orientation, and geographic location.
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Execution of diversity, equity, and inclusion plans within an organization. Often called a DEI plan.
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Identifying skills, knowledge, and attributes that need enhancement in order to perform a job. Develop the
appropriate training programs. These programs can be computer-based, classroom, or on-the-job training, etc.
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Developing a program to entice prospective resources to engage with the organization for a position of
employment.
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Creating HR programs and services such as employee engagements programs to promote positive employee
behavior. Create a variety of programs and services to support employees' professional and personal needs
at work and at home.
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Creating rules and regulations that govern the HR function. Develop a policy plan that serves as a guideline
for setting rules and regulations that help in achieving the HR goals and objectives.
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Ensuring rules and regulations are followed and are flexible enough to accommodate indispensable deviations.
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Planning benefits in kind (also called fringe benefits, perquisites, or perks). Include various types of non-wage
compensations provided to employees in addition to normal wages or salaries.
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Creating and implementing models for effectively strategizing the work force of the organization. Develop a
model that specifies the organization's overall approach for maximizing the performance of its work force by
defining the goals, objectives, and expectations of the work force. Manage all aspects of performance
required for the work force to function, including recruitment, selection, retention, and professional
development.
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Implementing models for effectively strategizing the work force of the organization. Carry out all aspects of
performance required for the work force to function, including recruitment, selection, retention, and
professional development.
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7125 Develop high performers/leadership programs
7.1.2.6 Develop diversity, equity, and inclusion plan
71.2.7 Implement diversity, equity, and inclusion plan
7.1.2.8 Design talent development program

7.1.29 Design talent acquisition program

7.1.2.10 Develop other HR programs

7.1.2.11 Develop HR policies

7.1.212 Administer HR policies

7.1.213 Plan employee benefits

7.1.2.14 Develop workforce strategy models

7.1.2.15 Implement workforce strategy models

71.3 Monitor and update strategy, plans, and policies
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Supervising the HR strategy, plans, and policies in order to refurbish them whenever needed. Determine the
performance of HR plans and policies by measuring the objective achievement rate and its contribution to the
overall business strategy. Ensure that information about these plans and strategies is effectively
communicated to various stakeholders. Incorporate any suggestions by these stakeholders when revising HR
plans and policies.
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(Cn
10451 7.2.1.6 Notify hiring manager i oie s o £ Informing and communicating with the hiring manager. Notify the manager responsible for the hiring process in =~ <=8 o 5k b Jélie ki D90 50 plasiil oo b BLS) 5 (s, U]
F i A= cases of any new position openings or changes. e )13 by o 1 plaseisl ol B Jstae poe wuds Jad sla
10452 7.21.7 Manage requisition dates OB Clgz o 4 (Saww; anl)b 6l ool ) rhe o )b o poe g s
. L. . . . 995 et ) LS, glacaslssyo 4 (Sasw; Glp pasine glapls; «5“*’}
Caslgz 50 slo 7 )b o poe Determining and managing the dates for the employee requisition process. ‘ T
2 Sy 5o B oS Sy o g 65N el Sgon 1) ganple) Gl G
{55 ool Tl 5 oy ) e Sege
10440 7.2.2 Recruit/Source candidates Olesle sl adsy calises slaoje> 10 6 S S (6lp dax Hllbgls Lix
Recruiting new candidates for deployment across various functional areas inside the organization. Select bkl nled Sl dyaz QLS8 iz g Geel sl |y (ool slogts,
obdbegls ob anid i methods for sourcing new employees. Manage relationships with third-party agencies. Stage recruitment fairs Sloasli g bolligles aS o pane 1) b Byl b )5 Sl 5 Lo il
and drives. Manage employee referral programs. g 5y byx0) GUS IS yme cloanlyy iS55 5 1, sl 5 i
Saled o pae |, (OLS
10453 7.2.2.1 Determine recruitment methods and channels Shobdbgls 4wyt (g5l 510> (Gl g i o U g ooy, s
Defining the methods and channels for recruitments in order to maximize the amount of candidate availability. S o dlyg (dis slaST dashiatal iz wile gla JU5
dz gle JUB g b Ghgy s Use channels such as headhunting, job postings, job portals, networking websites, and media advertising. Gl alisee gla g, S eslatul glailu ) Slils 5 g5lwaSd slacoluos
Choose from the various methods of recruitment such as internal/external third-party sourcing. Py o |y b aseds aplio 5 oolil 5 )5 b (L51s peols aiile gy
S bl Ll olee
10454 7.22.2 Perform recruiting activities/events 2oy, g ledles g 5 Cix slaslag, g laedls gl g aoclesle
. . Organizing and exe.cuting rgcruiting.activities and ('avents. chtivities and events include on-campus hiring, loolSiulei el Sl 59Tl cslaoo daslKzils 5 i asile
gy i laolyg fla Codled ploxl refresher courses, information sessions, career fairs, etc. to increase the coverage of the sourcing in order to , ) _
. . . . Oebao 5 il a8l ldbogls ol anels b agsS” 158 0 1) alies o )lge g (i
ensure that the most deserving and appropriate candidates are hired.
gl go plaseinl oL,8l 1y Seaulin g o Faiagld a5 ayed
10455 7.2.2.3 Manage recruitment vendors il b g i Sleas (BaS el o Fams @11 b Luly, Laa> 5 sl
’ o Esta_bllshlpg aqd mglntalnlng relathnshlps with recrgltment \{endors (suppliers). Create and Imaln’faln s neel e sile {Solony slac 15} el asieds olocS 5
i Sleas Baies &l o pos relationships with third-party agencies such as staffing and firms to expand. Use these relationships to ol e L ol Al A f i s b S LLs |
implement the sourcing process effectively. 7o ST Sl sy G T iy b B S
A oolaiwl ldbsgls el aiyl 8
17047 7.2.2.4 Manage employee referral programs SIS b edbds 5 ms cloadlin o .., Creating and managing a recruiting strategy where current employees are rewarded for referring qualified 3l 5o lad QLS ol bl 2 8 58 Dl 5l S S e 5 ol
o P TR0 shpne SR St candidates for employment. QS o 2l bl plasisl caa Loyl axly ldbgls b yae
17048  7.2.2.5 Manage recruitment channels i gl JUIS e Establishing and maintaining channels for recruiting. Extract the best out of every recruitment channel. IS o | plasiiul g Qi sla JUI 0 e plasil slo JUB i 5 olx]
i o Manage all the processes related to all the sourcing channels. Sled o pae |y g, el slo U L Jas e slaasl$  oles
20123 7.2.3 Screen and select candidates obdbgls Gl 5 6,5 ¢ Evaluating and selecting potential employees through interviews, tests, etc. Lo o9y plo g oge)l derlae Gy 5l osill (LS, Sl 5 b))
10456 7.2.3.1 Identify and deploy candidate selection tools awle bl sl il o ldbgls (i35 g ol sla,lpl (6,8 5 5 olulis
Identifying and implementing tools for the selection of candidates. Recognize candidate selection tools such 5 5w Slge ialesl cplasiial pe b anmlae (il amlas adsl 6,502
clbgls Gl sla il 65,54 5 ololis  as screening, telephone interviews, hiring manager interviews, drug testing, and skills assessment. Effectively = sasie b o K 54 50 jobar 1) bl cnl oS ololis 1) o lee 23
deploy these tools to check if the candidates fit in the workplace or not, as well as to ensure workplace safety. 5 Lo cig] iz 5 5 by i S5l IS Lo b olilbgls LT o5
10457 7.2.3.2 Interview candidates Assessing the candidates by their performance in the interviews. Conduct HR interview, technical interview, (Slodl glis armlae aiS (2l o axlas 5o Ll o )Slae (ulul 2 1, pldbglo
oldbbgls b amlas hiring manager interview, etc. Understand the mindset of the candidate, and comprehend his/her personal and = w8 5 S0 (Bl as b iS55 5 1) plaseinl e b aslas 5 (28 alas
professional lives. DS S ol pazd g (did Glgw g clbgle cuiad
10458 7.2.3.3 Test candidates 5 & laminl slaggesl aile olaylpl laygesl 6155 5 b oldbgls obj)|
. Examining the candidates through tests. Prepare tools such as aptitude, technical, and grammar tests. Test . . .
Sldbsls 03] 92U, ’ ’ s o oS sboiyges] ok 51 1, ldlbgls slacs loe 0usS oslel 1) ol s
ORI 03 R the skills of the candidate through a written, oral, or computerized test. Plab 5 slaoseil Gob Sl Sl sloc s 05 oslel ]y 0y gt
O oy Sl L
10459 7.2.34 Select and reject candidates Approving the deserving candidates, and rejecting the others. Examining the performance of candidates. Ortekae 5 03gai gy 1) gl o Shae 0 pls o 5 ol llbogls als
Oldbgls o, 5 Sl Ensure candidates would fit well with the organization. (Assess performance from Interview candidates Lalas oll poSlas 03D 55l pslio 6,50 lojlo b oS 0y
[10457] and Test candidates [10458].) (350 ploel [V FOA] Llbgls ysmsl 5 [V FOV] o LLbsgls
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10443 7.24 Manage new hire/re-hire S 1S saos At L o 2l e _ o _ _ _ _ _ sloolpiig ogas ,0 cotin ldbgls 4 Jas slaslpiins @) 5 olx]
Sieb) 7o plaziwl b dader placdiwl o p Creatlng_and making job offers to the selected candidates. Fairly negotiate the job offers. Agree on terms with S0 olie 3 Ll 0,05 logls b 5 S o, Slie it g 40 o it
Gl the candidate to complete the hiring process.
' Do JaoSS plaseiwl 0l,8 B o 38lg5
10463 7.2.4.1 Draw up and make offer Slesin (g ekiieas ciie ldbogls (slp Jad b bad o Sledlbl (59105
i . Compiling job-related information for the selected candidates in order to make up a job. Include information . . np s .
5 sl ;H . -8l A s . 5108 Lala, o L “ Ls oleMs) <ol . B
T S S about the job description, reporting relationship, salary, bonus potential, benefits, and vacation allotment. 2> el Gt sl sy Jad et e Gt
ol (a0 s g Lo (AL
10464 7.2.4.2 Negotiate offer 5 Sl ooy o T Negotiating an offer with selected candidates. Discuss the job offer with the candidate to ensure a mutual ol S & ) (sl R Slerig S0 9590 53 e llbgls b oSl
< e 0 understanding. S 552a8 gl b i ol o,y sl g0
10465 7.24.3 Hire candidate Lyl g balgs  cales o)l yo wcdbgls plasiinl anl b asils 5 0,5 ol
. Wrapping up the process for hiring candidates. Agree to all hiring terms and conditions. Have the candidate . , : ‘
dbogls slaseiul Laal 5 oo 1, lidlys g 00,5 o 1) calbgls aibloe 0uiS Jol> 38155 slascin!
anthd) accept and sign the job offer. 95 L Sl 005 i |y gl SBlpe S Sl Sl e
10444 7.2.5 Manage applicant information oS Sldbgls caled Bilgms . coliie Sledol oy (gly codmm Laa> g ol
s Creating and maintaining a system for managing the information of applicants. Create records for all . - ,
e ledbol ey | lite b, piamw o 50 (6,lgSS 5 ol | Wil 08,57 pb s
= S candidates who apply. Maintain and track information through the use applicant-tracking systems. (Sl (P (ol e S S5 5 5 ol oo T el 2
S solazwl Sledbl bk ¢ baa>
10460 7.2.5.1 Obtain candidate background information Sl 5 5315 (6,8 By (55910,5 § g Bad b oy ldbogls aiiin o)y
Clbals ai oleslbl b s Conducting a background investigation on the candidates with the objective of looking up and compiling 1 ObT o 5 535 555 Balgms S (gmi 2 1y Slelbogls diiin s ima]
TR T i criminal, commercial, and financial records. plaseinl gl 8,8 Cumdo g (o9 dleel BB 51 B oS 6 slaen g gmins
o9 Jol> loabl
10466 7.2.5.2 Create applicant record Croat id . 4 of al icants. M lindividual icants. including g oz 5l o coliie ol 3l oles leMbl . leoliie  oled Blgw (65 lodiins 5 ob!
T reating and documenting the records of all applicants. Manage all individual applicants, including hires an _ i . .
e slgw ool A L aal38l gl b w1 oaidalaseinl 5 oodsslasein!
S non-hires. Maintain records to avoid any duplication and promote efficiency. FsnTslr s QU MBI sl nles Sape s ontie 3 ooe
S 6N ) Bl S
10467 7.25.3 Manage/track applicant data Sl 5 Jis colite (ldbgls 4 bg o oMbl oled el g (6 i
. Keeping track of all the information about the candidates who apply for jobs. Use applicant-tracking systems - . . "
B slo ools Lo /co 0als sl SO lsieds s w3 B T & a5 obslite b
e e that can be accessed online as a central location and database for recruitment efforts. TN Sy o e JE OO gt o5 sl S,
S oolatul g5 Ol glaclad o e slp 655 e
20124 7.2.5.3.1 Complete position classification and level of 5 s 5 i st Sl s Identifying the requirements for the position to be filled. Determine the experience and skills necessary to p3Y o loe 5 4 g wioild iS Coadye @ Ly e Sl Lol
experience o ? S ” perform the tasks outlined. DS s 1 150 90 S 58 oadici a5 iylsg plosil sl
10468 7.2.5.4 Archive and retain records of non-hires ‘ ‘ . ‘ B _
oolawl )}'a.bo ER A r:‘..\M‘ g o3l 3, QL.-UQBb d"‘?"‘" Lg)‘L.m).:}o 9 Lg)‘a.e,iu
Retaining and storing the records of the candidates who were rejected and not hired to ensure future Sllbgls Slasie sly 35 sate (gjls 0,050 Uome S oaiy] o oz gla
oo plaseinl ol 3l Blgws 5 IS g 50| availability in case the need arises. Create a centralized repository of profiles. Label these records in order to ) b Ll LG b as "‘;@ "' N i s
readily identify them. Add remarks for any future consideration. g bl Qllid BB ol b aniS WS iy Bl al oS ol
.).MS aslsl Lhu] Le ‘SJwaL)\)L: 9 ul?b.,ay OM—‘ ‘_,’JLo.:}‘ LngLSM:))A ‘5|)4
20599 7.3 Manage employee onboarding, training, and LasT 4 slojglice Sloas 4l g olila suieslys dnwes (lp LS, 4 SaoS
development ) Assisting employees in developing their capabilities, and providing them counseling services. Handle the e |y S o Shae niS S e |y SIS il g adyl oot al b
OESLE anwgi g (bisal )5 4 99,9 o pyoke orientation and deployment of the employees. Administer the performance of employees. Administer the T el i LS S el ninil L e
development and enhancement of the employees. Provide training and development programs for employees. 5 OUFE SRR B e L OFEU0 SRS Syt g ey -k
AS Glepnl B LSS 6l anwgs
10469 7.3.1 Manage employee orientation and deployment Creating and maintaining various employee on-boarding programs typically known as induction programs in Oy b Vgone &5 f’wﬁ )lae 5 3935 e slaaelin 5l 5 S|
LSS e o (Sas o adel LsT o i order to ensure that the new employees are effectively introduced to the organization and its existing Sz QLS S5e Ll sl plibl jslaiedy wisd oo bl LU slaasl
OIS SRR TS “ employees. Examine and evaluate the performance of these induction programs. Execute these programs on QS b)) g oy ) 2l glaaelys ol o Slas . dad LSS 5 oylosle U
the ground level. S 3oy ol ek 5o |, Loels,
10474 7.3.11 Create/maintain employee onboarding program N i _
Creating and maintaining a mechanism through which new employees acquire the necessary knowledge, 9 o ln ol iz QLB OBk 145 6B 5k eSS 5 ol
SIS S 2o 5 e aali 15455 5 ol skills, and behaviors to become effective organizational members and insiders. Conduct formal meetings, QS S Glosle jo S50 o8l g Lacl 4y ol has sl 1) 5 sla s,
OTTOT 0T T Ts TR SRR 5 TR lectures, videos, printed materials, and/or computer-based orientations to introduce newcomers to their new s 4bylee laaliy Uy ole slyims dagings b ol i o gamsy Sl
Jobs and the organization. SIS lejle g dpa Jad b o jlsesls (LS (g5lulis] (sl |, aib,
10477 7.3.1.1.1 Develop employee induction program Slojlo Sam 3 L plaseiulesl (LS IS sieallss olisl slp sl >k
S S ael SltT dalin e Designing a program to systematically introduce newly hired employees to the organizational culture of the Olojlo b plaseialosls (LSS ledl sl aiepllss slasky s gim} 285
=9 (s 2 O29 . .
e company. S elmogeds 5 ald oyl e ol Sim s asliy oyl o apS oL
{igs Sialen |5 Luome b g dua (LS, 6 oS Byme |y o5 00
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e ) L—olSdins

10478 7.3.1.1.2 Maintain/Update employee induction program ' o . o
S8 Slejle Kb pgad 0 waz (LS (hjsel 5 (580 Sz o pe
RUCH{Cap o PV WS SWIPRVS Managing the orientation and training of new employees about the organizational culture of the company. Ao o)l e lojles Ko 5 o)l y0 0iS LiaT plojles b 1) ayam (S5 : om
gl J55le I8 Lo b 5 poo b s (5l &5 18 ()15 sloogad 5 (i3
11243 7.3.1.2 Evaluate the effectiveness of the employee Lol a9 aeliy o, Skas (LS, IS 4 09,9 asli a8l 5 0 Slas o))
onboarding program ‘ Assessing the performance and effectiveness qf employee on-boarding program. Examine the performance of . by sl pd S sy e SIS S g e g5l el
OS5 @ 0g,9 deliy iz il b)) on-boarding program through feedback and reviews from the new employees. Create web and written forms. | e NN
Obtain information through face-to-face discussions. ol 2 ML 19) 139y sl o b oS et jlaie ol sl 53265 o5
17050 7.3.1.3 Execute onboarding program o _ _ « o _ a8 lae g 99,9 aslip (5,055 g oloul asliy LSS 48 lee g 39,9 aslip (sl
IS 4 39,9 466 6l Bringing the employee on-bogr@ng program into effect. Implement Create/Maintain employee on-boarding S e latebiy 5 el Slle S siloosls 1, V- ¥VE] s s
program [10474]. Conduct training sessions and employee engagement programs. - )
S IS 1y LS g5l S )0
10470 7.3.2 Manage employee performance sla 3155 algn B oS cwyp 1y 08l o Shee 50,8 (63 ,Shoe Cilaal Cay a3
Defining individual performance objectives. Review performance in order to provide appraisals. Evaluate the . .
AL o Sloe S o Lo ,Shos Cu e aeliy cadu il g o5 aS ags 1) o ,Shee slo b))
o “’J“ efficiency and effectiveness of the current performance program. Update it regularly. ’ e 8 b (20l LS e e, S e e
DS Sl yjeya plaie Do 1) ol asS b))
10479 7.3.21 Define employee performance objectives o o _ o alox 5l 0 Shae ollS loasls g laal . LSS 6o Shoe Glaal opygas
LSS 5 Slae Gl i e Outlining the objectlvgs fqr emp_loyee_ performance. Estgbllsh key performance ObjeCtIYGS .and measures such | LSS g 5 5, cilanl 5 o il s pgmeocs e b Las o il
as customer-focus objectives, financially focused objectives, and employee growth objectives.
21434 7.3.2.2 Review employee performance
Iy LS, o Slae 6..,..} Sloygd Oygoas (LSS o Sles slo ob 5,1 sl 2]
OS5 Shes (5,5550 Execution of employee reviews/performance on a frequent basis. Ul by 18, 5 )15 oS Blanl 3w (e 08 (2] Sleygd g0
{laens @) (Jads anugs 99,Shas 3500 sl ) p3Y 3,555k 5 43S gy
21435 7.3.23 Manage employee performance plol gl osliiwl 8,50 (slalpl . LSS 8 Shae il anl 3 Co pos
Sope 9 o |y Olosler 53 Lol cnl @l 5l s pSo e 097 5 ool
LSS 5 Sl o s Management of reviewing employee performance. This includes the tools that are used, the frequency of the 5 gy S 12l s (sipaelin |y LSS 0 Shee (o)l ol s pm} oS
o "ﬁ' reviews, and how the reviews are used within the organization. Sles laeil jo 1) b ol wu S a1, 0, Shee i (sl calio sla)l3l
Lgl.asdjjw 9 Q)S.Lo.c Sgaf 6‘)‘.‘ au—lwo@ @L.) )‘ PN ﬁl;u‘ uaM
oS oolaznl Sl golie
10481 7.3.24 Evaluate and review performance program )
Assessing and revamping performance programs, including the instruments used to measure employee i (sl ool 2)50 (sl Il aloz jleo Shos (slaasliyy 6,55k 5 23]
0, Sas adliy 5,550 5 23 performance standards. Review and upgrade these performance programs to avoid any deprivations and B S Sloyion g owyn 1) o Shee loasly (LS5 Shoe slas it
ensure effectiveness. DS et | LT i 51 g 00,5 (6 S el ulS g5 1a
10472 7.3.3 Manage employee career development Lol b as o (sloasl p g (dids (slo e LSS dnwgs sla fondlygiws sl
. Establishing employee development guidelines. Lay out career paths and plans for them. Manage the .
SUSHS b s Ayl S e . . j ) . ol da guioily b oS Co paw |, (LS, slads oo drwgs oS fpgas |
o ” s development of their skills to enhance their skills, ability, and knowledge. e el S slodlen o o
b 5 T ails
10487 7.3.31 Define employee development guidelines ) ) ) ) )
Outlining the guidelines for development of employees. Design development policies and procedures to S5 (b |y g gloasy) 5 sl QLS angs loJoallgiss (298
OLSH drwgs glo ol jgiws sl identify areas of growth for employees, either in their current position or in preparation for future roles. Include il (ST slo i (6lp 4z 5 (Jad G 10 az (LS5 ad) slaoje> b
topics related to knowledge and skill development. DS o el jgd (pl 40 1) & les g il drwgi b Lo o Slegoge digd
10488 7.3.3.2 Develop employee career plans and career paths Sledbl 5,918,5 § LaglS a1y LT aS (LS, (6l ooin] (i o (>,b
b OUS ln 1) iy oo b 5 (Jid Gl i pin} S (a9
oS ded sl s 9 Lol sleasl w905 Designing a future career path for the employees that encourages them to explore and gather information. S o wan] it slaan 35 o)l S cod 5 1) (bl asS s
JLso GlalET 1, 043 0y s 9 0SS SledMol anwgi slacs ) g 5Lis g0
{onle
17051 7.3.3.3 Z/Ianallge em;:loyee skill and competency i) QLSS Sials damgi 5 Olee i N o f | e cons i ] ] ] Lot 5 65 n eicipel 6o 090 SIS (clocs oo Anmst o
evelopmen e . ministering the development of employee skills. Conduct training, coaching and mentoring, job-rotation an e e T e .
LSS s cd i gl ol sl Bal, 88l obols s blite (ijeel o i olbuls g oS a1, ol a8
SIS Gl 28k sl lo e 5 laaelis cross training, lateral moves, etc. Bl 8l plmlr 5 blite Ghjgel ((Jad bl 5 08 121, -
{&-Jm-‘a—uju?‘)b b dangs LS slas e B os 15
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10473 7.34 Develop and train employees Ooygal sl aal . Slejle arwgs slajls g HLS,I slasls o bLs | sl
LSS eel 5 dnmss Crggtlng a link between emplqyee and organ|zat|oqal c!c_evelopment needs. Conduct and manage employee i g Lol s &by ol 40 pos i 5 losls (sl 40 ags b 1) iS5
training programs by considering the need and availability of these programs.
10490 7.3.41 Align employee with organization development ezl g ajls t g ) olejle dxwgs slails 5 GUSIS lasls (o loguon
needs el losles slnwgs badaly g Sl b 1) ol 5 ass olules | LSl
N Glarwg (Al g Slaal b =0 (8
Olojle arwgs lasls b (LSS o guen Aligning the needs of the employees to development needs. v ‘ ’ e )f) .
slasls sl o (LSS cd i g oy a5 0sS 2l g b Sl .agas
{a).f S8 olesle dxwgs e g oo
16940 7.3.4.2 Define employee competencies and skills skl By ploxil gl o3 lo aasine g b Ulgs o 2ils g lee iy 25
o g la ol ails dac Lo g ausS slolis | Jid olalill: sw) . asie
oS sl jles g b (Sl (y ya5 Defining the skills, knowledge, abilities, and attributes needed to carry out a specific job. Sl cpl asles et |y Jad o sy 350 plal sy L3550 slo S5s
oS, oS bl g Uo3ge] emde asile elanld o b ass s |,
{005 )13 ooliiul o g0
10491 7.3.4.3 Align learning programs with competencies and skills Olejle (5597 sla Kiwolis 5 leollB b 6 5ol sloasl p (g jlubinl oo
St 5 Lo & lpe b g0l sl acliy o AIignin.g .the learning programs with the core capabilities gnd competencies of the organizati_on.. Cc.)ntexftualize 1) g5 (il oluly aiilyis LSS b S 6 lvcliie |, 550l (slaasli s
= the training programs so that employees can expand their knowledge base and add new skills in line with the Ll b Sl . L
core competencies of the organization. Sheiter 97 slaTimald by 2 oz slod o 5 203 (275
10492 7.34.4 Establish training needs by analysis of required and Sl loe dcgame oy p b S gewnS sloasl,d o595 10 p3Y labjgal Crmt
available skills Gl Jelos 3k 5l o5590] Gl Cpuns Determining the tralnllng .neceSS|tated by business processes, US|'ng an exar.nlnatlo.n of skllll sets th.at gr.e 55 5is g0 Cilie 6o e 39750 S e 5 el sisse
L needed by the organization and those already possessed. Examine the various skills required by individual T ol s ok § L s s s
ST 9 T employees. Design training in light of the availability of resources to provide specific segments of training. RIFE SRR TS SRHOERS Qe R 4TS 2 D O
S (b e sle jsel al) sl )
10493 7.3.4.5 Develop, conduct, and manage employee and/or il bl o 1y g0l Slada LSS 35900 slaaalp o pae g 12wl
management training programs i Creating, implementing, and managing the programs for training employees. Create and design sessions on I35 51 lhles &gt |y olad ol aiS sbnl 5 ohb wsrge sl s s
gl gl el Uy (LS o e 5 2 idanss the basis of the needs and the availability of the skills. Conduct the sessions on the ground. Manage all N i L . . .
s e L L : - 2B 60 )lse S Zupae |y (SBjgel Slaaslp b o e slal saled S
S e aspects related to the training programs. Consider including literacy training, interpersonal skills training, o . o . o
technical training, problem-solving training, diversity or sensitivity training, etc. slatigel g dlins Jo o 28 Lo bigel 63 ,80m SO Lo iy Sls (5590]
AileSs asly ol jo 1) (68,8 Cuwlus U £455 035>
20125 7.34.6 Manage examinations and certifications b laasb algS asl] sl LSS (gl oo olwliss bjgel (sladaliy oo poe
- . Managing identified training programs for employees. Engage with industries to provide certifications . . e - .
o dolewalss g b o3l Co e ’ I, Jbs slaast 155 5 1, 4l 2lsS sboygesl oS folas oo mlio
5 5 18 0gel Sen administer certification test, and maintain active certification. ) Jld Gleasb 2l 5 155 0 1) asl 2lsS sbaygesl s Jo SR
20126 7.3.4.6.1 Liaise with external certification authorities o , _ _
5 ool Gilepal b Cuz Al alsS jgae Sloluigp ezl b (Kalos
Al 2lsS j9ho Goym azle b (Salen Coordinating with third party certification authorities to provide training and certifications for necessary skills. b oS Jolss aal oolss oaiiS ol laslys b 5Lis 50 sl lhe (sloasl calss
s Sl lesle 5Ls 90 slacs e sl p3Y (saass S lae 5 b jb)sal
20127 7.3.4.6.2 Administer certification tests , Sl eSS jghateds HIS 595w (sl ygesl (o &8 1 D) (gjlupal
4l 2lsS sloysesl sl )z Providing tests to the workforce that will satisfy completion of certifications. ’ ’ o ° /) )
Loasl algs {dl o
20128 7.3.4.6.3 Appraise experience qualifications 2 oAt asl alsS b Jas oG Ll s 5l sl Lo yee 40,58 v (s
Ascertaining the experience level needed to qualify for a specific job or certification within the organization. - _ .
a o oMo oL = ' _ . - 5 oygel (goaslp p ogdle laasl ol 5 S 0sS A5 Lol
T R T SRS SR Some certificates require practical experience as well as training programs. shof 47 rotipel slaadlin  ele aadb 2l > o
20129 7.3.4.6.4 Administer certificate issue and maintenance B
i 2155 6,455 5 39000 ot ko Administering certificates to all candidates that have successfully met experience qualifications, and passed L 5ko,0e (225 lo oMo a5 Sldbgls (ales 4 aslialsS” lasl 2y oo
S 799 o all tests necessary to obtain the certificate. Dol )35 Coidge b asl alss il ys sl Ty p3Y slaygesl (soled g 05,5 51,2
21436 7.34.7 Monitor and evaluate learning programs _ ‘ o Oversight of the organization's learning programs. This process also includes the effectiveness of these iy ol (50 51 gmey 2 Jolis 0yl el lejls 650k slaasiy o)l
GrSok sleadly bl s b , .
programs. il oo i b
17052 7.4 Manage employee relations Assisting general management in developing, maintaining, and improving employee relationships. This is WSABLT Bk 51U, Ly S5t 9 Lok chnagi 53 A)) S e @y ST
OB, Lalg; S e accomplished through communication, performance management, processing grievances, and/or dispute. S S e ] ailyy ol SIS Lg SLISS 4y (S o Shos o poe
Interpret and convey organizational policies. QS Jate (LSS a | o] g s 1) ol laculow
10483 7.4.1 Manage labor relations 5 Ll o o Managing labor relations, the collective bargaining process, and the relationships between the labor and @ oo 9 )5 oy Olee Lally) 9 (orex (Siaily anlB OIS Ly o o
T R R management. Take care of employee grievances. S Sy QLS LIS
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10484 7.4.2 Manage collective bargaining process e TS Managing any negotiations between an employer and a group of employees that determine the conditions of ~ )ls ObSS b Jual Lalps (sl sl LI 5 LodlS ploe ST g e
T ST RS e employment. Engage employees to reach agreements in regulating working conditions. Sy $8lg5 5 Lol st gl B augd 0,51
10485 7.4.3 Manage labor management partnerships Sl jlasly 5 gmgs adal) S o e 5 )5 (59,8 Glee sl S0 o pae
Jolss (sla S g3l : sim ) il atedges lojle 5 S ppie (SIS (6l a5 0
. - Handling partnerships between labor and management. Develop a lasting two-way relationship that is . e
L,s,5 5 cbes liv co pow o o 65 9uadS 5y b 3l rasS S e g obul | Cu poe ¢ LSS L ) Ken
259 28 sess, = beneficial for the labor, management, and the organization. 9T Sk 5 RO TERD TRATE S OTT O ST S
IS ol g el sladaly dapaanas jo &8 Lie g LS, Jilacs 45 Son,
105 el |y lajlo 5 S e (SIS gdlio o
10531 7.4.4 Manage employee grievances 2 oS slaayg) bl QLSS SLISS Jads d> 5 (S e,
SIS LIS e Taking care or resolving any complaint raised by an employee by procedures provided for in a collective bawgs oadiad sl gsle plo b (elaseiul slasls )l )3 ¢ roz slaaal38lys
[ -2 . . -
oo T “ agreement, an employment contract, or by other mechanisms established by an employer. sl Loyl Jo (6l 5 oy wgan sladsg, Gubo |y LSS SLIKS L jd LS
21437 7.4.5 Monitor legal and regulatory environment g e Sus | s Awareness of the employee legislature that is in place for the organization. The regulatory environment could Lz 5l ke GUS S 0592 o plasls oSl ke 5 0ilyd 5l aUST
W 9 R e 2y include areas, regions, or countries. sl 925y g o gblie s @S &, e ¢ 1, i
10412 7.5 Reward and retain employees bl g Baa b LSS 5l Sls,08 5 cas bl lp slacs > sl
) Creating frameworks for rewardmg and recognizing emp!oyees with the ijectlve of retaining thgm. Create 5 Uy S ke 5 o |y SIS a5l 5 o8 e bl cslaasliy
OLSLI CllagSS g (oo loly and manage programs for provision of rewards, recognition, and motivation. Manage and administer the L LS 15 otans « coln <l oS | o« L IS s
benefits for employees. Help assist and retain employees. Administer payroll to employees. PRETOIEE St g b sl e Lzl g Supiae |, G508 oo
Amled Copan Iy HLS IS 0eiws ¢ Ged> 0SS
21438 7.51 Develop and manage reward, recognition, and b g Llse 25b drwg toloas o)l g Ggii> cBlo 7k g sl Ay
motivation programs Develgpi_ng a Isalary/:-:fomp_ensation s;c_rtl_Jcture a:nd pla?;bdeV(?c.ItopingCI a bene(jfits_zndt;eyvard plan; de\ic_elop bl a5 Llse o)lys o8, sl dlo ol 0y gmnaS 25k dnnss
e e . . commission plan; performing competitive analyses of benefits and rewards; identifying compensation . o i o i
Iy 10,08 ol sladel e g oy g _ ) _ - o ) . tobes! b 5 Llse wnlons Lz glacaslow (olul 5 Sloss ol Sl
D5 (SO A Skl e s Lng requirements based on compensation, benefits, and HR policies; administering compensation, commission, e TS . o “”o y
and rewards to employees; and rewarding and motivating employees. PS5 2 5 1 sl Gk 5 G (Bles Gl ]
oS
10498 7.5.1.1 Develop salary/compensation structure and plan o ‘ o
. o . ) Boa JLslo QLS 4 Cloas Gl g o> <3l sl @97, ol
Creating t'he fre}mework for the provision of sglary/compepsahon to employees. Break down the salary ol ;5 KaS 5 Laloly ke Gl wulf gio wiile calie (sloailie 4
Sleds > g Gga> aol g LSle (pgus structure into different components such as fixed pay, variable pay, bonus, and allowances such medical
: e [ sl sl anS S (Sune 4 3850S 5 leys ais jacSaS aiibe
allowance, and rent allowance, etc. Develop, adjust, and maintain a pay structure.
bl aialy ol 4 g wled Lol 15T po3) 50 50 5 03905 (2595
10499 7.5.1.2 Develop benefits and rewards plan 5l e Lls il s Developing a plan for provision of rewards, commission, and benefits to employees. Plan health benefits, 5 ol bl QLSS (sblie 5 (ygrmneS dailoly 1)l sl (25l 2905
TR I R TR o9 retirement benefits, non-monetary benefits, etc. S i yaelp 1) 6o e sblie g (Smniid il sblse (LS, Sleyo
10500 7.5.1.3 Perform competitive analysis of benefits and rewards _ _ o _ _ 5 Llje (c31s ) 25 . olesle sla zlol g Llse (el ) 25k obs,l g Julow
Lo olsl 5 Ll s, s ol Analyzing and eva]uatmg the orggnlgatlon s benefits a_nd rewards plan. Compare/Benchmark the benefits and 55 3 s 555 el losls 51 sl nslegls sl b 1) SIS ol
i employees plan with other organizations to adhere to industry standard practices. '
ASb Cois gl ladyg, § Lo jlaslinl b glas b
10501 7.51.4 ]ICQentlfy Icc;)mpe:tsatlor;rﬁiq;uwelr.m.ants based on Recognizing the employee requirements for compensation on the basis of the financial, benefits, and HR gloe 5 bhe e slocnlew lul i JIUE lons l L luls
Inancial, benetits, an policies ol ol Sless ol DL SLuld policies of the organization. Recognize individual compensation requirements regarding the financial policies Sl slacabew @ a2 L) 03 o Sleas )l SLlEOlejle (SL
Sl wlie 5 Llje ( Jbo of the organization. Consider the benefits plan and overall HR policies while selecting compensation 5 Lle c3ls gy slo 2 b wileas ol Sl s plBin 0sS s lojl
requirements. S S e ) Sl gl 5 slacanlw
10502 7.5.1.5 Administer compensation and rewards to employees
9 Slesd 25k b oo (LS 4 (Bl ail)) 5 Sleas ol o poe
Managing the provision of compensations and rewards to the employees while maintaining consistency with Slho 435558 5o B S 12l 3o psloar |y Llze 5 Sleas (e b Ll
oS, alel g Sleas o)l (41, the compensation and benefits plan. Follow the compensation and benefits plan rigorously in order to avoid (Gsi 0S 12l 1) losle sblse 5 Slass ol b s 093 6 S ol
any discrepancies. Cls 1 5 dmalis 3,Shas 5 Lol 3 dacslos lul 5 1, LSS 25k 5 Ll
Logd (6585l plia b Was 59, 51 b s plaxil 1) 3Y (slaJ S 5 oS
10503 7.5.1.6 Reward and motivate employees . ‘ ‘ ) ‘
LSS s Sl sbml 5 ool Rewarding and stimulating the performance efforts of employees. Create methods for motivating employees.  «'» lacts, o ,5bes (B (31 sl GBI 50 0550 sl 5 (a5 2lsk
OF R 0P RS SB0T Spur extrinsic and intrinsic motivation. DS s | LSS ey 5 aper Syl S bl QLS IS 35S
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10510 7.5.1.7 Review retention and motivation indicators ) . o .
Reassessing the indicators for retention and motivation of employees. Monitor the indicators that signal the gl b b e loals (LSS (35Sl 5 eSS slagasls saze ()
Dol g cilagSS sl ls (6,550 levels of motivation and retention. Regularly update and upgrade indicators to avoid depreciation and ensure Lax> g o5 Grals 5l 6, ol slp awsS (ol 1) (LS5 cllagSS g (55Kl
high efficiency. SRS Sgugy 9 090 Shw,js,d plaie jebay | Lo sl Y i )3l
10511 7.5.1.8 Review compensation plan CblagSS glp sy9p0 Dl slml g 992 ge Cwas Gl o aalp Julo
a5 5l e g 0niS Judow 1) Coas )l S92 g0 slaasl p xS
Sleas ol 4l 6,550 Analyzing existing compensation plans and making changes necessary to continue to retain employees. el onl @l ol 2 anles (Qloj)l 1y QLSS CedlagSs g Li o la]
5 & B wle 5l e awlgn b oS Jlae! aaslp ol o 1) p3¥ oMol 5 ol i
fos glaay lojle o (LS, 03l
10495 7.5.2 Manage and administer benefits Sllae g lalesl 4 Llze slaasty j0 LS, pbcas 51 ladsl 9 o o
Managing and ensuring benefits enroliment by the employees. Process any benefit claims made by the . T
Ll >l g Co o x Syl Ao 0SS Joilo o 1) Lesl Sy L3 > o LS,
B ST e employees. Balance the estimated amount and entitled amount of benefits. &5 S5l oo 2 A L el oy blie o522 0o 5,
S slge g ools ki 1) Ll Blaseil
10504 7.5.2.1 Deliver employee benefits program SIS cblon anln sl | Implementing the programs that specify employee benefits, other than salary provided, such as those 5 et b b e sblie alor 51 Goi 5l e bl et sl i 12!
ORGSR R concerning medical care, death, and disability. N SCO LS RCHERRN U
10505 7.5.2.2 Administer benefit enroliment Sl LS Ll 5l g pbcs Llse il e slp LS, pbcas co pae
. . Handling the employee enroliment for obtaining benefits. Manage employee enroliment and eligibility. . .
Llo el o olp pbcd Co pow 5 Ll gloasl Lo a ly LS )18 oS Copaw |y Ll 5l (goso
SRS S R Encourage employees to enroll for benefits. TS RO SEEER P RS R OTED D et H R0 S SRk
10506 7.5.2.3 Process claims Llje cdl jo Logas o GUS, com, Sllllas b lacaulys o 4 Souw,
s & S, Proce.ssmg any formal requests or demands made. by .the employees claiming that they have earned some ! e Y s & ol g 551 sl |, ool (slacslyi s
benefits. Send the request further up the managerial hierarchy to ensure approval.
10507 7.5.2.4 Perform benefit reconciliation L1, QLS (sulss o sble (63,915 @ LSS & otsaslf bilye Garkas
LS s oasasl) sblse s st ausS anslie b Blaseinl sblye  oxdly dleo
bls £olas don aloci Carrying out reconciliation of benefits delivered to employees. Compare the estimated benefit requirement ol 5o b 60,50 Wl 0SSy e (5SS plie ailyd Sl eolizul L,
OSSR ) £ made by the employee and the actual amount of benefits the employee is entitled to receive. I, Jlo! slacsglas § suomins b1 Sl 5 Blaseiwl @l b 1) LSS
Lgl.bwla.w 9 Q“"‘}B La cA.wé.‘:b‘ CAL@A} 9 LQWL)).: G «.\:.5 C)Lé‘ 9 G)LAJL-\AJ
Tasl Saales ool Sloas ol
21439 7.5.3 Manage employee assistance and retention LS (S5 5 )5 Jols 5l colen slaaelp @il b oo slacdled oy o
Managing activities centered around delivering programs to support work/life balance for employees; (LSS 60lgls ] Coler 6lb i Ay
AL il 5 cule> sloasl n cu pas developing family support systems; reviewing retention and motivation indicators; and reviewing compensation ‘ - o o
plans. slogb Slesian s sl 9 O, Sl g cllaeSS slaatls 6,55k
Sleas ol e
10508 7.5.3.1 Deliver programs to support work/life balance for 9 D e () H le caslie Jolas Sbml gl ploasly (b
employees Designing programs that prompt proper balance between work (i.e., career and ambition) and lifestyle (i.e., 5 0olyls (il b gl i et inr) LT Ko 5 (5] 4b > oollool
OLSH (Swi e, Jols 5l coles sleasl &1yl health, pleasure, leisure, family, and spiritual development/meditation). Account for dependent care, flexible il 15 s LS5 s ‘ _— ' - o
working arrangements, leaves of absence, on-the-job training, etc. bl )5 Sl SIS o B3 e 4 el al gy 02
Al aLB a2 g5 )5 o slahigal 5 b as e
21440 7.5.31.1 Manage flexible working
QS ol d 1) Sl 65 Slelo b il 5115 ISl a8 glasl sl g ol
plos e b ey o Sllasil (ISl o5 038 121 5 (b |, loasy o inf
riySlas IS Co poe Creation and execution of a plan that might allow for work from home days, or alternate hours. L 6,550 asile (bvasy ;5 Sl oslinnl blgs aiS gl )3 (LS (ol I, 8
aS asled S i lieSa | ladel p ol g oS aseine |y sl (5,5 Slelw
o Lo 55 lajls slacllad pslas (LSS slojls & (sS5uly (ol
10509 7.5.3.2 Develop family support systems Laoslgls 5l colas sl (g9 g (e (ilsd b gunod loo sl ol
oy Creating a support structure that aligns with local and federal laws that allow for support for families. This .
Slgils Coles clasllas paus S| >0 0 b owolgils clacl 3ol e o ylosls > o diile (g0
SO ez ST L could include things like maternity leave, care for a family member, or in some cases, extended sick leave. P STR R I SR “ix T OTD e S S
oSSk o ) o Yl Ml pad e
10497 7.54 Administer payroll g la bl deojeiws o 5l LSS Gahi> Jlo @ilom g0 o poe
Manag.ing the sum of all financial records of salaries for gn emplf)yee,.including wages, bonuses, anq 5 LSl gio g Llse e i o sladni 4 Fomms) sl g
S pedwd g Ggi> 5ly> deductions. Use a payroll management system to deal with the financial aspects of employees' salaries, e id oS sl 5 L LSS s s
allowances, deductions, gross pay, net pay, etc. Generate pay slips for a specific period. Sl S eoliiul Sjets 5 Goi Ly o aleles 5l LSS alls 558>
A5 obml i Sloj 090 gl 1, (Sed
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10413 7.6 Redeploy and retire employees Copde |y GUSHIS J5 g 55l anTd (LSl (Sesiil g obul> Cope
- ) Managlng the rggssugnment a_nd retlr.ement of employees. Manage the process of employee promotion and b5 e |y SIS ol s e 5 Kl oo ot s S
OS50 ,5 Al g susme (6,5 IS demotion. Administer separation, retirement, and leaves of absence. Outplace employees. Deploy personnel. B
. , L oS5 0SS5 1, (LS50S Ll 1) (LS, slbuls slaasl
Relocate employees in order to manage assignments.
AJ l:;ul.'> u”l-‘; Lgl.m Cﬂ)yoLa LS‘)-'." )914':;.‘7 O
10512 7.6.1 Manage promotion and demotion process Administering the process of promoting and demoting employees. Design a system for advancing or demoting ool S35 by sl sl (oollss SUSS 55 5 5,1 anlb g oo
S U35 s Wl anlp o e an employee's rank or position. Leverage techniques such as horizontal promotion, vertical promotion, dry 9 sl goges (sl | o il slis,l aiile ol sy, 5 oS b LSl
promotion, and involuntary/voluntary demotion. S ooliinl dildbogls b g bzl J555 5 i il
10513 7.6.2 Manage separation o ' ' ‘
s i Managing the process of employee separation, including resignations, discharges, and layoffs. Inform the w8 gy e g g3 sl Jals (LSS (6 ) Sen ansls anlb Cy e
— . 0 . . .
< r employee of the termination. Complete paperwork for continuation of benefits. DS oS5 1) Lo 3l 5 076 b Lo o S o aiS alhae (5, Sen asils 5,
10514 7.6.3 Manage retirement b oo aasls JalS b b 0,8 SO alaseinl alaly 45T (60190 ol g g e
Okl Jol5 jabay losle b o)8 selaseinl alay LQQT was 1) 63)lse 6..,..}
_ . o . . & )Sep aails b g e b.SLa)'LwSLS)Iol slasld s ool 5 Co pas .\JL.‘_,;A
P VWA PRIV TRV Managing and administering instances where a person stops employment completely. . o ‘ o
Sl p39% Olojl Bilgs g bptans )0 15 0,8 Jlatdl Comdg el 65 |,
olosle sladyg, 5 ) ie slas o 5ed L a5 0 Jols ool § ass
1050 plov]
10515 7.6.4 Manage leave of absence Py e 590 395 Lol Jad 5l (LS o] (b a5 ol slej sle 098 Cu o
‘ Managing the perlod.of tlmg that an em.ployee must be away from their prlmary qu, whllg maintaining thg 9o 5 i b sl oa o alex ) Wigd oo o losls aie 5 i
Nl Gl pas o o poe status of employee (i.e., paid and unpaid leave of absence but not vacations, holidays, hiatuses, sabbaticals, e cle o e T
and work-from-home programs). 5 Flthe lagas o doaily gom) Jeband el coBlebans a5 Ll 52
(& 51,5 slaaal
10516 7.6.5 Develop and implement employee outplacement N3k 5 ad e i b o Jelie a0 Jlassl gl slo LS5 4 S8
Helping former employeeg tranS|.t|on to new jobs or to rg-orlen_t themsglves in the job market. Dellver.h.elp e o) ) )0 0iS SaS SIS 4 S b g0 s b IS
OLSL saze ol sleasly liaiul g neas through one-on-one sessions or in a group format. Provide guidance in career evaluation, resume writing, ) o _
. . . . . . 9 s8> slaaSii drwgl dxlas glp ‘_,’SoLal deg), u.:)li) ‘&M
interview preparation, developing networks, and job searching. ]
S5 plesel) 1) Ll ol g9z gl
20132 7.6.6 Manage workforce scheduling . 3 . _ . _ b lacis plod jo dad slacuadge soled a5 glaigSa )15 (5g,m 20 losle
s oot o e Organizing the workforce so that all positions are covered for all shifts with the necessary skilled resources in i Sl i ik ool e Lis bl ol
: — 0 . g . . L aaned 3 xS ...' o - 5 - ' © “ w .‘. - 2
TS SRRy R place. Have a system in place to backfill positions while an employee is on leave. o < ’w GRS St SR S s
DS 8 QLS pad e Gl o (e slo
20133 7.6.6.1 Receive required resources/skills and capabilities Gl s boloe b Jis Condae 5 0,5 5 glp 03Y Sladl G955 (el
Garg by Lid Caadse G (slp s e (Sl 595 i) oAt
. . . . ” - 1 - g ale O Gl ln S Qi g plolid s s slacell 5 oo s
3698550 ol 5 b g caolio L 5o Obtaining resources necessary to fill a position utilizing specific skills and capabilities. B o
Jol> bl g0y o5 15 a4 1) Lol i azlg o 81 8L (ol cnlin sl g,
UT uquj 'Bbu‘ Lg‘)“ m\! Lnggsi““‘”L“’ 9 Lm‘ssuy adw.xs.:l?(b‘ Q‘).‘}‘ aS ..\:.5
{1 Jid coundge
10517 7.6.6.2 Manage resource deployment Sladaly slls o lgen a5 5 1K IS sligS e 1) Slasl (59,05 LSS Larass
Al ) | Denl | hat the | £ th o ) i Qo lge ool s 1y GUS )z cmf il ol Jlisles g Jéline b atge
e 6,55 e qcatlng emp oyees.. eploy personpe .to ensure that the labor of the organization is continuously in an obts 5 s it cenlie slacaadge 5 asoly & Jih 1o 5L 5
optimal relation to the jobs and organizational structure. ©
Jelae 5L5 g Slojle [l b Sludl (5955 (goiadlys g oloni (s Bl poans
{0 welats 5 oy
17055 7.6.7 Relocate employees and manage assignments ) B gemnS (L3l slaanl 3 laca jgele pbl 51y (LS, slals Co e
Lo ygole e 5 LS 5 olls Managing the relocation of empllo.yees in order fco carry out aSS|gnmentsl. Manage internal bL.lsmess processes S LIS cloisly Uy o] elmoslylls (S S JLESl 4 suiS o pote o5
to transfer employees, their families, and/or entire departments of a business to a new location.
Al Sew Gls Dyge 0 was K6 G w lesle
10520 7.6.7.1 Manage expatriates 55 ) o 4 el S Managing foreign resources. Manage employees who are sent to live abroad for a defined time period, as well @& ¢ caseie Glojoygs S lp &5 1) G, . (2 (Sl glie s
g — .
I ITT RSO en as non-native employees. et Sy prie |y sogs yef GUSS rizmad wigd oo pliel 58 |
17056 7.7 Manage employee information and analytics g lawlgs 10 4 (Fanw; anld (LSS (o )5 laas],d oy
Managing the employee reporting processes, employee inquiry process, employee information and data, and e DMl sladilobs 9 (LS sloosls 5 ML GLS I (slogims
SLSLE la ol g Sledlbl Cu o the HR information systems. Create and administer the employee metrics. Develop and handle the time and 5 550> 3 ol slaailels .0 Co pas g sl 1, LS, slaasls . Sl
attendance systems. Refurbish the indicators for employee retention and motivation. L oS5 35Sl 5 cetlagSs glo sl S o ite 5 0ol dxwgi |, it
QS Sl e,4 9 5,550
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Providing information and reports regarding employees to management.
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oMbl : s} o e slp LS @ bg e slai)liS g Sledlbl (g 5lupal
5 gzl 1y (ke j0 5 gloals o Sl (oS 5 ol i) (LS5 guls
Ol L 50 w8 LB slas,guils oy )5 LIB o 1) o] g oS Julos
{oasS ool S ol 50 gyl 1L awas I8

10523

7.7.2

Manage employee inquiry process

OB slo canlys o 4 Saww, RCR JERCNRW

Handling instances where an employee believes that he/she has been inappropriately treated or he/she
desires clarification. Encourage employees to inquire when needed. Record and clarify the issues for which
the enquiry has been made.

B35 5k Do 5 ey b & ]y QLS s msgs (laleS L ons

10524

7.7.3

Manage and maintain employee data

OB, slrosls (6 IS5 5 2 oo

Capturing and updating employee information and data and information on the employees.

SleMbl g b ools g LSS o yiwd ;o gbvosls g Sledlbl Sl i a5 oo
oS8 by

10525

7.74

Manage human resource information systems HRIS

HRIS) St mlbe Sledbl slaailols o poe

Administering and maintaining HR information systems that take care of activities related to HR, accounting,
management, and payroll.

b b s e slacodled a5 Sludl alie Sledlbl slaailobus (5 lagSS g o ol
‘5»..:...\} S o Slaidy 1) 05ews g Bsi> g Co e s lales (Sl
S Sl yie,a s Gleiiy o pae GlaigSe 1) Sludl mlie Sledlbl slaailele
Ol gl B3l 5 (6 laeSS s g pody LSS 4 by e Sl a5

Gl g jgam (LSS ledbl g o aule calizee gloan] B sl b baslels
Sletdy $olalax b i o o0l (S0 g (R SIS ieis 5 §oie>
Sl b 0gd (ol yeiws jabas laailolu (pl o Sloe csl o3 pizmen 0uS

fasl Lo yiws )0 (o pie o S e (sl sloel BB 4 59,4 (3o

10526

7.7.5

Develop and manage employee measures

O, Glaasli Co pae g (s

Creating and maintaining performance metrics for employees. Create and manage a strategic system of data
and statistics to accurately gauge each employee's information. Consider productivity metrics, efficiency
metrics, training metrics, etc.

g Wools 5l g0 ualy sl G LSS ol o Slos sloaslis (5,104 g ol
DS e g ol LS 51 G e Sledlol g8 v sl 1, L]

S k50 1) alie o )lge 5 590l (IS (5y90 0 wiile pla S Ls

10527

7.7.6

Develop and manage time and attendance systems

cle 5 50> 5 plojy ladilels o pae g (g

Developing and maintaining systems for managing the time and attendance of employees. Routinely upgrade
the process and systems that track when employees start and stop work, the department where the work is
performed, attendance in addition to tracking meals and breaks, the type of work performed, and the number
of items produced.

a0 Lsye QU Ol 5 a5 ploj Cupae sl laaibole (6K 5 dnags
5 Earb Oloy 55 5 S jshite 4 45 0yl plaailales 5 laasl s ol )|
515 o slolo) ol g 43 IS sains ol asly LS5 L 5Lk

Xigls (0 ool sadiadss ﬁ)&‘ ol g eadaloul LI &g ol il

21441

7.7.7

Develop workforce analytics

B oy slodedos (pgas

Understand, develop, and gather workforce data in support of stakeholder requirements.

Olaied SLll 1 Gl ;5 )5 (55,25 slaesls (555005 5 (ngas oS0

S 955 slaosls 55 4z plaisd slajls & gy (slp WS et s}
osls ol (lbazy;n 5 slrals w,Shos o loe (LSS slows Jie) Canl o3
asle) lojlo chlisee glis 511y o] Gups 5 935 (53l bl 5 iy e

{omle Goglaex (e sbah)liS g Sldl mlie sl

21442

7.7.71

Determine stakeholder requirements

Oleaied Sloll yss

Collect and manage requirements from various enterprise stakeholders about workforce analytics.

.)l5 590 J..L?u o)Lg)a uLo)L.: s QL’L‘L’d‘) uLn‘).” Copde g 6)5—‘*3)-?

N o5 o 0,by0 olaiisd plo g oyl pae ol laml 5 Yl dals ;)
plosl (slis b ausS o o 9 (suiucuglgl 9 Cud diis &gty ( olulil |y
{055 )18 b Julos

21443

7.7.7.2

Identify research questions

g G iy olulid

Summarize stakeholder requirements into discrete research questions in support of workforce analytics.

uf. i , 6‘)5 Astinoe ;.,.,.:n‘"' 5)) Gl‘”;f:ﬁ“’)ﬁ. ;J@ BN obu’u'éé Ql.cl}” Lg)'L.:M){}
a )l g ouS oy p 1y olaiied ol sl o bajls gsw} S5 9 b

sl O ol 2 )5 595 Juod B asST foas et oty slagis

{.o5..‘;;

21444

7.7.7.3

Select workforce analysis methodology

I Gy ot (ol g, Sls]

Consider stakeholder requirements, research questions, and organizations standards around research to
select appropriate research methodology in support of workforce analytics.
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21445 7.7.7.4 Identify workforce data sources 553,55k e b IS g9, Judow slaosls (gl canlio oold golie olulits
sloosls by sly calio lin  dm) wools gl g1y lojlo (slas fasbel
U5 g csliosls e oLl Identify appropriate data sources for workforce analytics data while considering organizational standards for cssﬁ')i“’ Skl gl b lojlo (A3 slaginsn JAL&“) B o b JM)A
data sources. oo ymets (5l jlme g lal ] el sl caolie ol Sl o S Slulis
BB Sl b oS cule, 1) baosls 5l oolitul 0926 o el oS sl olojlos
Logd ol 8 )15 (59,8 Jolos sl slesel
21446 7.7.75 Gather workforce data I Sge 5o ) g L3I ools milie 1S (595w sbrosls sl g (5515
e 511, )15 (59 4 bogye (slaodls tginf IS g9y Jalow 5l oty (sl
U5 5 o o315 55] o Collect and procure, as needed, workforce data from internal and external data sources in support of S5k yge 505 Sl é’L“’ 5 Sle syl glaoly wile oLf)‘L» Ll s
workforce analytics. a5 oS molosle 5 pels (laigS e | laosls ol 0S5 jslae ()15 wlio
JB hpse Gl S aeea 5l Sl 5 ) 69508 ladedos plnil s
{ ol oolaru!
21447 7.7.8 Implement workforce analytics 5 Shain lp Julos (Al y0) 0 S (65,05 slaosls Jtl g (pgas (oS
B Gy soddos il Transform, develop, and communicate workforce data into analytics in support of organizational requirements. 5 a8 il 5 gilweslel 1) I g5m slaools : imf . ololes slo (soajls
Toagms al)l lesle 5Lis,ee slaJulos alwl !y
21448 7.7.81 Transform workforce analysis data St sl oaisyla 5 b o s y9ls,8 slaosls skl 5 ilate  oeiw el
W5 g Julos sleesls baus Logically and statistically validate collected or purchased data in support of analytics needs e ST ojw@‘u\iy - bedﬁ‘&? sloasls g} b 6%%)‘
Slazel BB Llos slp gt rokae B oS (o liel 5 (o) 2 5Ll
ERECINS
21449 7.7.8.2 Develop insights into workforce analytics outcomes Sy o sloosls 5l s S (95w Judos slaosls 5l ola i z] 5ol
B o sladudos s 5l i 75l Synthesize insights from workforce analytics data 3,50 Slosle los S praai ;o b Szl Sl wibe ledbl g o ity oS
{005 )13 ool
21450 7783 Communicate workforce analysis outcomes N oy Jelow mls Sle ekl Summarize, package, and distribute results of workforce analysis. e Jﬁit;j;iiiiji;i:&)iitjz
10530 7.7.9 Manage/Collect employee suggestions and perform OUESH 0,b,8 Limgh abl g (LS slaslpiion 4 (Sasm, 9 il o
employee research i e sl i ) Procuring and handling suggestions from.em_ployees, gnd performing.research.on employees. Maqagg and ooy 51 AL o S ol 45 45 0 ks 5 e | oloasli
Sliziod plxil 5 slaskiin )9l @erd o e analyze the programs that help the organization to tap into employee ideas for improving the organization's i .
oS8 processes and/or products. Use surveys, focus groups, and other data-gathering methods to find out the el sl "\S/‘S)bf' e pleile Sgaze bls LoaisliS o5 sl Ow’lf
attitudes, opinions, and feelings of members of an organization. 5 P8 slaog )T da i il lesls lael clubuat g loolS s a5
A8 oolaiwl ools (5,510,5 sla g, plw
21451 7.8 Manage employee communication S S bl | o s Creating an effective plan that initiates and promotes communication and engagement among the employees Ot 3 QS plee Jolas g lblisf csis g 5T (gl (i 1 (slasl (g0
o ST and between employees and management. e g LSS
10529 7.8.1 Develop employee communication plan LS ) aas Slewanas .S e bl ) o poe 4slp (g
Creating a plan for managing communication among employees. Inform employees of direction. Counter Gl ) lausglio el Sy Slo,Sag) 65 54 b oS Gl DMLl
ObSH Sl )| sl p (g resistance with change management approaches. Seek specific areas of input to the decision-making Sy oS 559550 ¢ 4k il jo JLis 4 castie slo oje> 40 aumo
process. Seek varying degrees of involvement and co-creation. Gl g oS i ) il ol oo 4 bl (65 meens angld 5l Sy
Sl S e
16944 7.8.2 Conduct employee engagement surveys biim) O oo 5l olaal (IS cols; 5l bl 6l LSS 5l 92 5 o
SLSHI eS line slo o )l aloxl Questioning employees to ascertain overall workplace satisfaction. B e ol (S cols) e 51 ases plosl (nis i g 9 9iS LSS
1S ololid 1) 3gue slosls g oB bl 5 dugd ek
10532 7.8.3 Deliver employee communications SIS b lols e 13 Implementing the communication plan for employees. Initiate dialogues and engagement by monitoring the S5 JSE doelfas g laoasl Jobs o)l by . LS, wlblsf aeliy (61,2
SR exchange of ideas and opinions, the development of personal relationships, etc. S ST 1 Joles g 550 clio o lge 5 s Luly,
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Managing process groups relevant to the business of information
technology within an organization. The process groups include
"Develop and manage IT customer relationships", "Develop and

ahssironic Busingss Prooess Management

ol ol p sloog I plosles S 50 DMLl (59l S g b Lo o sl b (slmog S e

Lledl (6,5lid IS genS o ynl) Co pie g drwg® LOleMbl 6,5l b iis b Loy ) Co yyoe 5 drwgi»

20607 8.0 Manage Information Technolo IT OleMbl (6,9L8 Co »ow manage IT business strategy", " Develop and manage IT resilience ]
9 gy ( ) ek o .g "on . gY " on P 9 e g dmwg «Oledb] o oo «Oledlbl 6,0ls Sus ) 5 (5,510l Cu o 5 dawgi»
and risk", " Manage information", " Develop and manage
services/solutions", "Deploy services/solutions”, and " Create and el € Gl sl Sl Dloas Ly o g sluh g €l Sl Sloas i o) Kal ) less
manage support services/solutions".
20608 8.1 Develop and manage IT customer relationships Sledbl 5,98 b i b Laly, Co poe g dxwgs LM} YU o slajls ales 51 ol yiien slasls 5 po el (5,5l b yids b Laly, o oo g ol
Creating and administering relationships with IT customers. 050 S (532 40l p SleMbl (5,9lis Sloas ail)l (gl Mol (559l 50 Jgo5 sy o] S g
Understanding customer needs including high-level business 5 ams @l leinl, s (gl S mens |y o ol S oyl Sledol (g5l Eloas
requirements for IT transformation. Plan for and communicate IT s .
, , . , o e g ol L IT ol i b Lals, s g 098 Cagits b i b alal, b oS ) oleas o ,Sles
services along with establishing IT service levels, providing AT T Crmm T T O T e
transformation guidance, and performance analysis that foster IT Grytalin L IT Sloss canogds [ IT jo Jsou 5 i (6l (Lo S g (M Blaal 5 olinlajls s
customer relationships. L) Sleas o, les g sy pleinly Jooui 5 Ol s 6l S paseine | Slons mhaws S (Syme g
(o8 fish ol yiduo b abal, b 4iS (o)
20609 8.1.1 Understand IT customer needs Sledbl (5,58 )b i slasls o Sloog 5 : st . oledbl (5,5l Sllas 5l ad soliiul ogou g lacabli b ol jon b i galy> b3
Assessing the customer communities along with current IT . .
_ Loyl 5l oy s oolizil 0go 5 [T  Led Sllas slagaialys o LS |5 5 oS o1 ol e calise
operational capabilities and usage. o 5795 T o8 Slebos sl OIS 525 05 i o)
{4*-5 <Ll
20610 8.1.1.1 Understand IT customer communities Sl (553 ol e &sls> S5 Interacting with IT customers to understand the IT needs through a S e p e (S5 Lk ansl> SO 3,k T slasls o sl oledlbl 5,5l b yie b Jolas
collaborative community through involvement, connection, and LLs )l sl dagl ols o8 )l b g 0S8 Jalas IT ol yaes b s g} lalST ol )l 5 LLs)|
informed communication. 1S S0 e | plastedlbl 558 slasls wlalST sl oMbl ¢ yoius
20611 8.1.1.2  Assess IT customer operational capabilities bl (55l o)l i Sllee slaculls b b Slo slaanld g ple (3,5 g (sl wilaaly Sledlbl (5 )5lid 4y a5 LSS 09,5 Sl L)
Evaluate the abl|.lty of the group of stgff dependent on mformahon ao b ssin IT &y 4l o8 SUS IS 0uiS oyt i) ullS o 5o ) jskiiats colajlo Jlein
technology, to align resources and critical processes according to 1 1 L b S Fialom Lol o b1 oS clanil S « s s
organizational vision being able to deliver effectively and efficiently. AP s LR L BT ORI JEEET R G SRR 5 e R e 0
{...\.:.mo
20612 8.1.2 Identify IT customer transformation needs M (5,58 035> 53 Sl e Jo8 slajls 2ot dentifying changing needs of staff dependent on information b @il zols al,] (gly paiue Sguty (lwl  Dledlbl (g,5L8 4y atusly LSS piie glojls olulis
technology based on continuous improvement to deliver results yots 39ate 3 35 o3 b 1y wlatadly IT @y a5 SLS S s Jlo 50 lajls iom ) - Slojlo Sloal
according to organizational goals. {.\:,.ao 4:.1)| GL‘:)'L» Golaw! d"U‘“’ |) C"l*’ *‘-"9—“ IRVt L;,Al_wu
20613 8.1.2.1  Understand business requirements for IT capabilities DA (535 slacekld sl S 5ows Sl S5 Understanding business requirements for the existing IT environment i) oMbl (5,5l3 oaisl slajls izman 5 95250 D (633 Lams sl S gt LI 5 10
as well as future IT needs. 1S S50 ledbl (5,5l ool slajls pizmon o 3 IT lp 1, S gewS slajls
20614 8.1.2.2 Understand IT landscape leMbsl (5,5l jlaslaiir b Lame 58 Understanding the complete logical structure and working of the S38le 5 g 5l58lecn so,S - olojle Sledlbl (6,9l Lo 3,55 09 g JulS ilaie [Lisle S0
organization's IT landscape. Assess the configuration of hardware S b)) S (oo Sl B eSS Slbee 5l a8 losle juliw jo 1) (DMl (5 )5l slaal)lo)
and. software (IT Assets) across the organization that supports overall = s> 50 slal58l0 5 5 b 58lccin oS cwyp g dwmlicn | Glosle IT Lases JS 0,55 5 Jlisbo : smf
business operations. {M@ Sl s Slloe 5l 98 5 wload (g0, disSr
20615 8.1.2.3  Develop IT visioning oMbl (65l slleiar 905 D.evel_opmg goals. tc.>.def|ne. IT vision. I;)eflne apd document ideas, A (5,55 o5 _lacalad 5 lacs e doonl ledlol (6,5l Sl iy yas (gl cBhanl (203
direction, and activities which enable information technology to reach ) . .
these goals RUVEL SP°S{ W OWONP I TRVS SV POV - V- J] IR Wt L
20616 8.1.2.4  Outline IT service expectations Sledbl (6,58 Sloas 5l &l el Gga o cyunns Defining a roadmap to meet organizational expectations from 2ol b 88 a0 b sledlbl g,5ks leas 5l lojle Sl (3,5 00,51 (gl ool jdids iy ya
information technology services while considering how it will affect the o1 ;i1 gleye 5 S 05,515 1, lejl Uil wilgzy IT loas b 0sS pnd ol )ats 2 n} ) genS
business. (oS 5 0 1) S gecS
20617 8.1.3 Plan and communicate IT services Sl (5,5l8 loas Slo,edbl 5 (55 a0l , , : Slgs oo a5 DMl (50l b Lo yo Slans (aled 3l oad 3 g adbplejle Slasgerme (b 5 obx]
2978 S S0BTEL S SR%R2 Create and design an organized and curated collection of all IT- i G oed Joad i s asholefl slesame (b 5 ol
related services that can be performed by, for, or within the 9 ooled slael, daciad dazrg > o)l )0 Dledblogd wlif plojl (550 50 b Glejles sl lojls Lawgi
organization. Maintain and convey information about deliverables, 5 phate Cogd g} oS Jite g Lis 1) Sledlbl (5,5l Cns S culyS s slaaiyl )b
prices, contact points, and processes for requesting an information doaiy 5o loas 4y bgs po oMbl g ales byl 1, lojl 50 @)l L IT Sloss ans 5l glosisa o
technology service. , . .
% {8 Sl )bl 5 5l 1) )T Canly 15 0955 5 uled slaol,
20618 8.1.3.1 Manage IT customer expectations oMbl (g ,5L8 ol i ol el &y as Managing customer expectations of the existing IT environment while 20 Sy A8 a0l (18,5 Jlas o b Sledbl (5)5Ld d92 50 Lazee 5l G e U 2y e
considering how it will affect the business. FORARC SRV IS
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20619 8.1.3.2  Define future IT services Sledbl (5,58 uy] Sloas Gy S g Slaal 50,5 08,511 sl Sledbl (9l Sloas 51 il s g0 olisasl 5 o Lolas i yas
Defining the expected demand and usage of information technology os pryalyy oy b a yo sl il 5 qulin Lol iyl b o)y p3¥ MBI ol o]
services to meet organization's future business goals. Gather . .
. ; . 4 sy gl o] 0 IT leas jl oolaul ooz g Lolas o)l : o) 0uiS (g glmes | 1S geunS
necessary information about the processes, resource requirements, OIS DR ’ TR o e GrE T
and structures pertaining to planned business growth. 5 6ly Sliese sla)iale 5 gl dounlf olys 03V SUMbT g 05 (el S g Slual
{ass 6)5160-.’ Ly Olejl 0ads(s 3 el s
20620 8.1.3.3 Determine IT performance indicators Sledbl 5,58 o Slae sloaxls e Determining IT KPIs crucial to the organization's success. Measure wile olamsls it Slo olejle Cuibse sl a5 S (55l 5,Sloe oS sl asls ures
indicators such as IT costs as percentage of revenue, IT maintenance S . - . .
_ o ’ oLl 851 e 5 Dledlbl (g ,5Ld (6 ,lpS o whalys 5l goo o Hlgisds Sledlbl g 5Ls gloass;
ratio, and system downtime in an effort to evaluate the performance oSS 5 & Sl oS o ST S
of IT across the organization. 255 S eSo3ladl iplojls l s 55 SN (5 )5id 3,8hoe i3l j5litens |y e
20621 8.1.3.4  Create IT marketing messages SleMbl (5,58 bk slaply sl S e b Lol oS e s closinc L e s il s
Developing concise statements that position the value proposition = 69l (A1 Bl)lS (5598 slaasacs Ggalm |y (goleriy 25,1 45 paiie laasly (ngas
around the pressing concerns of the internal IT user base, thereby Sl rlbie celis DLl (555l slaskivg 4355 45 was o0 (LS ol 5 (s 9 WS (0 (220>
showing how the IT offerings are the right fit for a segment of IT Goils bl L IT cleas 35,1 45 0sS (g5 absS slaplo : g aiwa IT oL s 5 casu
customers. (el conlin IT (e 3l 09,5 #laS (sl Sloss cpl 08 aseion g amd ol (31s oI5 (5,68
20622 8.1.3.5 Create IT service marketing plan SleMbl g ,5l8 loas oI5k asly slox! ; ; ; :
gp 8,9 &kl 4l owl Greating a marketlpg strategy fqr IT fogrlngs to customers. qun |y 6 tzog 4 bogs e (slaanl,b ol i s Sledlsl (g lid Slolgiion (sl o lsl 635yl S olon]
processes for making budgets; identifying and developing media; and L L Sy el « I ¢ Lt | s oS en ol
managing marketing content and promotional activities. S e D ST ST GRS 9 e 5 RS g 5 T L B 19D SRyt
20623 8.14 Provide IT transformation guidance Sledbl g,9ld g5 sl (oloial, 4l A o g (6 p9laen 1) 6yt slasaiesls S g (gl Sledlbl (5 5lid oot & jg i S0
Understanding the necessity of IT transformatlon for the busm.e.ss. S iy 5 a9 |y Jsm sl oolatdl g ains omled sotislsl |y gl 5 abolids | lacas b
Collect and analyze customer requirements. Identify opportunities and . X X .
AT . Sled (pgai |y Jo=i ol ) addi g )b
prioritize outcomes. Develop and support business case for . '
transformation. Develop transformation plan and roadmap. saiaglyl oo b QLlid b i laaialss (o T i 0 ploslo S5 pavad i}
{2l ol asii g aslip cpgas 5 Jooo (sl golamdl dumgs o dngs claal
20624 8.1.4.1 Develop IT transformation plans Sledbl g,5ld Jgoo slaasl, b Olejle o Sledlbl g ,9ld slagimm Gl L o350l sl 61 LG ¢ Ll bB «g.do aslp S ()b
!Z)evelop.ing a robust plan to replace or upgraqe an orgapization's 2995 L g (sl Al 050 Cumdg 4 S Cundg 3l Sledlbl 5 )5ld g ar g 5L S0
information tec;hnology systems. Understanding the business n.eed of e Ol o 55 5 slas 4] cianeSTo cledol (65 Slkae Jke (sl (60 ymnl, asbiy S
IT transformation from current to an expected state for the business. s s Y 1L Sl Lo IT clon ol s o ol S,
Developing a strategic plan for IT operating model, governance, 8 sy B g S waed WL iRl |y Ol i 5 Pk s by S
service delivery, and workforce transformation. Gl Sl AT Slles Joo sl g0, aslyy Sy 5 S Sy |y ogllas Condg 4 b Cundy
oS 2905 Gl (59, J9265 5 Sloas
20625 8.1.4.2  Collect IT customer requirements Sledlbl (5,9lé )b i slagaiejls (5 5laes dentitvi . ontial [T ot " o S5 S g ) g Uil 890 8, Shee Zohaw oo Sledlbl (5 ,9lid 0gall b 39340 (sladdlsls slulis
entifying existing or potential IT gaps between the expecte i . . o .
\ _ P ) oleslw o,SLas Candy g wollre Condy s Alold 50,5 o 1 cons) S geenS
business performance levels and current business outcomes. ¢ A3l ol 9 S0 5 st Sends G ol 0055 I )
{ sl
20937 8.1.4.3  Analyze IT customer requirements oMbl (5 ,5L3 ol ie slasasels bl Assessing identified IT gaps to plan for remediation efforts to allow sl DM (5,518 b glulis {05290 @iy g wlhae @i mle 3 Shoe sladlsiss o))
outcomes to meet established performance levels. s 3 00yt O,k gl 4 ol B >dol leladl 635 140l
20626 8.1.4.4 Identify and prioritize IT opportunities SleMbl (5,58 slacas B gancuglsl g olulis o y . . _ WMl (5,9l8 )b yiio glagaio)ls Julo g (5yslanz olwl p ledlbl 5,5ls slacus b o lulis
Identifying IT o_ppor‘tunltles on the p_asus of F:ollegt_lon and anaIyS|ls. of IT ol s} LT Comedl e sl 2 Sl 6 glid o0y ol slaces 3 socasls] o
customer requirements, then prioritize the identified IT opportunities ol ol o1 o oS it 1 TT - clors § s s ] oo LIT oL s
on the basis of their importance. olateal Gulol p 1 gl g 0S” o )T Glacio )8 s S Judow 5 g pslae 1) T s i
oS Guucaslyl
20627 8.1.4.5  Facilitate solution design activities Joly (b slacIled Jogus Prov!dlng a plan of action to provide solution tg IT customers._ The 5 pslanz ool by ol ol bl (g glih ol is 4 el 1,1 (gl adli S )
solution design should be based on the collection and analysis of IT b Sl e b b i el cnils L
customer requirements. 22l Sl )5l Ol e slagaeils s
20628 8.1.4.6 Prioritize IT outcomes Sledlbl (5,9l mls gancaglyl . . o )
Prioritizing IT outcomes based on need, effectiveness, and efficiency. @ 5 25wl Gl wlal p Sledlbl (5,5ld s (sanca oyl
20629 8.1.4.7  Develop business cases O g golaidl oo slwh) S gounS sloasba>gi (g _ _ o csolpiin Sal, ( Jad Cundg aS 55l sliin Jald (LS et ) solatl oz gi s o ol
C.reat.e a business case ywth Yalue .proposmc.)n indicating current S it Kot i) om0 i |y bl (g glih s gl s Sl b adlis 5 Lo Lo
situation, proposed solution, financial analysis, and measurable CIT obomie el o L6 abln « s Lo R
benefits to the IT customers. oI Sl sl A diB oo 5 Lo Jelod ccsdleiing SRl o lad comndy 000 5 005 40
oS e
20630 8.1.4.8  Support business case OB g (golaidl guzg5 0i) IS g anbiargs Slociin J975 0,8 diej s Sledbsl g ) g Judow o Slaciio Slidios b S oS anbasg 5l Slasiy
Supporting business case with supporting research, business
. . | P IT Joou 4 by divnj s SleMbl 5 ooty Jdows ¢ 3o b 1) oS oy o s siom ) leMsl (5,5l
analysis, and background information on IT transformation. 575 4 sye il TR SR D oo e N
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20631 8.1.4.9  Develop transformation roadmap Js5 oL428 (3% Creating a blueprint for execution of IT transformation from the 05 yaaly Slojle [LSle ) 9990 Cumdy 5l DleMbl (5,5l J9m5 sl sl b S sl
existing state to the planned organizational structure based on the Sy L IT Jooo b oS s slaiis ssim ) geenS oud s iy 98y 5 (3] Sleiio ol
value proposition and projected business growth. LS Lol IS g il o 0 0, 5 ool L33, iillas cBan sl 4y b
20632 8.1.5 Develop and manage IT service levels SleMb! 5 ,5bd Sloas ¥ 295 - e . L Lo, Sl g Sloas SIbLS cnledbl 5,5l sla,Kal, g Sloas asl)| gl Sloas log S ¢ slog|
P g <93 05 Tohe Sane s g Establishing and maintaining service levels for the provision of IT SR . s ST ST S i . e
services and solutions. Design and maintain the IT services and SleasliEtly o Slos 135 55K 9 (b |y Sloss o slaadiBily (rizen 5 ML 5)lid
solution catalogue, as well as service level agreements. Evaluate the — oleas glaghu  xf 0 Sloyedbl o poe 4 1y mbs S ol 1, Sledlbl g ,5k8 Sloss b
performance of IT service level agreements. Communicate the results ,, s G s b | (Sloas s claasl 33l55) WSLA § cloas SgUlS s Lais 5 sbxyl |, IT
to the management. {0080 155 G ke 4 1) 4l g s |, L S
20633 8.1.5.1 Understand IT service requirements Dbl (5,5l wloas Sl S Ynderstand requirements related to information technology services Slasjgliws § 9SS0 lojle mhaw 4o Sl 8, F L s b ) ledll (g)5kid loas b Lo pe balyl
considering enterprise-level effects and understand potential 5 lity ol S o 5o LT closs glajls i gimf apulica 1) S gennS Lames )3 05l
achievements in the business environment. oS bl |y S g o Coibge b 0, cloces 3
20634 8.1.5.2  Forecast IT service demand Sledbl (g ,5ld Sloas Lol o s . , , ,
" Forecasting demand for IT services using current busmess.growth, ol e 3,553 5 Ui S geanS olnb 4, 3l eslial b Sledlbl (g lib a6l LolEs _imr sion
research, and customer feedback. Refine these forecasts, inspect the e e T s s s e s b S Be S Sl | e st
approach used in creating forecasts, and determine its accuracy. O D 0109 D ean D BTG S 0 SRR 09y D TR Bt O
20635 8.1.5.3  Maintain IT services catalog Sl (5,5l Slass SB35 (5l ol 5 jasine bl gleel, dacad (ledlbl 6 )5Ls Jigo5 B Bl 4y by o Sledbl (g,lagSS
Maintain information about IT deliverables, prices, contact points, and . . . .
processes for requesting a service P P J>‘),4 9 AT L_“Jalfjj GL‘“") ‘LaA;.g.}_m AT Lnggs?ﬁP L JayJA dLmao‘a G.Ju} Cod> &u..;ly)o
{.A.i)L) a5 59,4 |y Sleas Canlgs o
20636 8.1.5.4  Define service level agreement Sloas zlan 4l 38les oy ya5 Designing and maintaining commitment of service by performance @ ol Sl ,edbl 5 Sledlbol (6 ,9d Sloas 5 ,Shae oL, ok 5l Gleas Slagss 6, 5 b
evaluation of IT services and communicate the results to the Wyl g oS Las g e 1) Cwas @) Slageas T cloas o Slee romiw b i s Copie
management. {IRVER X FORRR
intai ) 5 - S gt i . . , s, Sl sl | el 6,5l glasls 3 o LS Sleas Slagss (g5l eSS
20637 8.1.5.5 Maintain IT customer contracts ledbl (5 ,5l8 )b i (slasls 8 0,5 (5 lagSS Maintaining and documenting commitment of service to staff for sla,Kal, 6l alax 5l woledlbl 5 ,5ld slasls B 1o (LS5 4 Sleas Slagas (g jlwditins 5 (6,0
information technology contracts including providing software or Sl s 6y Slosd 5 el (il wiile bl slaJUIS &5k 5l slleci b s )l38le
hardware solution through communication channels like phone, email, .-l &b i1, )l3les b s )l3la 5 sla,SKal, @5l g oy )ls 455 9,40 9 s | baols 1,3 40 IT cloas
and on-site services. {amns ol (6,5 axzlya b o]
20638 8.1.5.6  Negotiate and establish service level agreements Sleas o sloasl 3855 (0,5 sll g 0,515
: : i : Sy90 y0 S e S0 ol gl p a5 el oad 0,5 1o (33l5 o aS Sloas mlaws asli38ly o ol
Establish a service level agreement, which is a negotiated agreement 0500 ) ? ¢
designed to create a common understanding about services, Ao libil pns (gl B0lgS (g0l 18 ity m ) sl oad )b st 5 lacy glsl cloas
priorities, and responsibilities. {ansl ansls Slagas 5l (S it S50 by den b Sloas 4 by po cinllsy 5 lasaince gl
20640 8.1.5.7  Develop and maintain improvement processes et sl b (55l 5 >k Conveying the improvement opportunities for the business and level 3 el b 5l S b 1oledbl (5558 Sloas mrhans 5 S genS (6l 09 slacs B (ol JUi
of IT services. Leverage the results obtained from the performance 5 5 g L)l sl oo a5 1, slaco 3 T closs zohaw § 59w o Shoe sloasli { ow)pf
metrics of the_ pu3|ness and IT service levels to identify gr?d recognize ol b Bl e sl s S Lol WS g | dgege |, ledsl (5,55 lans pebas 5L
any opportunities that would improve or enhance the efficiency of the s . IS b ils Le ) - o o
business and IT service-level structure. Communicate these Sloas g ) gens 0,Slos loatld son bt w2 € Sapdeds b2l e S o
opportunities to management in order for the improvements to take e Sloas mha 5SS LB s 315 Copae 4 |y byl 5 oS g 1) sgue BB Lls T
effect. {ogs
20641 8.1.6 Manage IT customer relationships Sl eyl byt b Laslg, o . . D . abags fpaiz o Sdelw Soslatw § plaie (Sl 8,k 51 (il yiie b Sledlol (g55lid alal ) &y i
g P 095 Orte R ) =% Managing the IT relationship with its customers by systematically o Platen 5 pliie aelon S0 5 o GI7 T
coordinating interactions over multiple touch points on a regular basis. loaseds @leles da ranl Jolis o5 (il o b L3 )8 sl oDl (5518 (sla oD los
Coordinate the IT's efforts to reach out to its customers, which include S Saolos 1) ol priiinns Gl2sSaS 5 Lodols s o loiiz]
emails, social-media interactions, newsletters, and direct ool i 108 Sy e 5 Sinlon plate joboay calides slaJUIS o 1) ol it L IT lbls ) i gins
conversations. . c e . .
{oiione (595928 5 ol s ( oloiz] sloaSd
20642 8.1.6.1 Establish relationship management mechanisms bls) 2y e sla S5l slx! Create mechanisms for effective public relationship in order to Al ol Job 58 lejle Cudipms g pgaad Lai> jolateds She cages Lly, ol ola S5l ol
preserve the image and goodwill of the organization through the S agzg 5 kel 5 398 Su e st Gleile oages Lilg; B 3gd (b lall 5 Loty s o)
process. {00,8 Lis 15 L, 50 olejle
20643 8.1.6.2 Understand IT customer strategy SleMbl (5 ,9ld b yideo (351 il Clis 9 S50 . _ _ 5 Sloas oloul (sl (glal p (p2ga5 5 tokiwd aiunly Sledlbl g,5ld 4 a5 SUS IS (6551wl S0
Understanding the strategy for staff dep(_andent on |nformat|on IT a0 oLo,15 a8 SIS colaaaly g Lol s ims} i oLS1S bsael 5 00 pogs, labac ploxi o Sal,
technology. Create a plan to create services and solutions, conduct S ‘ - '
- - - S0 slog i (Aigel g ailyg, a5 S pae (lead all lp F Gelol 2 g el | ol atdls
daily operations, and train new employees.
{ass Syl
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20644 8.1.6.3 Understand IT customer environment Sledbl (5 ,9ld )b yidoo Jame S y0 _ _ _ _ el sl )b yie a5 1) ol Kol § Sloas taiiwn aiwly Sledbl (5,5l 4y a5 SLS S e 5 j0
Understanding the environment of staff dependent o_n information 5 )5 oo i} emo gl |y w5 08 oy 5 o) 05 oo ooliial 005y, e
technology. Assess and evaluate services and solutions used by e oL st oS s T sl N, T
customers to conduct daily operations, and train new employees. 995 120010 09 SBT3 RO T 0Tl 9y50 (SIR)TRL § el ek b O Hre
oS pladl syo slog s ojsel (sl
20645 8.1.6.4  Communicate IT capabilities oMbl (,5l8 slacbls Sl ,edlbl Conv.eylng the goals and objgctlves of thg IT function and how it SIS @ S eSS lual {0,y 1o} o] S5 agon 5 Dol (5,5 o35> olie 5 Slaal L]
contributes to the overall business objectives to staff and Lol il cla s
departments across the organization. el SHOTR S
20646 8.1.6.5 Manage IT requirements Sledbl 5,5l Slol3l ey oo 9 &l Dligas Glagaisils eSS Blaal 3800 (gl Dledlbl (5,5l8 Dbl 0
Managing the IT requirements for business objectives. Identify the 5 t0uS olulid [ gews Sllos b ad e sloosls (5ils g Jsl o bk «silwe md lp 1y 65800 5
reqwrements of hgrdware and software eqwlpment to stqre, retrieve, Gaisgle; 9 9y Ul (> lb (50,515 Slalll asile Lelge «leMbl (5,5l Slal I g poe plKin
transmit, and manipulate data related to business operations. N sl ] o oo IT celoils s coad s o 55 5| )
Consider factors such as functional, design, growth phases, and 9§ TR e o B 9ees SRA ol 2 D O laled i e S 5 ) g
delivery schedule while managing IT requirements. (b s 9,55 Jio (63)l90 2 25 Gl 53 5 S e |y Wosls S e (sl Y sla 33l
Lol atils ax g gos oley g ool o,
20648 8.1.7 Analyze service performance Sleas 5 i i i
\2 p RESRR VPP WE, rPergljlicr:::;eel‘)r/]trsnanage IT service levels against IT customer ] (6508 ol 2 lasiiiali ply 35 AL 6,55 los oo 4Ky ke
20649 8.1.7.1  Assess SLA compliance (SLA) cleas mhaw asb3dles b 5ldail )l5e b5 L sley o3k S b (Sloas mhaw asb38l5)SLA G js oniiciy a5 Sloas Bon jo 5l aosls 5,518 5
Gather data from each service target defined in an SLA for a time Slass Glaal g sl 4 by e Sledlbl : ing} IS 0,Shee aoys o) pskaiads o iaril 050
. . ? Sl : ) S OLD) ) YR 0
segment or review period to evaluate an overall performance , o . i , o o
percentage. Sleas S 8 Slos g oyl s (e U 0sd co (5)5laer Dloas mlaw asli33lss 1o ool jaseive
1058 6 mSo3ll
20650 8.1.7.2  Triage SLA compliance issues sl 38155) SLA b 5Ldail 4y bgs yo Jilawo (saincoglgl 5 adgl Soum, st Lag] 2ol sl s34l p g (Sloas mhaw 4l 3815)SLA b sl 4 bgs o Jluo (satco oyl
(s =k Prioritizing SLA compliance issues and plan for remediation. Sl e 9 g o0 < po Codl uliol g plulid Blead mhaw sl g3les Cule ) 4 gy o WM
{00,5 oo g pladl 4ol oyl guee b &3,
20647 8.1.7.3  Collect feedback about IT products and services Sledbl (5,5ks loas g Y guame 0,l8 3,955b (55laex CfchIIetgting cus:)ome(r1 feedbaCk”abo;-thlT FrOdl'Jrc:S :n;ﬂ s.ervicI:Iest ; S ol el el 6,5l Blass 5 Y ] e oy e 0,555k 6 sl
effectiveness based on overall satisfaction. The data is collecte .
15,5 oaiadl )| loas/ Y gases b o o slos1955L 5 b i slageuls da v s 55 b 5l Waosls
through surveys, customer responses, and feedbacks based on the ed ’ PR STRITR S S SRCR A S S
delivered products/services. s
20938 8.1.7.4  Synthesize and distribute IT performance information Sledbl (5,58 o Slhae SleMbsl @595 9 S 5 bl s bl p piies amwgs gl Gleand @ sais slaes Sledlbl 5,5l o Slas slo,Las 4|
Providing stakeholders with collected IT performance measures for
, LS ool 0 pyaali gz leisd 4 IT o Slee glaasls (aldS [Lasl o nf
further development based on evaluation. T T D5 3 SRR e GRS SRR o e { =
b))
2))
20652 8.2 Develop and manage IT business strategy Sledbl (6,58 S genS o551l Co pie g (g . , L .
295, o2 |—r|]an|c_:_l|:g thg bul:s)ln]?ss c;]f IT. Cregte la o'rg?rnlza';l]gn-W|de T\;rategy fohr S 908 Sledl (555l o Sloe (gl Slojlo gal> 635l Ko sledl (6 ylid IS g Cu ppoe
the ur?ctlon. efine the c.)rganlzatllon S .arc itecture. Manage the S 5395 0,5 1S ko |, AL (658 s 105 o5 |, el A 6ol g e
IT portfolio. Research and innovate in the field of IT. Assess and ] . i ]
convey the performance and the value of the IT function. S35 Jie 5 il ) Oleslo o oMbl (55l 05 (35)] 5 2 Mlos 1o el 55158 5 o
20653 8.2.1 Define business technology and governance strate CoaSl g S gennS (558 (ol i a5 - . . . L 0550 ol ledlbol (5,58 (slas S aslo yur iepllas (5lwosly g S gcwnS 1o (5,5L8 slasls s
gyanddg 9y FET RIS S X% Defining the need of technology in business and systematic o 20 02 G SEEST R T ST 5T 07 S SR
implementation of IT investments. It comprises of assessing )il Jelod 53l (655 05 ol (el b el (2B 5 5l0 550 (555l sloadle gu)
competitive technology components to ensure structural analysis, G slosls s ) S Sty 1) S seenS Slilos 1S 5 el (S5 &y el g ool anngs
develqpment, usage and security of technology for efficient business b assS sl 1y o3 cglagsslis s ol ahate |, IT (glags liSayle pus g 0uiS Lpaseiin |y 1S g
operations. Lot azals S genS s 11, culom e o] il 5 o3liciul sy o Julos
20654 8.2.1.1 Build and maintain IT strategic intelligence Sledbl (6,9l o3l (saiaiign (5,lugSs g sl 6,55 L Sldes zolaw g o pae 5l Slatiy 6l ool Blaal s ol j0 (saiedsn Lias 5 ol
BuiI::Iing and rr:aintaining intelli?encctla towar?s crlmang]jcing f()lrgarrilzati?nalf osd el 1y alais 3 L basyags 45 Cool ()5 geenS glonig, 5o Ulgs w50 optl S g
goals, supporting management, and operational or functional levels o . — » ) .
. ) - . sl Blaw) s b b oS Laas g ologl 1) w3Y (aiadsn 1 s b oimo co 4l losle S o e
the business. It is the ability to understand business trends that o s e e T
present threats or opportunities for IT in an organization. Siilyige 4 depo el ) B geend (slanig) 9 S Slatdy [y Slles 5 Copde il Sinlos
fosl ceo s b wags IT ol
20655 8.2.1.2  Monitor and map current and emerging technologies s9Bsi 5 6ol sl sl w3 5 b Monitoring and evaluating existing and forthcoming technologies to Slilos oanl 5 (Jlad 0 (slacelin & (55ly sl 50l Jl 00 5 95750 slagsysld )l 5 b
meet the current and future growth plans for business operations. S geS
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20656 8.2.1.3  Define and communicate digital transformation strategy ez 555 635l il Slo, oMbl 5 iy a3 @ @3l nl Jasl g wwloas @il 5 S genns Slilos 1o Jluzms slas sk pléol (KsSa iy o
- , , - . . : Lol 5 sloys0 & B oo (oilaily o Lol ol G oS Gilisee sla s
Defining the integration of digital technology into business operations OT R S1009% g2 9 SRt (ST e S5 2 2)5e 2050 02 D9 S
and service delivery, and convey the strategy to different segments of ~ @leanl 0 65Xz Jioms slacs)glis 0iS (asio i inf 905 o Dol § (il S g (slajls
business. It is always backed by continuous improvement followed by O S g cilise sla s 5 oty 4 1) 551l cpl g wigd plesl ylojle Sleas @il 5 Slles
periodic review and change per requirement of the business. 5 il S S slosls ol (gl 0 gt 5 09 Slarii alone gt b sl azzld ol S
{05 kol po3) &yg0 50
20657 8.2.1.4  Develop IT strategic alignment Sl Sl p gz g Sledlbl (6,9l o3l sl (o gaoped (g0 Developing the process of aligning the organization's business Sledbl (5 ,9ld oo s yanl p Blaal b ylejle (LS g 5 gewS slaosly o loguen ails )b
{obojles laal LIT g3l Sialea divisions and staff members with the organization's planned Sl 4 oliws oz 5o plosle (LS g b s saled b oS Lzl 5 (b saild s olosle
objectives for IT. oS o Sanlon g baslyon IT (gl ondspmess 65yl
20658 8.2.1.5  Articulate IT alignment principles SleMbl (6,5l (5loguead Jgo!
g princip SIS Il e sliwly 5o Sledbl 5,5l 5l oolinul ogou o)l Blad  Slu oMbl (gl wiepllas 5,505, Ko { ppgas)
Systematic approach to clearly communicate and operate the usage .
, , _ , N gy ygots B S (g 4l sl s, olole 0 ol es 655,54 5 S genS Glual
of information technology as it relates to business objectives. i - ST e e ORI T 0 S 5% 555
{05 )8 5 g Blanl gbisly 1o b ogd oolitwl sl aigka Sledlbl (5,5ls ans mesg 1,2 LB
20659 8.2.1.6  Maintain IT strategic alignment 0S Jols liebsl z s Sledlbl (6,5l SOl tul o guped Laa>
Maintaining alignment of the organization's business divisions and : ‘
Glaal g SleMbl g )5ls slo gl il s ol alas a5 ) -9 - losle SleMsl (5,5l s s 3,40l 5 Blaal b lejles (LSS 5 S geenS slaasly o guon Lai>
? G SREF T ot et 9 staff members with the organization's planned objectives for IT. o SO ST O OO SR SR 2
{“L"s‘ Sl gley Jsb 50 )5 gemns (DS
20660 8.2.2 Manage IT portfolio strategy B! (5,31 {slais i le e 5 Slossf ars s55,5] 2o e Strategy for systematic management of IT investments, projects, and | | . 1 el g 5l slacala 5 iossy dags 35 ale oo stoplls e cslyr o35l sl { g}
activities. Analyze and examine the value of the IT portfolio and L s TN 1 oS i
allocate resources based on business objectives. 2522 et S gend Shial bl 2]y glie 5 05 Syl 5 Sl ]y ledlbl 9
20661 8.2.2.1  Establish and validate IT value criteria Sledlbl (g,5ks 55, sl ylre (i liel 5 (pagas Qreate and certlf.y the standarq§ 'to determine ’Fhe value of the 55 Sl (5,58 039> slaclad g Laoss s T alo jus (331 Cypen (6l Lo il 0yl 5 sl
investments, projects, and activities of IT function for the overall )
business objectives.
20662 8.2.2.2  Determine IT portfolio investment balance Sledbl (6,3ld e slas,l3F ko v y3lg5 s AT Gla S alo o cledlol (5,508 S o o slp gan dae JS 51 saii 6 a5 alo yo glie Cyuens
Determining the uninvested amount out of the total approved amount .
) ) 0z 6 NSl b as o jere a8 IT ous a5 amog 3l cibos doulore : g} lacodlad 5 baose
for overall IT management, IT investments, projects, and activities. P SR R AR SR 0 oxb ol JS arog Sl il o = 2 {o’”‘
20663 8.2.2.3  Evaluate proposed IT investment projects SleMb! (55l (5 S ale i s0lgrin sloeds s U5yl Evaluating IT investment projects to achieve overall business 5 2L il jlane 51 S gews (M Slaal sim gl Sledlbl 5 )5kd (5 )il s sloelgn (b))
objectives in regard to implementation, efficiency, and profitability. S, 915w
20664 8.2.2.4  Prioritize IT projects Sledbl (s,5ls slaojsn saucaslgl Listing t.h.e T prgjects in the order.of most |mport.ant to the Ieast... JIE SRR IUOCIARCIR SCI N FCVNS R JCIPVICH 1SS X DS IT S IS SURRRNE FONOY:
Determining which of many IT projects are most important or critical to ‘ , ‘
business operations. ke b F e g Sleloe sl A g8 sasie slacss
20665 8.2.2.5  Align IT resources to strategic priorities Sl il slacagll b Sledbl (5 55ké alie 58,5 g e 5 baSis (ledlbl (5 5lid cilu ) ol58le 5 anile Sledlbl (6,5l SG b @lio 53,5 guned
Aligning physical IT resources like software, IT infrastructure, Slaal 4 i 55 BT Eaanl ool a5 STzl Glaal b osyslid mass wile Sy 58
networks, and non-physical resources like technology expertise, to .
R g . o ’ Lo g aSds clas oy ol38le i i IT Lo sl 1 s} .oSlodds (gotudssy G451 il
strategic objectives ranked by their importance in achieving the G 3 T e W ST el i gl iy b S e T
strategic goals. Llyen Blaal Hles b (g0 paly Blaal gass o olaias e Golwl 5 1) 28 Gl Jie ugelo,né
20667 8.2.2.6  Align IT portfolio to business objectives S gnS Blaal b ledbl 5,58 dus (40,5 guunad . ‘ ‘ y
Aligning IT investments, projects, and activities to achieve overall O g S SBlaal 4y olitws sl Sledbl (55l slacadlad 5 laojsy das )l ale 0 (135 gon?
business objectives. 1 s ime S gemS Lol Glasl a5 aiS sty 6ok | IT (slaogg g aes WS alo yuo 2 i |
20668 8.2.3 Define and maintain enterprise architecture Slosles 5 lore CuilagSs g sy I, Sledlbol (5,9l (s lors wg > il g ciy i lojle Sledsl (5 ,5lid (5 lone cuitlagSS g (> b»
Outlining and maintaining the organization's IT architecture. Establish 5 slx! 1, Sledlbl (5 )5ké cullagSS 5,505, 005 Jol> Glaabl Gledlbl (55l (3g2kass 1o 5l s plox]
the IT architecture definition and framework. Ensure the relevance of 5 b iagh dan .aiS sl Sledlbl (55l (s lons (loial, sl ST yhe 5 lsd dnles ol
IT. Create and confirm the approach for IT maintenance. Create rules .
i _ _ _ e e oS ol g e liel | 098 o plnl Lol jo a5 Sledbl 5 ,5ls b o o slacs ysles
and regulations to guide IT architecture. Authenticate and finalize all e @Lef ? ST EE O (_.;)5 P SRESY
IT related research and innovation that takes place within the Sleslo slsla b susd Grelae S (a1 Gluszlz )l a5 5500 5 et |y Glejlu IT (g lase
organization. JLIT lacs 5155 5 oo ann 5 0,38 aelsd Gl (ly aiS e 1) SEEBISS gy el dad o
o ol by (mp 1) olesls
20670 8.2.3.1 Create and publish enterprise architecture principles Slosle sylere Jgeol JLicl 5 sl 108 s95m o] 5l b lapeeas 4 45 slul 5 (A5 Jool} (Ybdaw (sloo 3 Ll g (pgas
Creating and publishing high level statements of the fundamental sl slaclad 5 Lo s 5 e (slaial, o5 lojl Glaal s e (Jsoh) (g0l (glaisss,) oisS o
values (principles) based on the organization's objectives that guide .
) . _ claal ol o 1, IT Glaly i) Sgd oo wgmrns Slojlu (6 lose slis g 035y leMbl
Information Technology decision-making and activities, and are the Al LIT sl 5 5yl i T G S ST 5 00
foundation for enterprise architecture. (sl Slojlo solons a5 IT slacodld 5 bapeoas (slosal, U 05 j22te 5 0905 ool
99 of 156 Copyright 2024 APQC



Hierarchy

Element Description

elesironic Business

20671 8.2.3.2 Establish and operate enterprise architecture governance lojlos (g lore CoaSl> (gl g ) il _ . . . . I Olabl 5 S oo iy o5 1 canbin lags 3l il ylosle SO o] ok 5l a8 (5 LSl o)1l g ol
P P 9 SO S e SUT 5 S5 Establishing and operating a structure by which an enterprise defines PO TRt TR D e SRS O ol gk SIS
appropriate strategies and ensures development alignment with those 285 1) s jlabial g lacalw wl)yie (ol wles o Jeol 1) a3l il ()] b drsgs g gumnes
strategies. Create and establish the rules, regulations, policies, and DS S 5 olml gy aisles (Sl IS b 4y (g lene (rizren 5 Dledbl (g,5L3 (5 less (53,3 sli>]
stamards that will ?Iovetrrr: the iEc:ividuaI co:nponents of the IT 5 odlsd 905 g ol b drgs  Sialen 51 bl 5 a g3l jl iy yai gl (g b3l ooyl 2 in}
architecture, as well as the architecture in its entirety. , s , .
y {)L>L.:J551T L_g)LAMJl:ZA‘SLQMC«iﬂMd‘ﬁQ‘))M
20672 8.2.3.3 Research technologies to innovate IT services and solutions Gy3kd sl Saly 5 Sleds 10 (5555 gl Lo yslid 050 40 Gubio 5 Sleas )l gl ledbl (5,5l 09> b Loy Sleguige 3 qlie wlge diopllss anlllas 5 oo
ol Systematically investig.ating and studying mat_erie_zls and sources . 5 i slonyl USS 4y |y lolins gl 5 {osdr odd 5 picbaas <5 yob b iy «ledol (553 (cla,\Sal,
relevant to the IT function. Reach meaningful insights and conclusions o st enel
in the form of new ideas and innovation for delivering IT services and i 3 Pes
solutions. P NPU SRSV PYP S ISP POV VR EIRVEL UVSRVING 3| PLIUOVR P vl 1 | A AR 0 JUSP I CONEpOeY
{2gs IT la !, g Sloas o5 g S5t
20673 8.2.3.4  Provide input to definition and prioritization of IT projects DALl (5,58 slaog sauuslyl 5 oy sl 5299 95 Analyze the value driven through IT projects and redefine and/or L/ ci il o 1T slaoigyn 5l fols 35,lF ledlbl (5,5l slaoss, Gayb 5l sadolom! b)) o
reprioritize. Evaluate planning, organizing, and implementation of IT 5 oo bt elul 1) Sledbl g,5L3 sbaoss szl 5 (2oplel s 5,80l Loyl goacaslshil
projects based on research outcomes and business objectives. 208 i) S s Gilual
20674 8.24 Define IT service management strategy Sledbl (g,9ld Sleas o e &35yl a2 Defllnln.g perspect!ve, p03|t|or.1, plans, .and pa.tterns needgd to exgcute ooliial ag55 Sgngs 5 ke sl oL (sl (sl slinygn slogSll 5 oaels p colSals o5l i o
designing, delivering, managing, and improving the way information i
: - L ol S U o aledl (55 ;)
technology is used within an organization.
20675 8.2.4.1 Establish IT service management strategy and goals Sledbl 6 5ks Sloas cy e Blaal 5 o351l opg0s IMplementing strategy for designing, delivering, managing, and ‘ ’
improving the way information technology be used in the organization. Sdan ol jo UMbl (55l Sl eoliial 09755 2922 5 e o9 b Sl SFIl Sl
The goal of IT Service Management is to ensure that the right Slasl 59,51 (gl cabin (5558 ¢ 0181 daay 1,8 S92 5l limabsl Sledlbl (5 j5ks loas o0
processes, people, and technology are in place to meet business sl S g
goals.
20676 8.2.4.2  Identify IT service operating and process requirements oMbl (5,5l8 wloss gonl b g Slkas Sl Hlulis Ide_ntlfylng operating and process requirement for des,gnmg, 10 oMbl (g glib 51 oolisnl g Sgngs 5 o ppie | (b sy sl 5 silibee el lolis
delivering, managing, and improving the way information technology L
be used in the organization. o
20677 8.24.3  Define IT service catalog Sl (533 Sloas SHUS & %5 Create and design an organized and curated collection of all IT- $lg5 o 4 Sledbol (5,58 b o o oo pled 3l oo i35 g il ylejle slacgeme ()b g ol
related services that can be performed by, for, or within the IT cloas plos 5l qulr 5 plaie (it 4085 1isinef 050 @yl Glojls 0,8 b glojls sl ol s
organization. {as @l wilgi oo Lol as
20678 8.2.4.4  Establish IT service management framework SleMbl (6,5ld Sloas o e woz ol )ikl oS glaigFa WleMbl (5 )3lé Bleas Cy pae wozla 1y L buriz] weaY Sl S ol
Sl 5o yod )5S Glaal 4y Sliws 6l sl slas,slid ¢ ol )3l o] 3 05l Jol> il
Slazs § 18 se5
. IT Service ;lea L) IT loas co pan ozl a5 Conl cpl aeasy Lo | )sja'.;.q-iii--ﬁé-ﬁé}
Creatg a Igyered structure for IT service management. framework Sydige b Y wix b xlaw air & g0a (Management Framework
ensuring right processes, people, and technology are in place to meet e s ol cleion b i
business goals. RIS 0P GRS b R TR
IS Blaal g sl (s (Strategic Layer) o ol, 4V
Slaal 4 Haww, lp s lustl § ol s oI, (Tactical Layer) st 4y
S L Jebs o IT slaasT,s a3ls ol > (Operational Layer) llee 4Y
fosly o S5 50 o ded 45 ool 00 BSLSE g plaie Lot gzl s "aieaY LSl
20679 8.2.4.5 Define and implement IT service management el (5 ,5ld Sloas o e (5jlwodls g i yai S ld Dleas joe a5 > Cy pow g Slotiy Wil obnl ( Hhb 0 oS olacudled (gilwosly g iy 25
Deflnln.g and |mple.ment|ng act|V|t|gs |nvol\(ed in deS|gn|ng, crfaatlng, 5 sl 5 )5 cilo g oLl 4 by e 6lo)lS aes 1 i} dited 5o slojl Ky sy Sledl
delivering, supporting, and managing the lifecycle of information < S elS it N e L IT bt LS ato o
technology services within an organization. 2 oo 55 el glo S sl el jslie ezt s o e e
{moso YR IT cwns
20680 8.2.4.6  Define and deploy support service management process tools and Sleds o pae al s sla by, g Il Etul g cy yas
A ' - _— . - . loo s s a5 ledbl (g5l sl Sl g loas 15 4 Slaciy @3] gl Sleas sl
methods (IT} L., Establishing services for providing support to users of IT services and ($looyis wegame oyss S 558 o el 5 Slood ol e Sty Wl sl oo ol
~ solutions. Define the plethora of services along with tools and 2l b )58l 3 S game bl )5 @ Lol Gosb 5l plojle &5 alagis; 5 Loyl o yendy lass S
methods by which the organization assists users of computers, o ol g oS asmine | IT slois cilises Sloas i g} oS oSS  SwilSl Sy xS Y guazmo
software products, or other electronic/mechanical products. {0 a8 Seig 2501 S5z g 33005 il So)lS 4 Loy T alomsg & 45 08 s |, (laibs,
20681 8.2.4.7  Monitor and report IT performance aledlbl (5,5l o Shae 23 3,155 5 ol Supervising, analyzing, and reporting performance of mformahon . il 5 oo ;5 5 Shae ol At 5l limebol (sl e (g5 5 Shae 23l 5 el ol
technology to ensure they are on-course and on-schedule in meeting s 15 Ll o asls « bl Lins el o ons e L
the organizational objectives and performance targets. 200 08 ORRJ SONeE FRUATLS 9 IR & (e S 0SSR
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20682 8.2.5 Control IT management system oMbl (5 ,5bs cy o pllas S Lol 5 Jelod S g0 Slas (gl lre Gyl 5l DDl (6)5L8 2o o pllai 208 g i
Regulating the IT managem?nt_systedm tth;Jg_h pei;formince ot U155 4] (el oasolmyl 3y, g beodg s elons alin T o copnsg - ol sl I3l glsil 51 oolicial
measures, governance, analysis, and monitoring through a variety o . - i i ‘

X ) X ) Llos ol |l o ,Shae glo aslis 5l oolazal b 1) IT gy it 1 s duslos (ob5, !
analytic tools. Evaluate IT finances, resource, services, projects, and ’ S SEATE ? ” = S0
Value for. report OUt G d.u.f R |) IT 6&0)5); 9 Sloos ‘éJLuq “;Lo MMB 9 J....S J).«.AS 9 L}MJL Mb 6Lb)l55)l.w

{owms &l 4T o S0l ads S oy
Sge) 9 )l 58S )l Sl

20683 8.2.5.1  Determine IT performance measures M| (555l 0 Shae { Giziw) glo)las (yanss !Determlnlng. measures for' evaluating the performe'mce of IT services oo Slae 6oalS slamls ol 1o Sledbl 65l s o Shoe ) sl old ene ass
in the organization. Establish key performance indicators, including R L Al
the IT services performance index. S O ) 1L e a50es Az e

20684 8.2.5.2  Define IT control points and assurance procedures governance model (i o _isolicabl sloasg, g oledbl g slid J S blis cay yas JS 5 S b JelS JssS Glgn o Gopb 5l as colaist slas S5 ¢ bslo b cueSl> Jow G ol

Gy ) imalsl gl st 5 IT S bl ing} aSl> oo Establishing a governance model with its own structure and functions et | 3l ol 0 i U5 s )l slodssy 0,5 Jlas! Sledlol (g 5lib g pre wmpes
from where full or partial control can be exercised over the entire IT
A0S atie aSle Jae S B Lo 1 Lol s plos] , . . g b asl axls ettt dylly 5 jlislo o5 08 (L IT (gl (2aSl oz le G rginf aS
e 2eSl Jao S B2 L S ot el management system. Specify evaluation and quality control o 730 b sl PR eI
procedures in the structure. ly CeiS S8 5 0 ,Shee bl oy bl plen ;o 50,5 S8 LT g pae s J5 Ll )

20685 8.2.5.3  Monitor and analyze overall IT performance oMbl (,5ks S s Sloe Jdow 5 il ) .

Monitoring and analyzing information technology performance 2SS J7S Soley 5 @Bged LSSl Gl (6l Sledbl (5 )5L8 5 Sae sl a s o 5 o)l
measures to ensure timely completion, and that quality assurance is aod wygd tabe 08 Julo 5y ) IT o Shee lagasls s o} IT Sloss ail)) Jo e aen
met at all steps of IT services. ogion cule, loss Jolye plad 5 CoinS 5 Wsdioo plonil ey o [T slacollad

20686 8.2.5.4  Monitor and analyze IT financial performance Sledlbl g,5kd o o Shae Julow ¢ ol . ' . . . o il oMbl (6 ,5ld o proe pia 5O 0t i 5l slagangle g (Jlo Slaal Jdo g owy
Checking and analyzing predete.rml'ned fmgnma! tar'g.ets and. tlnrpellnes sl oyt 5 Al | ooln] slanals { Jle Bl o] 55 f3me 5 6 piueslSal ecspglogm
of IT management system. Monitoring their profitability, feasibility, and ] Sialn : e LA LIT et ot L il |
consistency. Study the revenues generated. 2D B0l 9 0% ko «55lg 5 9655 Sl [ T Gloj slaasli 5 Lo Saslisny

AowS Julos | IT slacudls 5l Jol> slaasls g 68,5

20687 8.2.5.5 Monitor and analyze IT value and benefits Sledbol (6,9 wdlio § o)) Julow 5 o)l £ o g ving th I 4 benefits of [T . 5 ol @dlie aSil 51 lialol (gl Sledbol (5,5kd Slaos o e gdlie 5 (b3, Sl g (oo

xamining and analyzing the value and benefits of IT service . o L
. . . Y ‘% B oS oL, L IT cleos co pow bl ":'}w‘ G 0 el cladis
management to ensure benefits outweigh incurred costs. 2 oo U0 Sl A SRS e Tt S SR
Al S 00 By ol o plaatyza ) T Caadie 5 05

20688 8.2.5.6 Optimize IT resource allocation ledbl 5,5ls ale (anass sjlwags Create process to assign and manage IT assets that support et plosle oy Slaal 5l as Sledlbl (5,0l sla olyls Cu pow 5 arass gl a8 ol
organization's strategic goals. aS e

20689 8.2.5.7 Manage IT projects and services interdependencies A (5,3l Slass 5 laogs (o sla Sy S 2% Manage capabilities required for the successful delivery of information &34 < @oablé sams pll |, LMl 6)5lié slassy Goge b9 sl SLisyse lacall cu e
technology projects, which, by extension, affect the success of the Sodbge lp ¥ o len g lagsaialys dan zin WS g0 5 IT Sloas S by ]
overall IT services. A9 s v Sledbl 6,5l Sleas IS CoiS b oS Cogis g i [, IT slaogs

20690 8.2.5.8  Report IT service and project performance ALl (5,5L8 slaodsy 5 wlaas o ,Slee 255,55 Process of collecting, analyzing, and reporting information regarding s SleMbl (5,5l8 (slaossyy 5 loas 3 Shoe 4 bgs o Sledbl a0 5135 5 Jalox (s y90,5 anly3
the performance of IT services and projects. dawms (5155 1) a5 oS o 5 6 9lmen [ IT (slaogs p g wloas 8 Sloe @ledlbol

20692 8.2.5.9  Select, deploy, and operate IT performance analytics tools el (5,5ld o ,Shoe Jdow sl 51 5 1 1050 5 5l sl cslses] _ _ 0,Sles 05l oo (5,20 Sledbl 5 Sllee Sledbl Sl bosls Lo glys 1) ools o I3l
Select, estgbllsh, and operate apalytlcs tool tg analyzg data and 1y ol i) S o0 5 syl enlsel coSlae il b o) ssbiteds coleStbl g qlid
extract actionable and commercially relevant information on IT s Losl b+ b st oSl « S Lot | IT leosls 26 S coladll o ol
performance to evaluate or increase performance. Al )l 5 (8 ke DALy 057 Jolo |, T o Sloe slaosls o5 057 giluel 5 -

{A:_;S);J;djwl) 0, Sloe auiley b o I3

20693 8.2.6 Manage IT value portfolio Sledsl (5,0L8 i3, S S e Creating and establishing the value portfolio. Defining, analyzing, and 5 g laSasle jo doggy o3)) (owy 9 Judod ety o ledbl (650L8 5w jlhainl g ol
examining the value of projects, investments, and activities of the IT segozme S ypots [ 1T (Glags liSalo s 5 Loy dod s ginf Dol (5 )5ld oj9> (slacllad
function. Logd e 5 byl s Lo ] (25 b a8 (mplajls 5 iy 5 () (i poke

20694 8.2.6.1  Assess performance against IT service and project value criteria 6 9lid slaoign g Sloas 33,) sl loxo 5l ooliwl b o Sloe ob5)! S50 gl 38 3l oledlbl (5,5lb slaegs 5 Sleas Llowi g (559105 jpaieas o Shae ol anl 3

e Proces§ of evaluating performance to pollect and .analyze IT services 5 leas o Shee s im0 Jols lnabo] onbimess sl lone polil  IT (sloossyy 5 olons i
and projects. Ensure expected IT service and project value based on . ‘ ' . i} 4
established criteria. Jlaslas” o5yl ausd relae g oS Lo g o pslans 1) o] sloesls S w2 |, IT slaojsyn

20695 8.2.6.2  Quantify value of IT service and project portfolio investments 69l sloggp 5 Bless s slacs JaSwle o (33, (s 5lu oS _ _ o @ode )l So e Gayb 5l Sl (555l 0392 slatadlad g Laojg s el ale e (551 (L5

e Evalgate the vglug of .the mvesltr.nents, prOJec.ts, and aF:t|V|t|es of IT o S ) i) 395 S senS llee sy olgm omsilh 4 i SayT sly o Foslail LG
function by assigning it a quantifiable value with a profitable return to o PR o — ' ‘
business Operations. et B oS (6 e lail aseie sae SO L 1) (Cudlad 03« 08 ke pun) 99 o ol IT 09> »°
AAS o S S g (559000m 4 jaix laedlad opl a5 88,5
20696 8.2.6.3 Communicate business technology value contribution Mg 6l 6y9lid o ,8T 35,0 e 05b50 Sl oMb c o the value addition {h  adonting technoloay tardet g j3logm g a2 Lo Sldoe a4 olitws Ban b 5 y9ld (6,5, 5 5l Jol> 0g33] 35,1 Jlas!
onveying the value addition through adopting technology targeting w1 - o e , .

, ) X ; lacudled Hologw g Kialon aloil g yiin b3, oloul a4 s> (g ,5lb 3l oolatul auas oylis ¢ )

towards integrated profitable business operations. ¢ S P S O e
{“‘*Scs‘ SIS g
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20697 8.2.6.4  Determine and implement IT portfolio adjustments CAPSYUR P TE SV IRV P JOS IR N _ _ _ _ o iy Gy, pelul Sl (5,5l8 slacellad g aojs g liSaile s sl,21 5 (6 S o
Determining an_d |mplement|pg IT investments, prOJects, ?nfj activities i slocd iy 4 4z b ssin) S g S Gilaal 4 ol jliieds S0 Lasa )0 (g lid
based on trending technological advancements in the existing NPT T, e - o s
environment in order to achieve overall business objectives. =5 Ll ol s 095 plosl T slacis 5 s I3 sl a7 20 5 ol d e 3 65
4395 Gime S genS S Clual
20699 8.2.7 Define and manage technology innovation 69ld (5 9lss Cupye g iy a5 1y oany] ;5elogi ailyslid slacell 5 alie . lojl (15,0 50 (5338 5yl Cupde § Lozl s
Outllng atr.1d msnage tr;]e mgovac’luontof t(;echnology V;Iltthln t?e —— B 5155 sloosy oS (650,40l SledMbl (g 55L8 (555155 slags T sle jus (gl S S0 g 3ako
organization. Research and understand emerging future technologica i . N ,
. e WS Cu e g st |y lojle (55518 ()5l oz lr it WS 12l g s saelin |, 12
concepts and capabilities. Plan for IT innovation investments. Plan R O f” SIS T e TTIGRIERD P
and execute viable innovation projectsl 9 95 (g5 4l IT slesyols 0 G 8 lo s slp WS S0 g gwyp 1y eaisl Hoebsi slacs,glid
{osS 121 5 s paalin 1) (Jos ailglss slooss
20700 8.2.7.1 Establish selection criteria for research initiatives g SISl gl ol gla e s Estabiishing the standard f octing IT AR ool o lae b (yas gunad jglatods Sledlbl (5 )qlid cidgls (sl Il Gl (gly o lasbiwl puns
stablishing the standard for selecting IT research initiatives to align . o ) . , - ..
) 2 S i . . ol IT iagh slag,b b oS sasie glaslaibinl ;) sai] slags bt Sa
with organizational criteria for implementing future technologies. Pl s i ST B Tt el el SRS 65,54 Sl
{Ml) Salen cuss | 6L°L§)5L;é )‘ solazw! 6‘)‘3 uLa)LM: Lng)l:_:.a Las Qg
20701 8.2.7.2  Analyze emerging technology concepts 9ty slas gl puslie Julos A . 4 future technoloi I o th ation ) 093 Sl (5,5l slacbld S| lejle et b das e jgmmecans] 5wz slags sl o3
ssessing new and future technologies relevant to the organization's . . .. _ .
o , ST gbgonailss o)bys Hlojle jlaileia b as oS b)) 1) s vouuy] la s 5L
vision of its IT capabilities. O CRETER ART O T R T T 3 a0 SIRTR S 5 SRE)
fosl olgseen
20702 8.2.7.3  lIdentify technology concepts and capabilities 6918 slealld 5 wealie Ll |dentification of conceptual elements that define the benefits of peplie d Wi et giny} WS o iy 55 |y S 5 sl (558 SLl3e oS soste polis olulid
technology to business. 1,0 5 g (sl 2blie a (5 y9lid wimd oo (ylis olaailie o
20703 8.2.7.4  Execute IT research projects bl (5,518 (293 slaess» sl>! Implement information technology research projects that focus on Olojbe Sl (555l8 (sl Ll 5 Sloas Slaal 3azs a5 Sl (5,53 (agsy slaods 1>
meeting the goals of the organization's IT services and capabilities. 85,10 55 o3
20939 8.2.7.5  Evaluate IT research project outcomes Sl (g ,5ld gy saodsm bt b)) [ i [
proj &9l gty sleojen mls b)) Assessm.g IT research projects based on defined outcome i 5 g ] ool e o 5bih gy cslosie o)
expectations. ’ <
20704 8.2.7.6 Identify and promote viable concepts Ll B pwolio gug s g ololis Detormi oot viabilitv. P @ rel T ; hat t 9 oo 00,90 1y S g Blaal a5 ledlbl (5,5l Lo pe slas ysle g 055, sl CublE s
etermine project viability. Promote relevant IT innovations that mee . . 1. ., : .
) L QS| oSS S eSS Glaal 4 a5 T Las o sl ,gls 5 oS i |y 0590 & iy Kl : s}
business objectives. T TN TR RO ST R D S0 SRR
{3023 g5
20705 8.2.7.7  Develop and plan IT investment projects Sledbl (5,58 (5,la5ake o slaolg s (2,40l p 5 ik Dovel 4 ojan | t locat e for i y Slaal is jgliteds Sledbl g ,5ld sla oM Gl e gl Sawsids jarass i ,aeby g b
evelop and plan long-term allocation of funds for information , )
) LS e slacdan a5 oS (65 4k l LIT cosaids gloassg i m) 5 eSS
technology endeavors to meet business goals. IS =5 Shotdin g b bl R
20706 8.3 Develop and manage IT resilience and risk SleMbl (5 ,9ld Sy 3 (5,550l o e g dnwgs e Gl Ll L S bl s » Sl el oy clons
Develop and include the processes required to rapidly adapt and P B 7)o b G dag b PESTLSE o 250 0 g 55y 5 )5 sl oY sla 2
respond to any internal or external opportunity, demand, disruption, or =~ &l 5 S Su e ly 425 5 SePll Sl 69,509, WS 8Ll g (b 1) Sledll 65l
threat to IT. Develop a more dynamic, strategic, and integrated HIT daoee Ol @ oy (iiSTy Sl a5 wigs adlisl g ol (ol S g5le (gmf 0utS (g Sllasl
approach to managing risk and compliance obligations. {058 UK sl Sllill Cole, 5 Sy e sl icibanio g pipormenie (Slogid paizmed 5 A8 ol
20707 8.3.1 Develop IT compliance, risk, and security strategy SledMbl (5 ,9ld el § Sy ¢ sldail (o35l g0 G3kd GISILE 5 b cllae gl olos il g acled . lojle Jawgs S 5o o pae 3l leb!
Ensuring that the organization effectively manages risk. Develop rules Sotol g (Sloye o Sz)liSo Bl sl (650l 9 95 S |y Sy inled agd DAL
and standards for robust IT operations, manage risk, and adopt IT L Lo glaaSinyy wilsy lojlos B 053 )35 olaylSg5le conf oS 3551 oledlbl (5,5L8 sla lyl
measures to protect integrity, confidentiality, and security of IT assets. 095 Sledbol sla olls 5l sblas Sleladl (gl g Lao jlasbiwl oy ya5 b g 00 S J2uS Soa joboas I
1S coles
20708 8.3.1.1 Determine and evaluate IT regulatory and audit requirements SleMbl (5 ,5Ld bes g Slpphe Sleldl byl g s . . . . i
guatory g S5l ooz s e 2Ll Sl s oo Determining and evaluating IT regulatory and audit requirements. Sl G a1 el 5 sl Sl oMbl (5,5 sl 5 1, e Lol b5 g Cppnend
Train emplqyees on regulatory and. audit rgquwements. Re.cor'ds for wb o S5 g 398 (6,5 aul losd upls 5 e gxlye sl oY Bl e
the appropriate regulatory and audit agencies must be maintained o b s il el gt s insd et 5o alos o ool o Ll o L3
and the new product process must be approved by the appropriate Figel gz 5 P8 Sl i s i 2 2l e gl o Ll U2
regulatory body before it is published to the organization. {dgame Lasil 5 3 o slaoles anl by g Bilgmr (5,00 i cnl 3 SLSIS
20940 8.3.1.2  Understand business unit risk tolerance g laasly Sy Joos oo S0 aiz b SOl o0jl g Sty doboe 38,5 150 b 1y S geenS laasly 51 S o S, Joms zolan
Understand the risk tolerance levels of individual business units, Glodely 4 a7 g b S g aly 10 0 sy it 0 S0 A5 e 5 (S iy BB el
given risk-return trade-offs for one or more anticipated and . e e » i L § i
predictable consequences. SRS Sy Sl g A A B Rl cedd =l < 2 2 Os 5
20709 8.3.1.3  Establish IT risk tolerance IT S, Joms oljee oo Determine the §pe0|f|c maximum risk tg take in qgantltatlvg terms for SlocSny, ez §f dbogs o S, Aegazmars) p2 (sly oo oyp 4o |, Jged b Lasiie Sy, ST
each relevant risk sub-category, including strategic, operational, S s L]+ e e Sle S5l o
financial, and compliance risks. A e Sl 5 e o Slbos oS
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20710 8.3.14 Establish risk ownershi Sy Slo s i indivi i i
p 2 O Establllsh an |nd|\{|dual or a group who is ult!mately accountable for b IT (ol sl e 5 icalol Jgims cles 15 45 08 iyonss |, g5 L 5,0
ensuring that IT risks are managed appropriately. ’ ~
20711 8.3.1.5  Establish and maintain risk management roles Sy Sy slo s Lai> ¢ aloxy] 2 Sy o poe Gl dled den g oS Ld> g i ) Sy slooje 51 Gy 0 paast sla i
Determine and maintain roles that are specialized in each risk areas Sialon Vb gob & 5)l55 5 Telr) pasiol Jile (28,510 b1, Sledbl (5,513 059>
and coordinating all risk management activities for IT function with IT jo Sy Cu e slocllad § Wsd (el s (Vstus Sy 055 0 Slp sinf S
due escalation structure. Sl i o i GBSy 535 Sy30 4> A5 6 ysbods 135 plonl Kinlon 5z LSy 50k
(il ansls 0925 VU (o e pobaw 4 Lol gl ) 5 555
20712 8.3.1.6  Establish compliance objectives Gldasl Slaal s . ’ . . )
Establishing compliance objectives which ensures that the Gt S &5 Sl (S S5 sl sl plasl aSiul ) gl jslinesy Gllall Slaal s
organization has systems of internal controls that adequately 3995 Jolo (el b 098 el (Sl iaf A so Sy oo 5 (550503l canlin jsboay | Sledb
measure and manage T risk. 100 0925 IT (glacSian; o e 5 iomins (sl p3Y (310 (sla 7S 5 S g3l0 lejls
20941 8.3.1.7  Identify systems to support compliance Gldail ylaciy slaaibole olulis 2985 by Sl 50 () 5ke DLl 51 Slatisy (6l Sledbl (555l slaISaly (6,5 1S4 5 oLl
Identlf.ylng and adopting mformatlon technology SO!UtIOI’]S to support 6l 1 IT (slo ol i} s e |y S g 00,5 s | o]« cslotss, 5 Lol
changing regulatory compliance. Safeguard compliance and manage Lo | i b s o e s S 1ol e s e i o s
risk by outlining the risk policies and procedures. ) S DO D Doy SARg) 9 et D LT @R e O e
{..\....S Cupde |y Sy g 0sS
20713 8.3.1.8 Identify and evaluate IT risk SleMbl (5 ,9ld Sy 23l g ololiss 63 Sldas cul (Saw 4 placled Jb5)l g ololis 51y yeiue g @Bgeds an T3 G drwgs
Developing a timely and continuous process to identify and evaluate . ‘
- . i . i aseis gl @ 5o S g3le SO olou!l s oS Jisee |, IT o995 S Glaal L cled!
activities that might hinder IT operations or an IT project's goals. I RIS R 5 o0 Bl Sk T SR i
fames 8 ,5b cou 1) Sledlbl (g 5ls slaojyp cubdge b IT o Sloe iy oo a5 Lol romiw
20714 8.31.9 Evaluate IT-related risks resilienc Sledbsl 6,5l b Lo o glacS, ol ,o gyslel b)) i
y &9 d SO alC) ISP B ISERCITL o 3)) b?"*’ J“GL"Q‘“[Q‘L“'\""SLS'L))‘ ‘) uLCBUa‘ 6)5Ldlaja.u).n LSLQ&W.!) ).l‘).a )b 6)3|ul; 61.66)3‘)-«.»»‘
Assess IT-related risk resilience strategies to ensure that the
> , o ablis gl lojle oo yual, a5 sgi s S e S e e ysbay |y 395 srSay, lojle
organization effectively manages its risk. ? SO SR T S eon S SR e T 1 sl og s e
20715 8.3.1.10 Create IT risk mitigation strategies and approaches SleMbl (5 ,9ld Sy LzalS (los S0y, g sl il (g5 . ' . .
Developing activities to improve performance opportunities and 5 Lo lynal bl 5,5l )2 losaags Ral5 5 2 )8oe S50t slacee B i3l ln alocolled (b
lessen threats in IT. Evolve strategies and policies to attain et Slp odled anug i mf aepd JalSS g anwg (Slojle Blaal 4y gliws sl |y ol
organizational objectives. { Sloslos Bl &y L (sl sl 5 bagiil sl (905 5 T Slogags Sials 5 5,8Las
20716 8.3.2 Develop IT resilience strategy ledbl 5,0k8 (5,510 5 1l 2995 Developing resilience strategies of IT across the organization so that ;
A N , Lozl gl 5 6,e5sl> sl losls pol s ;o IT (5,51l (bo gyl nl opgas
prospective risks can be avoided. Sl > srTstr sl Slasbe sl oo T 9l ol s
20717 8.3.2.1  Determine IT delivery resiliency S 5,5l lons @il (5,51l s halS g ledlbl (,9lb Sloss )l aiT b 5o o pae 3l Gliebl 1y (655l0b slags sl uns
Determining resilience strategies to ensure that IT effectively .
) . . . 08,5 digp |, 093 Sleos &l 0T 3 b ouS SaS IT @ a4 Sla g, ol o
manages it's delivery process to mitigate risk. 90 e o s PSR TS e R
Tl Jlas 4 1) bbSs
20718 8.3.2.2 Determine critical IT risks oledbsl g 5l oSy yoes L . L .
S P 8 > "~ Determining risks that could disrupt objectives of IT. 38 iz 1) Sledlbl (6,9 Slaal wilg o 4 oo ) (s
20719 8.3.2.3 Prioritize IT risks SleMbl 5 ,5ld slacSKus, (soiuca gyl IS Ol el S g slasls bl Sledbl (5,9l 05ill sl (souca gl
:?rrlstgté?ﬁ[ypotentlal IT risks based on business need to ensure overall N 3 ol b s s Sy sl o] ol & gs U IT ool lackis, i} IT
{ogd bia> cledbl 5,5lé b
20720 8.3.24  Establish mitigation approaches for IT risks Sl (555lb (slacSas; 28l slas,So5, sl Establishing activities to improve opportunities and lessen threats for 4 45 SLhdl ciy a5 n ) Sledlbl 5,508 (6l loapags (2al5 5 ot b 254 (slp (lacllad (505
IT. fams als 1) Jlas! slassags g Cugi 1) 60,5hee slacus b 0iS o S5 IT
20721 8.3.3 Control IT risk, compliance, and security IT coel g bl « S,y J S 318 3929 Sledlbl (5 )9lid slacSus, S5 Copie p 555 S a5 auS Jols il
Ensure effgctl\{e coptrql in qverall IT risk man'agement, formulate and S geS Slidae pl s 0 1, ol il 5 0 12 5 32505 s (sloolys L e sl 52
execute guidelines in-line with regulatory bodies, and manage " T s b 1 e bl
organizational security throughout the business operations. ST i ) Sande B wsle g he S 5 )l gl Sy s
Lobosle sleedls J5 5o ol o poe 5wl ke b guate sla o]y giuws
20722 8.3.3.1 Evaluate enterprise regulatory and compliance obligations Jlosle Blbil 5 Sl Slagss b3, i [ i i
p g ry p g Olosle Sl 3 Sgl wlagss oL 5,1 Evaluation of dynamlc, strategic, ar.1d mtegra?ted'approach to manage Sldail Slagas 9 Gl Sl o e (glp ax LSS 5 SOl il gy 0,505, 23!
regulatory requirements and compliance obligations. T i
20723 8.3.3.2  Analyze IT security threat impact S 5,58 (ol slawad <31 5 Anallyzing the impact of threats to critical IT assets across different el 2 ol chlizie slasly 5 Lot o Sledl (5 k8 Sl lastlle » lozags 53l Juls
departments and functions in the organization in terms of quantifiable ;o IT see laolls 5 it b6 b 4z tel slossags aSnl cwyp i b5 Soslail BB b
results. i)l ool cilizes claasl
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20724 8.3.3.3  Create and maintain IT compliance requirements IT Gldail Slel3l 5,laeSs g sl Deve.zlop and maintain IT compllelmcel standards. Maintaining 5 Loyl Ly oo pens Syl oS 65 5 205 |, Sledlol (g glié skl (slis ol
requirements set forth by such directives as GRCP, PMI RMP, _ , _
CGRC. CGEIT, CRMA. 0yl 455 55,4 5 <ule, |, CRMA 3 GRCP. PMI RMP. CGRC. CGEIT wsils o ols5
20942 8.3.34  Create and maintain IT security policies, standards, and procedures S9l8 el sladng, g oo il daculw (5,lagSs 5 sl SIS g b 1y Glojle pwlpw 40 00ls lanl > (cogas may> ued g §3lucres] sl p3Y (5 lore
=Ly Develop and maintain an architecture for securing and ensuring the ol IT (sl Sl 5 Sloas 5| posl ooliias] aass sl 1, ledol (6,9l ol (glocanlins S
privacy of data flows throughout the organization. Create, test, _ i . L
. . Al e g du,le &5l I I R P~ JUIPA A JE 0N B G W }..\....SI >| 3L 5, s
evaluate, and implement IT security policies to ensure the safe use of : ~5 a5 (LB oo oz e ¥ o = TR
IT services and solutions. 3leolazwl b oS oolﬁ olejlw ;o g oS Lgle.)‘)‘ PUVEL SV D] IRV W It IT s‘*‘-“‘ il dcgoze
{oal ol IT (sla (Sl g by g o
20725 8.3.3.5 Develop and deploy risk management training Sy e sloogel sl 5 (b e slacs,d 5 &l op Sl ol S50 ledlbl (6,9l slacSus ) o pae die) ;o ol b)ge]
Develop an.d |mp.I(.ame'>nt t.ralnlng in regard to mle?naglng IT risks, . oSy, 05 SS o3l 4 45 0 [zl g b b g0 cim} S L2 5 g S genn Slaal |
understanding criticality, impact, and opportunities associated with I P S | s LT
business objectives. Shally bl 4z laceop o g lanaly ormal 8 SllaSiny) (al diagdy 5 05 S0y
1l ) gews
20726 8.3.3.6 Establish risk reporting capabilities and responsibilities Sy 23555 lacdsius 5 bbbl sl o . ) o ) ‘ )
Establishing processes to communicate IT risk to the organization. Slojle o ;o Sledbl (6 ,5l8 slacSun ;) Slo,edbl sl olaanl,b obxl
20727 8.3.3.7 Establish communication standards bl slas lastiw! sl! Sy o2 Sl il SISl 3890 S0 sl aly 4 4 Slejle (yg,0 bl sleo lastiwl (905
Es?abllshlng standards for communications within the grganlzatlon . i 5 oo o] 5 ozl st} S e sl el (5,55 lass 6l ot 5 1S g (sloasls
which creates the road map for successful understanding of strategic e LS Gla | Ll ol de sl T < sl s b s
initiatives for both business units and information technology services. 22O 9 TS GRS R SRTHIARIRTTIL 4R 5 D g TR AR B
20728 8.3.3.8  Conduct IT risk and threat assessments IT Claay § S, b, plol rdycan! bla g oledbl consl dT Gla ol Goll 1y Sledbl (6 ,9lid wags 5 Sus, ool
Evaluate IT risk and threat assessments by way of IT assets
: . . . o ] Dol (5,53 sla I 4 az i b 1) sags 9 Sy o)l @l s b S bl olejle G0
information security, and breach points within the organization. gl ST SR I e SR O O
fosS Judos g oy oloslo a5, b 39 Jlois| slaJoxe g banosls el
20729 8.3.3.9  Monitor and manage IT activity risk SleMbl g ,5ld slaclas 4 b oS, o ol itori ing ri i ithi
g y Mol (5,58 slocodlad 4y by 2y S pde g O, Monltgrlng and managing risks related to IT adoption within the Olejbe 5o Dbl (555L8 (625 a5 Shpdy 5l (AU sleSun; Cu e g o)l
organization. :
20730 8.3.3.10 Identify, supervise and monitor IT risk mitigation measures IT slacSus, Lol ololadl ol 5 o jla o ololis Cagii sy 1y leladl . ledlbl (659l 10 Sy S pie sl Slaladl 51 S b ol g slolis
.Identlfylng. and supervising a blueprint of measures for managing risk ke sl oY Ll ] Slacgazma cia} aniS inly 35 sl Slagags LalS 5 lacus b
in IT. Monitor actions to enhance opportunities and reduce threats to - X . o s .
prOJeCt ObJeCtheS ).]4) ) 1) Slaladl u.:‘ Lg‘)'>‘ Qg O 9 ‘ML: ails u)Ua.: Lbu‘ 9 oo)f u:JJ.x.: |) IT LgLRu_im_\)
{al G2als 055, Slaal b Las e slaosags 5 Sl oo 3 b 0y 5
20731 8.34 Plan and manage IT continuit Sl (5 ,5Ld pglas <o 12,4l i i ' ili
g y Mol (5,9ld pglas o powe g (S52,46b Flannlng and managing IT's ability to recover from exposure to 5 15 Slaag b agalye )5 Sl 6ol sl ollss o e 5 sty
internal and external threats.
20732 8.3.4.1 Evaluate IT continuity oMbl (5,9ls polss b, b A3l slosags b agaloe 10 IT SLsk Sblg g Sledlbl 5 59ld o595 10 45 gemnS slajls b))l
Evaluating IT business needs and IT's ability to recover from internal
Sl (5 ,5ld Sloas g i a> ax b g o ls IT 5 slajls ax S geenS 0sS ) DS ES
or external threat exposure. o I I R RR T e ORI R sr e
{0,553k wole comsy 4 (25 b 51 slassags 59 5l o diilgs oo
20733 8.3.4.2  lIdentify IT continuity gaps SleMbl (5 ,9lid palas slocdlss  olubiss auS e g AT Sloas @S 28, 10 ledlbl 6,5l lojle by lacusgame olulis
Identifying the limitations of the IT organization's ability to remediate
) g ] ) a> ¢ 5, 1, cledll Lé Sleas o b Pl o S8 Lsb ol o> ax B IT lesle
disruptions in IT services. P ¢ #BPEE eSSk s il Bl o 02 o
{.o)b S42g A} Q%l N ‘_,’_imeﬂagm
20734 8.3.4.3 Manage IT business continuity ALl (553 035> 53 S5 plis <o e |ntegrating the disciplines of Emergency Response, Crisis ol 5 (9l pglas) anxlé 5l o SL3b o Co e (o) lasl STy slae e (g 3lwax LS,
Management, Disaster Recovery (technology continuity) and Sinled pomaie O ygods g axbd L3 0o LS 1) 09> o cnl ) .oledbl g 55ls 09> 40 S genS
Business Continuity for IT. {553 masi o g oyl Lyl 10 IT Gldas g Sloss pglas b s
20735 8.3.5 Develop and manage IT security, privacy, and data protection 092 o Wools | cbili> g cogas m > wutal Co e g Ay Ol pul i ;3 00ls slapl > cogas m > e g (55kerenl Gl (8 lere Ll 5 Bl
eS| (s lis Creating and deploying an architecture for securing and ensuring the 1y oMbl g5 slo Sl 5 loss 51 sl iS5 zrpmms oolisl 45 o dxwsgi 5 Slomy] o IS5
privacy of data flows throughout the organization. Create and develop ) .
e ) ail el Slosle JS 50 osls b, b oS gjlwosle | (W Loso 1 it 0SS
protocols that ensure proper and efficient use of IT services and Ol lashr 5o faesls ol i Sihoesle s PLb Fhns 5 sl i
oS solal 50 g peul o ciwyows IT ol Sal
P A RS a i T S ,0R)
20736 8.3.5.1 Assess IT regulatory and confidentiality requirements and policies IT Sy § 59 slacalw 5 Slll o) Sl b, el (g55ld loas o e b colan (7S (gl 0aiaid 3150 aclgd b Jgol b))
Evaluajte prlnC|pI§s or rules employed !n controlling, dlrt_ec.tlng, or 5 U sl losz )z 5 crlyd Jpol 4 0niS oy tisinr) Slayma b ke slacinlins
managing IT services. Assessing requirements and policies related to _ . ‘ )
confidentiality. 2oyl ) Sledbl  Silo e as bogs o slacanlow 3 Slall (pizan g wigi o oolaiwl IT Gloos ey poe
a8 Jol> loabl lag)] Gldail 5 Sole) 516 0
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20737 8.3.5.2  Create IT security, privacy, and data protection risk governance 2 osls 5l cbli> 5 pogas m o wuksl Sy CaaS > sl . . ‘ .
o - T : sl oopas my> Gredd 5 Db 6)5ld ol oSl sl losle 9,509; Ca ke 5y
el ¢4l o35> DEfiNiNg and managing organization's approach to governing IT B ‘
security and ensuring the privacy of data flows throughout the B S Cunde 505,550 oSl ald ol Slaiidy Gl ) @le)lnl glosle pulpw o 00l
organization. Establish and manage tools to support the governance (i (65,505) 5 sz )lz igin 398 xS sl leile pogad > Al 5 Sledb l eolitulgu
process in order to avoid misuse of information and breach of 5 a5 Cynimad g 59 ool aionllss jsbas sl US55 ools cogas my > Laim ¢ IT capiel b aiS
organizational privacy. {05 Sl o] (gLl b oolitnlegus 51 5 wisdd oy ypis (sims oy oSl b S 50 ol Sgjles
20738 8.3.5.3  Define IT data security and privacy policies, standards, and oyt o 9 Sl Sladsg) g s aibiw! daculiw s a3 TOlbl}  cogas auy> g 0ols el sladug, g oo luslbiw] (ol ie dacaslow Hl atwl g Cpgas
procedures el e alh < clmoslo Outlining and establishing policies, regulations, standards, and ‘ Lin s ool coial b oS 13 i ], oY aled g oy o & in} deSlL]
SIS brocedures for IT data security and privacy. TR T S R TSRS AT D )7 S5 5 BesTR e
{ogs cule, wiepllss & 904 loslo IS 50 cledll
20739 8.3.54  Review and monitor physical and logical IT data security measures S 3t slaools ilate g (So5d el Sloladl o lai g ol - . o . . &yl cual asile «oledlbl (5,9l slaosls ilate § (Ko 5ud Caial ;oldd (il g oy 2 (ol
e Identnfymg, examining, and reviewing physpal and logical IT data 6l 45 alien oSyl ) o yid S 5 )5, csla JS5s s (Aiaiyn (sl IS wiile)
security measures such as hardware security (smart cards), T oo 51 B st bl e Lot i G . ol | ilin
cryptographic protocols, and access control. 5 20l 2 G gd Syl 5 (lulid wigd e odliinl gats 5 (Kb o o Laodls
A Jol ylieb! Sledbl ol Lai>
20740 8.3.55 Review and monitor application security controls SOy slaaal el (sla S ol g b Iden.tlfyl.ng, examining, and reweyvmg security cor.1trol for IT . lo JS5g 1 s ledbl (5,55 (65,15 (slaaals 4 bogrpo il (slo S iaril 5 comiyt satlolis
applications. Test, analyze, and implement security protocols in order S sl s T 5 s el i | oo
to safeguard IT applications. 5 Sjleosln 5 Jelod et TT 08 slaasliy ooty ) e
20741 8.3.5.6  Review and monitor IT physical environment security controls IT S8 o toiel slo S il g il ooy 19 dlE SRATITING SCCHTLY LOTTOTS 10T PHYSILal STVIFUTTTETE s i 5 Slig el wile IT (S50 lamme 2ial (sl S oyt 5 (2lolis
: of information technology such as business facilities, equipment, and
20742 8.3.5.7 Monitor/analyze network intrusion detection data and resolve threats oouags &8, ¢ 4Sids 3985  yaseis {dilolo) cloosls o g ol
Y e T S sla el 35 b e Callis 055 i (ol 45 858 it {slaatlelod 3 ) 5 ol
Mor'ut.orlng an'd'evaluatlnng ngtwqu |ntru3|0|.1 detection fpr any 5 Skas i ins) Sgd sk 4K Sgzg0 Cariel 3 b by adyags b 0 olulid |, e SIS ¢ zoil
malicious activity or policy violations. Identify the gaps in order to At b e s it o s L S ain ol b as i iss el
resolve threats and enhance existing network security. = P9 05 (AT (el © 2 SSde glace, S gy 1) 998 Al slad
4055 plonl 4t ol el 3gugp 5 boauags @b, sl p3Y Sleladl wcins blis
20743 8.3.6 Conduct and analyze IT compliance assessments Al (56 Ghdail sla Ll Lol ¢ plol o mo e AN ATIATYLS TS T STIVITOTITIETTE 107 THE COMPranite Ot 0 Jol el s gs ilgd 5 aro &l jhe b gllail L 5 ledll (6,518 basme Julox 5 3
industry regulations and government legislation. Ensure that IT ) i
canahilitvs and racniircac maaot tha caot ctandarde ..\3)‘\) ""'a"ua'“ OJ"LQ 5 L;Lm‘))"‘bl‘“"" L’ ULCBU"‘ 6)5L;5 (‘:’L"‘° 9 Lﬁ“"""l"b as
20744 8.3.6.1 Conduct projects to enhance IT compliance and remediate risk S, ol g Sledbl (6,5l ldasl sla5 )| (gl oloesgy (s> il oKt Slaladl g oo 905 sla o]y giws o punns (oo ailiwl (i) jglaieds ooy p pl!
Conducting projects in order to enhance set standards, established s ol 3gage b a5 S 121 1) (olnoss i) Dledl (5,53 (65Tl 5 s ) 039> )3 S
guidelines, and risk preventive measures for IT risk and resilience. 3 Bt 6,900l Laas ¢ IT lacKus ) o e 10 lojle olgs il iy Slaladl g b Joud]jgs
Ao i |, NS
20745 8.3.6.2  Conduct IT compliance control auditing of internal and external 5 s Sleas (gl Sledbl (555l Gldail sla S (s jmen ploxl Exami i N 4 tools imof ot 7B 5 3 oMbl (5,9k8 Sless (gl ondigilwesly slbail J S sla il g laasboles (o)
services . Examine compliance control systems and tools implemented for IT oo 5 gkl cclos il 5 ol e cule 5 olal el 45 1) ool o gt & ons}
<77 internal and external IT services. 0T O SIS TLA TR 0T S T D oS B e
Ao b, wloas 48,5 54y S ym slacd b Lwg casasl )| Sleas ¢ oylojle 5l
20746 8.3.6.3  Perform IT compliance reporting IT gl slas S ags oo o 11 COMPIETICETEPOIIG T OTHET IO TEVIEW PIOCESSES, b gillao (pilsd 5 o, i o il daais] b aSil sy jobiieds Sledl (5,5l sl 5155 angs
standards, regulations, and laws are followed as laid out by the o L R
racuilatnns hadiac Mg 50 \-«ULC) @ylﬁ ‘_GLQQL@ -la-wy [ WWHSOUE ¥} uLo‘).”
20747 8.3.6.4 Identify and escalate IT compliance issues and remediation @ | ol Slll g Sledlbl (5 ,5ls Gldail Pl gl )l 5 ololiss dentifv and it | ated to [T i t hat 33151 el (6l 1oy YL Zobaw af Sledbl (6 ygkid sllasl b bass po Jiluws gl )l 5 ololiss
requirements ]+ S e N entify and escalate issues related to IT compliance to ensure tha . a5 o0l et |, IT celoo Joslid Ly e cole pae & o 1 cins) . oSl ololod
s cai st L s C’IM corrective measures are taken. ot s s ool atts L 1D sl PO TR AR A e T
A5V goban gl )l g Sledlbl (5,5l 059> 40 bag)] &3, Aogs abl oY (Mol Sleladl b awas 3,155
20748 8.3.6.5  Support external audits and reports S CA PO [ S PO INES g OCo. . . ' oSl ] pilias Al B cpl )l wlie G2y 5l el Cands sla ) g b o ple 5l Sl
Supporting agdlts and repo.rts t.hrough external resourceg This ool 5 St s inr) S le, |y o ol Lags i e Sl 5 e abes ol
process requires the organization to follow all the regulations set forth . o o
by external auditors. Cale; (2Bl ples Slelll ase o5 glaisS e o Sy @l 4wty Glo 315 atd g o il
20749 8.3.7 Develop and execute IT resilience and continuity operations Sl (5,58 pols 5 5yl Slibes 2! s b S raate and execute a process to rapidly adapt and respond to any s dolss ( )15 b (A3l cao )b 6550 ol 10 0w (25515 5 6,85 sl sl slya! g ol
internal or external opportunity, demand, disruption, or threat in IT. 5 babls (LS 5l cdadlre jslaneas 1) Cledbl (555L8 Slilas pslas Dledbl (5 5l8 055> jo waags b
Maintain continuoys IT operations to protect employees, assets, and s g Sl 4 g Wl IT a5 0 12l g (b (o) g5ke s s} oS Lad> iy IS 55
overall brand equity. S sy delol s g ol Sl Slkes lajud 5 STy
20750 8.3.7.1  Conduct IT resilience improvement projects Slodlbl ()3l (5510l 3504 sleessn el Conducting projects to improve the strategy and process for rapidly AMBT (5,5l 035 ;3 g 6T b s 55 5ke wld 5 Ll Sget sl (alrogsn el
adapting to any threat in IT. A0S Cagis lagags plp 50 ke 5 g (iSTs sl ) IT lgs a5 asS 1ol oleogs p z sim )
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20751 8.3.7.2  Develop, document, and maintain IT business continuity planning 0397 30 S g pglai (530,20l (6,105 g (63 lodiines oy g Develop, document, and maintain plans to ensure uninterrupted wledlbl g,5l8 Sl Sleas Sldes pglas 5l luabl (gly (oladsl p (5,105 5 (5 jlwdiius (g5
<Ml 5,514 operations of critical IT services. Determine resources such as o) S et |y o g (o> Slalill g Sl Sl Dl aasite Jiwy wiile (oulie
§peciglized personnel, equipment, support infrastructure, legal and Sor Jalis oY golie 5 ol aslol aady oo IT Sl Sleas b ay o a5 9,40 ¢ ags olaasl
financial aspects. oS pateiie |, Jo s Bgio llimdle 5 sy slocla ) wlyugad ¢ paasc
20752 8.3.7.3  Implement and enforce change control procedures i JyS glaags, Jleel 5 s5luosly IMplement and enforce procedures and policies in order to control |y i S 2 g sslmosls IT sl ], 5 loas 5 @it S8 gl |, olacanlin 5 oty
. . . . . ) Sl 9 S) d SRR 9 2 Sl sSrh e 9 D
changes in IT services and solutions. Manage changes in a rational e 18 sl o AR T
and predictable manner for optimum resource utilization. T )8 0l 9,90 ity Doty lin B0 e (e MO 5 EBe D90
20753 8.3.7.4  Execute recurring IT service provider business continuity Sledbl (5,58 Sleas saimsasl)| IS geeS pglas (sloy90 51,2 Revi dimo t (incluci t  parties) Sl Sleas Sldae pglas 5 Slaciiy lp (g slacd b alox 5 p5Y mlie 65,54 5 il
eview and implement resources (including external parties L. , - ) .
. . » i B oo S 5a g 00 31 e Sy ym F ool o aolie ales 5l 5lisyee aolio t as}t .leMbl g ,4lis
necessary to support uninterrupted operations of critical IT services. mR s e enhsam o e JEI B e $
Aol aslol aidg g0 IT sl leas
20754 8.3.7.5  Provide IT resilience training SledMbl (5 ,9ld (5 )5lols o590l 4l Conduct and I - T resil i 058l (sl ; B Sledbl (5,58 (5,510l o)l 0 LSS cosg0] sladal p o pow g 5,155 0
onduct and manage employee training programs on IT resilience so . . - . .
) . ) S, 9 SYWS 9 5l 568> 8590l o0 LS, a4 aS 0sS o 1ol g 155 oleo, g 1 Jouy &
that prospective risks can be avoided. ¢ 2 Jox 3 8P Sgelse 05 M5 i ooy irind g
{..\....5 6)-59'1-" IT 039> o L,}.!Lo.'bl
20755 8.3.7.6  Execute recurring IT business operations continuity M| (55l 035> 55 S gemnS” Slios pglis sloy50 sl=! Implement regular resources supporting uninterrupted operations of 1y ¥ i ssia) Sledbl (5,5l Sl Sloas Slilas pls 3l Sty (sl (sloygs i 55 5%
critical IT services. Aol aslol aidg oo IT sl Gleas b oS Jlb g wal s oad s ,asl p g plite &j500
20756 8.3.8 Manage IT user identity and authorization Sledbl (g,5ld o)) )5 s slojemme § Cagh o pie . - o N (835 (gladal s o yiwd (gl oDl (g ,5L8 )5 &) jemme slhacl g Cuge 5l sl ol )d
The process of |den’f|fy|r.19, authenticating, and authorizing IT users to S slacass @ lacusgaome Jlagl s (coyid Goi> Lamads gyb 5 daafas U IT (ol daailal
have access to applications, systems, IT components, or networks by ) Ll e as e il s e
associating user rights and restrictions with established identities. g gl bl 325 9535 gy ) Ol o0 S ey S g s ok ol
Ao wdass laoly 1) IT slaasios g by 5l ooliiul o5l oaiiciy a3
20757 8.3.8.1  Support integration of identity and authorization policies B350 g Cugp laculiw (g5luaz LSS 5l Slasiy Croate and imol ¢ bolicies that int o authorizat i 4 oy 51l jlome (IS sl by b1y (oa3597e (slacesliw a5 0 )2 g sl placusliw
reate and implement policies that integrate authorization policies T . .. s ,
: . i ar 4 lids 2hligy 4 azg b S 1o oS jasiie &S Sy (Slsd i) oS 4 LS eSd mbie
with authorized profiles of users meant to access network resources. ' Hbon &z b S 2 S e "% &
AasS Lzl 1y cadlgd ol g ol (cuyions o3lol aSlits o olajua
20758 8.3.8.2  Manage IT user directory SleMbol (6 59ld )l 5 o b o e M o direct . . g . t Sledbol (6,9l 4 calises zalaw o oyl wiws Glajls 5 50,5 sl by o gd o e
anaging directory of user profiles and access requirements across s , .
) ) C ol IT asss Galises slaasY jo 1, plaS o 5Las I ST FCTPPPI Y SO DO
different levels in the organization's IT network. o ' o 131, e Slissge g g 5 LlS by st ol
AosS Sloye,a g eaopble wus
20759 8.3.8.3 Manage IT user authorization Sledbl (6,9ld o)) )l5 o i 970 o ke M ot ¢ authorizing IT t icat Sl ailalss (50 2,5 sloasl p s (caywd 51y oMbl (5 5d )] )lS 4 5950 (sllacl Al o o
anaging the process of authorizing IT users to access applications, . ) .. ) ,
" . Gy b pls o a8 oS Jleel y pasein i) o yid Goi> parass Gkl leasa L IT
systems, IT components, or networks by associating user rights. o e Joels R cad ek S
{A.M:Ll ails u".:)lwé ;blysn ‘sx.:L.A 9 L{bw“ o A A 0 gesey) ‘5.4)4....».3
20760 8.3.8.4  Manage IT user authentication mechanisms SleMbl (5 ,5L8 oyl pl5 Cogn 5l oy lg5le o o Croat g " o authentiate IT . il (wlol 1 g )5 Casjgd Goyb 5l Sledlbl )5k )5 g 5l ol Co o 5 ol
reate and manage the process to authenticate IT users from user , . . :
i i . 1S 10 0 3530 SleMbl 5l ool b o)l 5,15 Cosn 45 0w 1ml o s o5 goinlyd 1 et L Sl
directory based on the internal policies. SR 52 057 2 OR7 et ke saRl s 2
Aogd ol glosle (3ls slaculon Gl 5 o)l l8
20761 8.3.8.5 Audit IT user identity and authorization systems SleMbl (5,5L3 ()l (235emme 5 (rwiase sleaills e Examine the processes responsible for reviewing IT user identity and ) ) i }
authorization SleMbl (6,5l8 )5 (235970 5 Cugd (il Jsies slodnl S o)
20762 8.3.8.6  Respond to IT information security and network breaches G y3bd 059> 50 aSds sladgas g ledlbl ol slaals 4 Fwls
‘ . oaSieds «loas daasl  daosls 5l jlore ué oalitul b oo yiws alos il aSods &y jlone e 39 isS
ool Address any form of unauthorized network breach such as ' 22 dadeliy doosls Sl slme et ool ly g ind ozl S & et S5t 4isS e
unauthorized access or usage of data, applications, services, & sl ly p¥ (ol Sleladl (St ol ady; plobid b oS Siby 5 (S, 1) baoliws L
networks, and/or devices. Identify the root cause and take corrective e Ly Sledbl (655l glacslu p 10 e e oolitul b (o yiws g9 50 : i) duds ploxl s
measures to resolve the breach. Lawms olowl T S5 51 ol 5 a8, sl 1, p3¥ leladl g aS by |, ol Lol e s
20763 8.3.8.7  Conduct penetration testing 3485 e plovil 2 el lacins Hlolis gly slre 5 0 glwans dea> G G,k 5l (Pen Test) Ssa 9051 ploel
Cpnduct penetratlon. testllng (pen ’Fest) through gn authorlze.d i) oien il sla s, 68 54 b 31 4505 b el o) b eled (s 55 L
stimulated attack to identify security weakness in an IT environment s el ot o5 oS oot | adle oSn b as |
by evaluating the system or network with various harmful techniques. g o (sl Slag el B 05 sjlotnd | (8ly o oo b 5 00d ]85 900
Aigd glolis baasis
20764 8.3.8.8  Audit integration of user identity and authorization systems S5 (B9 g (i gr Slapianm (S LSG (Sieen . .
Reviewing the processes responsible for integration of user identity Sale) 5l Ll jslitedy (g s (205970 5 L) Cuge Siluaz LSy Jpie laanlf Sl
and access authorization in order to confirm that all the required sloailels gjluKialon § Jlail aidsy a5 oS sy 1) ool b Lo g0 Ol yhe oled
regulations are followed. g0 Cule, oy dbgyye ke 5 oyl 058 aseiie B il |y s yiesd 55 5 Cugh Cappyie
20765 8.4 Manage information sl oy ue Creating strategies to manage the organization's information and
content. Outline the architecture for information. Administer Sl glie 0 s 5 1, AL (5 lose - plejle slyiome 9 DMLl o oo sl (2lag il sl
information resources. Administer the management of data and S oMol 1 g osls o e aS o,lol |
Ol e g 7 L))
content.
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20766 8.4.1 Define business information and analytics strategy Sl g S g Sledlbl (s3] il (905 das,5ls dacs loe cuS 5 G,k 5l Sledlbl (6 ,9Ud 09> (sl losles S prbans 1o (5351 il S5 ol
Crgate an orgar?lzatlon-v_wde. strategy for the IT fu_nctlon by complnlng b a5 0uiS b (60 pmal, aine) olejle Blanl 4 ol jskiiads a5 53,5 sladel
skills, technologies, applications, and processes in order to attain (sl i S anl i IT - clonil 5 « el Lo e ot n | oSinlon

. . . . A9 . Loy : Slad! gaxd « 0 4 ¢ 9 ¢ KVONI Y ) "
organizations objectives. SR D O o © B G BETS S
20767 8.4.1.1 Establish data, information, and analytic objectives Sl g Sledbl cools GBlaal yuss o S5g ylosler paol jo 40 0010 slacl o (cogas ooy conds g cblis gl olasHl sl (s jlwooly
]ICImpIertT;]entlnﬁ st[e::]egles for se;.curlrg an:j enstjrlngI the Srlva.\(cj;ylpf dafta oSl pshiie 4 1y Llow Glaal oS sloxl Sledlbl (g y5lis Galises (el sl b dasllysiss 5
ows throughout the organization. Create protocols and guidelines for i i L
o ) ) o . ) Lo Jorllj5ims 00,5 1= 1 ools el (glo,Sal, b o} ausS fyand 5 ciy ya5 wledl 5l solatls
individual IT components. Outline analytic objectives in order to avoid < ol oos5 Lty oo il o S0, i TR ’ >
misuse of information. Sy Wools 5l s 1ol oolaziwl 5l a8 0uS asine glisSa |, (JLdow Blaal g 00,5 ugai |, p3Y 8
{.)5.4‘;

20768 8.4.1.2  Establish data, information, and analytic governance o Judos g lacledol daosls coaSl> ppns w3ls CanSl> . ledlsl (6 ,9Ls 5 a5 g 50 ooliiwl 3l luabsl (gl o Jondlygiws 51 (lac gaze sl
Creating a set of guidelines that ensure effective and efficient use of WS sl lbosz )l g aeld i pim) aS iy e lejle SBlaal 4 oltws sln |y Jalos 5 SledL|
IT. Define data, information, and analytic governance to reach the s Jos ;) el g Sledbl wols eS8 ,5 jasuine b g asS Cuolaa | IT 5l e )o solizul a5
organization's goal. losle Blaal 3z (lojlo , b alos g osls e gl bS5 opilsd dacegiome Jilo cyans

{J-S Sty 1y

20769 8.4.1.3 Access IT data/analytic capabilities IT Ll g ools slacalld 4y cwpiws N - . . 0ols el (3 lacnlw olul 5 1) Sl 5 ools Jdog 5 ools a4y (o yiws Glacanlys )3 puuns
Determlrnng the requ_est for data access_lblllty.a.nd analysis. Rewew e i o5l 0313 41 i sl 5 L5 slbcanlin Cale, Oy o ik g A
the details based on internal data security policies and permit data Las bl sl s Lol oy R
access only if internal policies and data access parameters are met. PO ey (o o3l Gloj i 5 00,5 il Sl g 03l 4 (g slainly s s

Aol atsls Slyseen oylojlo osls coiel aclys
4. i intai i i i i & I, . . e . & 5 10,8 ; ke g & o |

20770 84.2 Define and maintain business information architecture S g Sledbl g lone (5 IS5 g i a5 Creating strategies to manage the organization's information and I, oledbl Jols 5 6,319,5 slp p3Y s)lore plojl slgime g Sledbl o pae sl olasl il sl
content. Outline the architecture for information collection and DAl e sl 0yl i) S o)l Iy 5 Laosls Sy pake o S lie i s s
communication. Administer information resources, data management & yo0 |, aosls 5 Sledlbl mlis 5 0iS asein |, Sledbl Jobs 3 ok, sl 0,8 >hb olejle
and content. { .

20771 8.4.2.1 Determine enterprise business information requirements Slojle B gews Sledlbl slagarojls s Determining strategies to manage the enterprise wide flow of 50550 (6 )lems lojl S s 0 IS g (glgizme 5 Sledbol (4l > o pae slp olas il il s
business information and content. Outline the required architecture for b,z olojle by ;0 458 I g Sledbl oS asie ;i) S sy |y SOl mlis ol
information resources. {008 > 6568>  Sledbl alie I A b o oS |

1398 (b 45K SMbl plio upae lp pY coz)ly g 05

20772 8.4.2.2  Define enterprise data models Olejles o 43 00ls gl Joe chy ya5 ) . ‘ L L
Define different ways of representation, usage, and identification of sl ol 5o o0 a ddly b s e b laosls (lulid g oslital (aled Rz slogig, o5
data with independent or interdependent sources across the o3litl 3,90 455 Wi go 03l iales gz lajle caliie sl i ;o Laosls auS jasuie 1 inf
organization. ASgb oo a2 LSS g ololid FaSs & Lo b Jits slools mulio b ieS> g 05,8 oo )8

20773 8.4.2.3 lIdentify and understand external data sources B lesls mlie S yo g olulis - _ _ ol 0S )y zgimf cdlol g caal cliebsl CullB liae L 5l 5 (slosls wlie S0 g olulis
Identifying and understanding external sources of data in relevance of 5 all b o] slaosls g LT 5 aitn Lol [t am i loals

Ll ‘ aols - : . .
reliability, security, and authenticity. SO RO EEER oYt R ’ z“’“ 7 Freme
A9,5 oolaul ol (Lo S poonad

20774 8.4.2.4  Establish data ownership and stewardship responsibilities Wosls (5,00l 5 CoSle slaceyins e 4 (g SlgE o0 g At 00l (Oadgeds 5 (S (288 Jote &S plaid b asly (s
Establishing entities responsible for data accuracy, integrity, and B S g ppke g g |, Lnools conls g el slaais] b 5l solitnl b aiiS o, b anl |, Lasice slaools
timeliness that can authorize or deny access to certain data. Develop

L . 03ld CotS Jgtuo SluS dz WS astiie 1 S} g oy oolazwl (gl ools yolie fogcwmln

data utilizing governance processes to ensure fithess of data ? J < ' e - SRR T
elements. 5 CudnS 1l ooly paie 12 aS 0uS ()15 0o CeeSe sloa]d 5,k Sl g e cw s S
Aasl K51 LB g piuo s

20775 8.4.2.5 Maintain and evolve enterprise data and information architecture Sloslo DMl g osls (5 lars sl 5 (5,005 Creatlr.lg and malntalnllng the process of dfesgnlng, cree_ztlng, Al g o0l (5 lane B> sl olois il e 5 il bl oo anlb (s )lueSs 5 ol
deploying, and managing strategies to maintain enterprise data and Ll
information architecture. =

20776 8.4.3 Define and execute business information lifecycle planning and A s D yos 452 S35 5 53,042 121 5 %5 Develop and implement strategies to plan and manage the flow of an &35! @ilbee S 5 sbul oles 51 Sl allels S (slaosls phyz e 5 el slr olosal,

control information system's data from creation and initial storage to the time 43,2 JS 45 0.5’ 3luosly 5 (>l alagilial igm) S 1215 (b «Bi> 5 (S el b
when it becomes obsolete and deleted. A58 S o diepllss &y goa—3is b ol —osls b >

20777 8.4.3.1 Define and maintain enterprise information policies, standards, and Sl Sedlbl laayg, ¢ Lo laibiul dacaslw 5,0 § w0 Outlining and establishing policies for information and setting

procedures information standards and procedures. Establish policies to regulate o et sl glacuslon Sl sladyg, 5 Lo Jailinl s 5 Sledbl (slacuslow il § mam
the creation, use, storage, access, communication, and dissemination 0iS et Sledlbl Ll g Sl )l ¢ cus s s jlwo 3 wolitul ol {sla 4, ol
of information.

20778 8.4.3.2  Implement and execute data administration responsibilities 03ld e slacstue glz 5 giluooly Implemenjung and executing strategl_es for processes and . oS 5 ke w6 y1,F 5145 olns,5ld 5 lanlb b gy e slagsslial sz 5 (s lmonlsy
technologies that support the collection, managing, and storing of

QS oo Slasiy ools
data. ~
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20779 844 Manage business information S geenS Sledbl o o Iy lgzme g Sledol o pae aie 5o lojle slajls Jgizme 5 Sledbol o ol (gl  slas3s il slo!
Creating strategies to administer information and content. Understand s} 555 S50 S geunS (S 0 pel; sl 50 |y Sledlbl (5,5l wloas (i S Julow 5 ololiss
the needs of the organization for information and content 6lacs yslid laosly oS o S S genS Lol slasil il 3w 4 w598 lids IT Gloas 35
managemgnt. Realize the role of IT services fpr implementing the 5 ool o ke (lyy Sleladl o 0w JIS 5 5 50 S ol Isione 5 ledlol g ke sl 1, g
overall business strategy. Assess the implications of new S o e 5 Sl 0] el el ol 5 ot S cgsinmaly] 5 ollih | I
technologies for managing information and content. Identify and paltad ot h ST B F e oyl s ool ] oo
prioritize the most effective and efficient actions for managing slagslil G a aisSay s IT loas 08 (asie el Jelod g st | plejlo slajls
information and content. Soe Capde slp |y Sleladl (s i g 0iS sy |y Qi slas,glid il aiS o S8 S geS Lol
A0S Gacaslsl 5 bl Iy ¢ ledlbl
20780 8.4.4.1 Monitor and control business information S geeS Sledbl S 3 o ks Defining the r.ules,.dlctlon, gnd |OgI.C that make up the framework of 1045 Sl sl Sy -olesl Sledsl (6 loxs gzl oaims JeSis e g 053l ccyuilyd iy a3
the organization's information architecture. Monitoring and controlling S 1S o ] a5l b oSl e i .
information attributes that flow through the IT framework. w5 JAT g Rkl Wl ph Slebl sl sz e
20781 8.4.4.2 Maintain business information feeds and repositories 5 g SleMbs! 500 g Sl gl (RVS . . . : L } ¥ il s o edles . . s
P 79 Ml oo 5 Sl slas2ss )45 \aintain information feedstock along with IT hardware and software (iS5l 5o y9e DMl (g )5l (slaliBle i g llecn ol jendy oMbl i (55l
needed for storage, access, and retrieval of business information. S snS Sledlbl b3k 5 (g yiss
20782 8.4.4.3 Perform internal usage audits > ooliiwl slags; Ll ificati [ [ . .
g Sl 0o slas mon ol Verlflcatlgn (?f information access and usage through regular reports sl o5 e a5 o 5 A ] oslicial 5 s b 5 obogl il
on organizational performance.
20783 8.4.4.4  Implement and administer business information access S oS Ml g s gy paie g (55lu00ly !mplemeqt and manage the process for accessing mformatlon 5 ey m bk i 5> 4 bgye e ol Sledbl &) ot oy b e 5 o6 jlosly
including issues related to copyright, open source, privacy, and L
security. S
20784 8.5 Develop and manage services/solutions o Sl lods g i g > yb Designing and maintaining the IT services/solutions catalogue. I, oledlbl ks sla ) Kal/oloas o, Shoe ledlbl (5 ,5ld sla Kol jloas SglblS (s laeSs ¢ > yb
Evaluate the performance of IT services/solutions. Communicate the g obnl L IT la lSal) 5 cloas mala Cosjgd ssim) e (3,155 Cupoe a1y mli 5 s b5
results to the management. oS Jiie cu e a1y b)) gl s cumins |y T 0,Shas s s 1o 455 59,0
20785 8.5.1 Develop service/solution and integration strategy Glax LSy 5 b Sal Joleas g5l o905 DeVeloping service/solution along with creating a strategy that
provides a base for delivering service/solution aligned with overall Sl b g slaSal )/ loss @il sl (olios &5 51l SG Sl b ol e o SalySloas (905
business needs. Conduct research within the services/solutions field S xios (65lwaz LS g dnwgi (sl Lo Sal fless o595 10 1S o ol d T gesS IS
for development and integration.
20786 8.5.1.1 Determine IT service/solution development Sledbl (5,58 sla Sl Dloas dnwgs purns 5 Sledbl (5,5l sla Sl oloas coles g Lo . Dledbl (5 ,5ld slaKal ) lods drwgs 0got yaws
Determining the deyelopmept of IT §erV|ce/squt|on. Analyzg the prgs 5 loas 0iS adin s ine) S el dnmgs Uil 5 oolatdl 40 Lol 1 LT dxesgs csla b,
and cons of IT service/solution and it's methods on the basis of their . o _ . , ) B
cost effectiveness and development value. P dngi By G ol i)l enlianiie gy by il a6z T o S,
{os
20787 8.5.1.2  Define IT service/solution development processes/standards Sledlbl 5,58 sla ISl loas drwgs slas lailinl g las],d iy e Establlshlng the methods and processes as the foundation for 125 5 el (6 5lid ayar sl 33l 5 5 1yl i yitly dxgs 4y gz ool s by, ol
developing new IT platforms, components, software, and explore new s STT 1 e sl <l s sl
standards for better IT usage in the organization. Ojlw ) LL 51 e 00 Slp oz gleojlas
20788 8.5.1.3 Identify, deploy, and support development methodologies and tools anwgi gyl g lassslsais 5l Slaiiy 5 il (olulis dentifying and implementing techniques and tools for development G5t Lo sl ol (28105551 Oliee ool 2 ansgs a5l 5 LoSeiSS (3luonly 5 (lulis
based on overall value addition to the IT environment. Sledlb|
20789 8.5.14 Establish service component criteria Sleas sl slalas s L ) . ) ) )
Establishing standards for selection of IT service components. bl (6,9l8 lass (slizt DLl 6l (plas laibinl olx]
20790 8.5.1.5 Understand and select reusable service components Ll BB leas glia! Gl § ool i i [
p Sazme oslexwl b > slizl ¢ ¢ <Ly Understanding and selgctlng reus'a.ble service components so that LS il ane alS jslaie 4 susme esliial b5 cless (el il 5 oLl
they can be cost-effective and efficient.
20791 8.5.1.6  Maintain service component portfolio KPR [PS IRV RV < 5 Jedow 1) Sloas glial s (o3,) lacadlad g ba g la8a ko yur iy y25 b Sloas (sli) o il g ol
Qreatlng and establls.h!r?g service component portfoho by defining b 5 08 slol oMbl 6 j5lid lass (sly2] 5 sk s cim) s polaais] T 1, golie 5 0 (oo
investments, and activities. Analyze and examine the value of the Lo o T s el « Lo e il N
service component portfolio, and allocate resources towards it. 30355 il s Gl Bl e 0000 S0, Ol i pe 6 SRS o 035 o
{oms polasl o] Glatiy 5 aswgs 6lp 1) p3Y wlos
20792 8.5.1.7  Establish development standards exception governance arwg slas lailinl slabiciul cueST> sl
- oy a3 sla sl )b 5l 7 ledlbl (5 ,9lid (sl Sl ) Sloas dnwgi sl p slbdsg, g oo laslsl slx]
Cregtlng stanc'jards anq procedu'res for dgveloplng IT IT olo 51, b loss ol p3Y o5 oallye 6l oS st ol 5 el st} Sy
services/solutions outside of defined business parameters. -
{..\49..4: oalo Wa.\ )55%»5 OMM g)““" )l duwéﬁw L_{ Lmu?)b )l C)L’> 9 ‘Sal.».u.wl U)j.«édJ
20793 8.5.2 Manage service/solution lifecycle planning o, Kol Sloas joe a5 > (65,40l S pie Executing life-cycle planning for IT services and solutions. Develop o Sy sogae 5 duz Sl . BleMbl (5 ,5ks sl Kal,) § Slods o 4> (55 a0l )2
new requirements and feature-function enhancements. Create and 031 L5 | Wapits S9290 (513 Shos g ool 5 wgd jaseine woz sbasli} auds dnwg 1) las SIS
design a life cycle ple.m that addresses the current and future state of 6ol sl Sal, 5 Sloas ouin] g Jad Comdg a5 0sS sbxl g (b yee s > asliy S g
IT services and solutions. s iy |, el
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20794 8.5.2.1 Monitor and track emerging technology capabilities I PP PR PSR L b ici igati : -
ging gy cap s5ebs slags ysld slaco Ll ws) 5 ol Perfor.n."l.a systematic investigation to new and future technology T ool | el onis] 5 sy ol sglih calocorlls aiaplls .o | ol
AN P 9 SRS S PE P 9 R P
capabilities for future upgrades.
20795 8.5.2.2  Identify IT services/solutions Sledbl 5,5l sla ) Sal ) Sloas ololis U g ooy il s yanlp e b (sl oyl Lawgs a5 sy slaasg, 9 anlp olulis
Identifying p.rocgsses and_ supporting procedures that are performed 3 Lo i S msdie 5ot} idce plonl o yite 4 oniell) el (g,5b (slolSal, 5 lass
by an organization to design, plan, deliver, operate, and control IT oo Sl v s 155 1ol il 1 o s LS L s
information technology services/solutions offered to customers. w1 lajaly g oleas J 28y Lzl esiojealip b sl 45705 0525 plojl 2 alony,
109 oo ooliiwl ol i
20796 8.5.2.3 Determine IT service/solution approach Sledbl g,5ls sla Kol foloas {1} 8,50y, s il b ganer oMbl (65l sl Kol floas Sl Cga oliow bl Gl (69,509, Gt
Detgrmlnlng .an approach .to create a ba§e for dellverlng IT o B S mieien g, cins) - S5 ge Liio laaissa 5 lass 4]y o 8 45 o s S geen
service/solution aligned with overall business needs while maintaining i . o . .
a tight control on delivery and costs. JraS manjn 5 4l 092y lojes 5 wisd &l IS genS slajls b el IT (slaISal, b wloas
Aol ansls Sg2>g §u80
20797 8.5.2.4  Define IT solution lifecycle SleMbl 6,5l sl Kl jocas ;> iy a5 ‘ ‘ i
’ 7 ' w2l 6l Sl 5,5l3 sla,Sal, jecas > S g slasls s3luos gl sl obo,Sal, Cay ya
Defining solutions to satisfy business needs. IT solution lifecycle g Sleas oansl g Jad Cundg g 05 eols gy leMbl (5 y5lid Sal, S jacas > S B oS o
provides a means to address the full life cycle of an information s . o . i .
. S syl a5 asS e 1) ol Sl t ) 0,08 L3 axs5 5,50 Sledbl (6 ,5Ld sl Sl
technology solution and addresses the current and future state of IT 2T ’ 7 SRBEL  2 JS 2 Se cTeT
Aogs ad F L o IT gla)Kal, g Sloas ool oo g Jad Cumdg ob g 095 S poe—odis] &l pris
20798 8.5.2.5 Develop IT service/solution "sunset" plans 63918 sl Sal joleas { Swiish} os,e slaasly o505 Developing plans to retire IT service/solution resources when the el fewas ol a8 Gloy Sledlbl (5,5l sl ol jolons mlie gjlwatuissh slp oloasly cpgas
Sl Service/solution is no longer feasible. Wl plasg Koo
20799 8.5.3 Develop and manage service/solution architecture Sledbl 5,5l8 sl Sl Joleas s loss < mow 5 aswgs Creating the architecture for the IT services and solutions. Assess
architecture and business constraints in order to understand 35S 2l B aeS 5 solere slacusgae . Oledlbl (5,5l8 sla )l 5 Dless (6l (5 lere sl
integration requirements. Promote existing architecture. Manage QS o e |y bl oums gy 1) 550 (6 lere igd olulid 5 S0 (gileaz LS slagaiejls b
exceptions.
20800 8.5.3.1  Assess IT application and infrastructure architecture constraints Gyskd Loy 5 60,5 slaasl p (s lere slacussa=e U, Assessing limitations in IT application and infrastructure architecture s glo Cosl (Sas a5 SleMbl (g )5Ld C3lu s 5 6025 baasliy (5 lexe lacusgaze L)
~leswl that may hinder expected performance. Sl HUazil o 50 5,Slos 4
20801 8.5.3.2  Assess business constraints on IT service/solution Sledbl 5,5L5 slo Kol /oleas 5 5 gewns slacy L, i imitati i i i
Ml 5,5l sl Kol floas S sewns slacassazs b5, Evaluate business limitations that may hinder IT service/solution S5y DU (6 5l (sl (5l ogllao 5 Sha gile s Kme 45 IS g clacusgine b
performance.
20802 8.5.3.3 Determine IT component integration requirements SleMbl 5 ,5Ld sl (g 3lwan LS Slal I cpumens ini [ [
p g q Ml 6,9l li=l slwaz LS ol (s Determining the requirements to integrate IT components such as i e wsls sl sl s il aile IT (gl 63l 5o eyl s
hardware, software, database, telecommunication, and network. : i e
20803 8.5.3.4 Identify opportunities for IT component reuse IT &l5 5 ! gloces b olulis ificati iti i
y opp p &l ) sazme eolarl slacas b o Identification of op.portunltles. f(_)r reusing IT components so that they S 5 oLl 4 il ghitods ALl (6 gl sl samme osliial sloces 3 plolis
can be cost-effective and efficient.
20804 8.5.3.5 Promote adoption of existing service/solution architecture Sledlbl 5,58 sla Sl Bleas S99 (5 lons 5 pdy ggy Encourag.ing .acceptance of existing IT service/solution architecture in ol 35 ledl] g gl ol (Sl Jlons g e s & &0
the organization OO ) GH9=2 S, T &) QRN R G
20805 8.5.3.6  Develop and maintain service/solution architectures Sledbl 5 ,5L8 gl ol lons slacs lans 5 l0eSS 5 >,k Creating and maintaining a services and solutlons_ archltect.ure over a L Sl LB L e s 4 glaisTa aSad i s la Sl 5 Sloss (6 lone (6)eS 5 sloul
network that can be revised as needed or even eliminated in case of L ) o
inefficiencies 5 B3 B sl SU 29
20806 8.5.3.7  Assess IT service/solution architecture conformance ledbl (55l sl Kol Dloas (5 lone Glbail L) Assgssmg functional compllanf;e of thg IT sgwlpe/solutlon sl Lol s 40 ] gaimly 51 leStbl (6 ,5l5 (sl Sl Jelons (s om0, Shoe ksl 3|
architecture. Safeguard compliance with guidelines for the S Lol b o s
architecture. 28 Jolb bl )
20807 8.5.3.8  Manage architectural exceptions Slere labiziul g o o ‘ P .
v . . , S s s gliil gla iy, wiejls a5 1, alba iy S S s Lo
Identifying and resolving any architectural exceptions. Address the oS s (] SRy MeT &y (RGeS (T N 2975 R0
internal inquiries related to architecture that cannot be addressed by sl g 0058 I 3 Slssen plojl (s )lene slas el § Jool b a5 1) (53,90 2 i ginf
immediately. Research inquiries that require the need of exceptional e Tyg8 ] pesly a5 0 olgm o b s (U R DS IR BRVEL A RT: I COVURS
y q q p o= g8 Ol Tl Trae =19 - S) )L plesle y3 5 NS U B
methods. oolatl aioils Loyl Jo a5 1) (59)lgn (izmad 0w alxil 1) p3¥ (sl oy 9 05 (65 ) o] s
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20808 8.5.4 Execute IT service/solution creation and testing IT Glo Kol jolons cous 5 ol (5], saiesls cnl polol 2 1) Sl (555k8 slo ) 5 Sloas (s ie slagaiesls (plulid 5 S 59
ozl Sty @)l 6lp 1) plie aems arwgi | lagaiejls (silwedyglp sl p3Y liz! S (>lb
Undgrstanding customer reguirements. Design the IT services and A 0l 1y (39,8 5l o 6 ie 425 S e B 51 1, Sledlbl (5l (sla(Sal, 5 leas aums
solut'lo'ns based on the reqwrerr'lent& Develop components for b loss LT olol s S ool 583 5oy | (6 e LU 5 Lol Izl cins}
providing the requirements. Train resources to provide support. Test 5 a1 sl 1l g el o elalls « 1ol o S oAb 1 T elo Sl
the IT services and solutions in advance. Confirm the customer L A e degtl Lol G5 sl 3 sloctB 5 il 005 B L T sbeSsl,
experience post-sale. 5 Oloas Laul b @l 51 i 0 SeS (g 4wl U ages (g0l aus &l glosiy ol
2 S5 45 WS e 5 G598 3l Omp asd helae Lol e 0 ,8Les I B S Salesl |, LISl
Aoyl ciducols; 4o o] 5l eolisul
20809 8.5.4.1 Execute IT service/solution development lifecycle Sledbl (5,5 slaSKal Joleas axwg yee 45> sl,>1 EXecuting an information system, aiming to produce a high quality ) )
system that meets or exceeds customer expectations, reaches AR Ol TL xS 00510 1) (g yie Sl a8 CoaST glailals ags Boa b Sledlbol aibeles S (1]
completion within time and cost estimates, and is inexpensive to a3l 48 podsyg e o] G g 6l g 098 oSS 0 5l g diu i g le) gzl 40 w9,
maintain and cost-effective to enhance.
20810 8.5.4.1.1 Assess and validate IT service/solution requirements IT slo,Kal/oloss Slell oeiw Ll 5 25, i idati [
q sla,Kaljleas Slel i liel g b3, EvaIyatmg apd validating the requirements and needs of IT SIS (6 ol (sl Sal el slasles 5 elyl i sl 5 oL
service/solution. <
20811 8.5.4.1.2 Create service/solution design Sl Jsloas b sl Slp dax ozl 0g3 Blasl 4 ol 0 (lejle 4 S8 Gl Lo Sl ) oleas >l (905
Formulating a design for service/solution that helps an organization to & <> >k staf s dngs 4l Ll 5 e (B Lo Sal)oless slannld s JSs
meet its objectives. Develop a new framework for molding the N> Cozler Sy rizen WS SWS el SBlaal Giss 4y a5 aes el GlaigSa |, IT sl Sl
service/solution processes into a coherent and structured form. kel azil sl 5 Sinlon qeliie &)y b )Sal, b Sloas ol b L po gloaiyld b 0 olox!
BRI NR
20812 8.5.4.1.3 Build and test IT service/solution components Sl (5,58 sla Sl Joleas gl cos ¢ cle Buildi i i
p bl (5,5l8 (slo, Kol Sloas (gli PRoes Bundmg and testing new components required for the development of Sledbl (655l o Kol 5 Dloss anngs gl 5lis 90 Wz Sl Cud g Lo
IT services and solutions.
20813 8.5.4.1.4 Integrate IT components and services IT cloas g izl oluax LS Combining th o built T Ca T . . A o a4 ohiws jshited Sledlbl (g5l Sleas b ledbl (5 ,5ls oobaislue )l adlge oS 5
ombining the newly bui component along wi services in . _ ) ‘ o .
, , b oS Sales g a5 LS Gledlbl 6,5l8 9290 loas b casl o slowl a5 1, (gouax ailye  Jonf
order to gain optimum output. 7T ST T hd 7
Aogd Jol> wlols J5 5l QLS cp ey 5 8,5k o 50
20814 8.5.4.1.5 Execute IT service/solution validation Sledbl (5,9 slo Kol less i Liel > Validating that . ce/solution is feasibi 5 Am o a1 1 (g e 35 9,50 Sleas g el lyal BB IT solprin slo Sl oloss aSil (e el
alidating that the propose service/solution is feasible an g T - — ‘ o
) _ Wlgs o Ladly o el plol LB o>l g o i golpeig IT Kol b Sloas a5 oS i)
provides the needed services for the customer. ign 1l 5 Sl el B 2lrls 8 Sl slenia T - SR
AU ool o | (6 i 5L50 90 Sloss
20815 8.5.4.1.6 Bundle service/solution deployment packagin la Sl loas | il oM ganac 5 . . : IT o555 a5 olacadled plos s ai LT (gl IS0l Joloas | il sl o5l S s5lwosly g cpgos
ploy packaging IIESTT SR 2 S 9 &5 Creating and implementing a strategy for the deployment of IT DT e A E R ST )‘fo'.“ S “S’J“’w FEIETR S o
P Slaiis 5 Lo Sy dacy Sl iololass M2 (ol s} service/solution by defining all of the activities that make the IT 5 Gresbio A e ) o)l s Loy oLl s e oo )18 o yiws o ool sl
189 6,910 ,5 xSs 1; Sledbl (5,0l ], b cwas S5 il 6l function available for use. Define the deployment process, LIT GloSoljoloas sl (o35l s gim} oS bl il o Tps @l 1) lasislsae (o i shos
5 e (5loolsy el b aiiS oo solol prmacio dta Sy procedures, and tools. Select the most feasible and practical SR 1 il gl s, ooyt At i pas |, Lazl gla il 5 boayg, i30S | 5wyl
- - methodologies for the deployment process.
{o9 walp Sllee e o T el I8 9 ploy P {oss
20816 8.5.4.1.7 Manage service/solution process exceptions o, Sol Jloas any1 )3 slaliizul oy e ldentifying and resolvmg.mternall needs/mqumes. for §§Nlce/soluthn 20,8 &8, 1 el alolidl ol sei a5 oo Sl Joleas (gl (L3I slaceulss jo/lails &3, 5 olobis
that cannot be resolved immediately. Research inquiries that require ol £is s il el loal s 25 el
the need of exceptional solutions. 2o plrdl Gl g oy 20 il slaodl, 4 Lo o lacelys )0 050
5. i i ' ' Slods o S5 aloxs o : : : , g, il Kt slacled ales Jolis b ISol Joloas s g (5,l0eS (slvas 5 0 oS i
20817 8.5.5 Perform service/solution maintenance and testing b ,Sol J Sloas 95 8, plol Engaging in all aspects of service/solution maintenance and testing 5 gy il Sin slacudled plad ol b5l flons 5 &I slacs alad o oS,
includes all preventative, routine, and corrective activates. Ensure po3) ©yge 0 Ol sie g aiiS o 5 Sy 4 IT glajISeljoleas a5 0 Jol> oliebs] . >
that IT service/solution are functioning properly and regulations where a5 ws ytalae S o8 i b 5ol loas Cus 3 (6,05 sloais plad 40 ) g oo Cule,
applicable. {ogse Caley o3 e 5 0isS o IS Camyo IT gl IS0l flons
20818 8.5.5.1 Execute IT service/solution maintenance lifecycle IT Glo,SolJoleas 5l yos a5 > sl,>]
y S S o 427 Sz . | | | | | liabsl Cobls i3l 5 5)ueSs slaaiszn als gl IT slo 5ol flass (6)agS joe 452 gl,2]
Exgcutmg IT sewlce/solgtlon malnte_na.n_ce Ilfecycle in order to reduce LT ol (5ol ) lass (5055 yos 4552 Lo 5ol Jlons 4 gy ye Sie b abay o IT sl
maintenance costs and increase reliability of IT infrastructure ) b IT el b L S | e S5 el ia b asS | o
concerning service/solution related problems. ) e GRS, T S el SellS s ke B L )l s B S Ly
{oy.‘;a polexel B IT colu ) g 09i 1S anje b oS Ll |, IT sla, ol joless (o ,lagSS o],
20819 8.5.5.1.1 Assess IT remediation Sledlbl (5,58 SlMol b))l 5 oz b >dlol Sloladl gl Sledlbl (5,5ls ame Sooll 4 S, slag b b))
Evaluate plans to address information technology environmental oMbl (5,518 Lo 0 Pl (Sogll (P else (5lodsboyy 5 plulid 6lp 571, plaaaly
adulteration for rectification efforts. 1,55k g (Mol Sleladl plomil 51y lasls p oo 055 (aseiin b aiiS o b5, g oy Slodis (gl
{uies S50 g conlio b g pllo Condg 4 Lasee
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20820 8.5.5.1.2 Modify service/solution design

PCF ID

Element Description

b 5ol Joloas >k Lol

Redesign the roadmap to seek solution or service with an overall
process flow and impact timeframe.

glesironic Buginess Prooess Management

S b Sloj 03l 5wl S Gy Lelen Cuass L Sal, gozatanr (sl ohasks (> bk
Oygoty il S5 e oS 0iS 2k 5 6Kk T |y Canns b lSal; gl oais s a)
1058 s 380 ysboar lojls 2 0T slanaly 5 )8 51 g le; wizpas 5 bl (ot Blads

20821 8.5.5.1.3 Perform IT service/solution remediation

oMbl (g5 sla 5ol Jlons Z3Lal ol

Administering the efforts and activities for IT service/solution
remediation. This process element requires the organization to create
plans for corrective action in collaboration with government agencies
and pertinent professional services agencies which specialize in
remediation efforts relevant to the organization's service/solution.
Additionally, the organization needs to consult experts to validate the
plan, determine resources allocation, resolve any legal concerns, and
formulate a company-wide policy for IT service/solution remediation.

bosl olejlos waiald 51 o ool 5o IT o Sl folens 2ol 4 Lgs e (slacalled 5 Lo 30 <y e
g..\.‘:)\b ua..a;u ‘5>)La| K ARY 0)9> 5O as Ja&;a 6‘45)"’ Slods Lgl.‘bufﬂ 9 ‘5‘;.]30 LngoLgf‘ Lg)li.a_b
Lmul)).: U"‘ \.\.\._:‘l) 9 G?LI-AA})LA—C‘ 6‘)” Q)L) )la.i ULA)LM: ‘u.:| 5 os)l.c...\;f u.:j..\.: ‘5>>Lo| P‘Jﬁ‘ d‘f‘ ‘S:LQML:).:
Sead) ) Sl SN 45 g (Boi> Plus (e |) lie (arads 0928 whled &gt 55 L
o) S 905 [T Gl 5ol leas Mol lp lasler JS o 53 (6l por Sl 3 ialas

L1y >dol pladl glaasl oS o pae |, IT sl 5ol foloas oMSie g3, slaculed ¢ la oM
s S 0B 1 b b oS & pie Luled 5 b las lad o Slass 5 (g slasles s lSen
108 g5 1) IT oS 28 gl sl g 0sS @8, 1) S9iB Plus couds Larass

20822 8.5.5.1.4 Manage service/solution operations

b, ol Joleas Sllas Co . . . . .
B i Understanding customer requirements. Managing services/solutions

based on the requirements. Develop components for providing the
requirements. Train resources to provide support. Confirm the
customer experience post-sale. Evaluate the performance of
service/solution. Communicate the results to the management.

At 00 glolid) (slajls ool 2 o lSaljolons Sy e (5 ie lajls ko 5 lolid
il sl 1) { Sladl} wolie oums anwgi 1) {6 e onds olulid) sloils & osSFub lp p3Y liz
3ot 03 0l g (s ) G985l oy 5 mien 225 {5 Cald)} aums hjeal ity

S Gla, bl g pae 4 1) bl oS oLl b Sal ) leas

20823 8.5.5.1.5 Prepare fixed/enhanced service/solution packaging

4Ll g oalizMal sl 5ol J loas (gaiaing L;)‘LuoéLo"

Developing packaging for fixed/enhanced service/solution based on
the standalone or bundled offerings to be used by the organization.

solaw! J;ls M L\ J.a.l....a LgLa:d.‘:‘)‘ Q.JLMJ » wl.xl.d.:)‘ l.> OMC)LA Lng)lib‘)/uLo«.\? ’Lg.,\,.:w drwgs
5 b Bog b oMol Jloel 5l o 1) 5l cwas @l b il glodiu : gm) olojle Lwg
39 e ey B o | e O jsoas Kol L Sleas pl S 0uS astine g 08 osle]

{.).:)SGA S8 oolazwl 090 ylejlu

20824 8.6 Deploy services/solutions oSl yloas |yl o . .
12l g o3yl 1y lynss . lhanul g5lmwl fpeas G,k 5l cledbl (5,0kd slo ISl )/ Sloss (gl 2!
Executing IT services/solutions by creating a s.tr_ategy for deployme_nt. s 63 aly ) s e} e e 5 8yl |y ledlol (g5 (sl Sl 5 lons el S
Plan and execute the changes. Plan and administer the release of its _ ‘ ' ] o )
IT serv|ces and solut|ons o9 QO;GA ‘).>‘ 9 ASJ")Ml‘)‘ m\! s_J|).....’.: B 5\)9M‘SA g IT Lng)&m‘) L\ Sleas )|J.£L:.M.v| 0g2u
{.35..»@ Co e o8BS 3 yaeliy jeboay Dledlbol (555li8 sla Kl 5 Sloas cowy &3l g jLacsl asyl)8 alol
20825 8.6.1 Develop and manage service/solution deployment strategy b, Sl ) Sloas | il o poe § >,k ceb as 1) slacIld oles sledlbl 5 ,5ls sla Sl cloas )l atwl 3]l gjlwesly g o]

Creating and implementing a strategy for the deployment of IT
service/solution. Define all of the activities that make the IT function
available for use. Establish the change policies for IT services and
solutions. Define the deployment process, procedures, and tools.
Select the most feasible and practical methodologies for the
deployment process.

Sl St lacielas S i 05 )18 e ytwd 53 osliiul (sl Sledbl (659l 09> Wigh oo
prbes S Gy | lanal sl il g beds gy il 8 (oS s Sledll (5 55L8 sla Sl g Sloos
5 0o |y Ll gl o551l s s} oS Sl il anl b sln 1) basislsaie o s n)lS g
aslgd 5 ooz lr S iledlad [T cless giluglles il Sliles lopls polos 1S 12
Al g cmlio g 00,5 paseine |y il gl @3Y lajlpl g leasl)d g W ) ol pois
335y il gl |, lagssglgaie

20826 8.6.1.1 Assess IT deployment business impact

oMol (5,5l il (6 )l5 oS ,5b b))

Evaluate the impact of IT deployment (products/services) on the
business. Compare pre and post development performance, behavior
of resources, and cost to assess organizational benefit.

G |y Lo 32 5 wlie 513, w0 Shas )5 geanS  (Sload /N gasme) Sledlbl (5 ,5ld il 135G b))
L OYgame |l aiul oS w)yp u’_uu} B9 odpzmiow glojle Carate i U oS alie dnwgy 5l e g
ool 09.76 ‘b)ﬂo& k_)‘]u-kl W g J.»ﬁ ;,u.v..oj MLQ.A lJ 9 Sl aBlAE )lSB\_MAS)J 6,|‘ 4.‘> IT Sleos

o 03,5 &8l o ol L Sgugs g )l.x"uA.?T.élj Olesle 068 Latine b aomns |y bras 5o ¢ ailis 5

20827 8.6.1.2 Establish IT deployment policies

SleMbl (5,5l8 il slo siwlas ol
Defining deployment policies regarding IT services and solutions to
allow employees to plan accordingly. Reduce the negative impact to
the user community.

ol 2 Ayt SIS oS (glisTa snledllol 5,58 (slalSal, 5 Slads (gl ol (gla dokes iy 5
Sl sl saelgd 5 boalow s} weas (2al5 1) S anslr e il anS sl ]
b pl s S s kel il (sl 65Kz wliy QSIS B 4 penns IT (sl (Sal, g oo
35,5 sl G lS s 1y PEST 055 oF 55 g IS

20828 8.6.1.3 Define and create deployment procedure workflow

il slaasg, 15 5s,8 sl 5wy, Outlining processes, methods, and equipment for deployment of IT
solutions. Manage core operations servers like subversion server,
production server, and development server, to make the IT services
and solutions available for internal/client use.

wile ol (Sllos (sl g s sleMbl (5,58 sla,Sal, ol (gl Dy 5 b, doald pos 5

S B sy 6 ytoe by I esliial gl Sledbl (g 5lis sla,\Sal
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20829 8.6.1.4  Define IT change/release standards Sledol (6,9l Ll yois (slas ailw! Ciy a5 Blaal 3a (gl oas el axdly yss Sledlbl 5,5k sla,lSal; § Slous slaJasllygiws ogas
Establishing guidelines for the changed/released IT services and bl 51 G IT (sla ISl 5 Sloss b 0™ s (selsd g balosal s i} annge oslitul b IS geunS
solutions to meet business objectives with optimum utilization. 3 6390 e i b )l oS Glaal a5 Wigd o g ooliiul (GligSa Wy aseus el b s
Aogd Bime glie
20830 8.6.1.5  Assign deployment approval responsibilities Syl b lcusine samass g b i o) i oy a5 (sl lailinl Lulul  dswgs wul slacdstns 6 jluSialon
Coordinating development approval responsibilities based on defined _ :
0 Sanlesd g palal i oo slaslibinl Bllas |) arwg slacudle aolb & b PR
change standards. . 9 ek 5 Zy e sl Bllae |) angs o dled 0l 4y by o slocasins
Aog pbl o J ;S & g0ty Ol Jlal g anwgs anlp b
20831 8.6.1.6  Analyze deployments outcomes o )yl ol Julows _ _ _ ax IT closs ) yiinl 0iS )y iigin ) Sledlbl (6 55ld Sloas il (calas 5 Llse) st o)
Evaluating the impact (pros and cons) of IT services deployment. ‘ ‘ . ‘
Aol asls ) gemS laanls 5 ol )l5 lojle (6lp site g Cuo sladly
20832 8.6.2 Plan service and solution implementation b, Sal, 5 loas s3lwosly 6lp 53 aebiy ol il sl soledbl s ,5ls slaSal; 5 Sloas o Sl szl Lol peil i) 6 a8 al,
Strategizing and executing changes in IT solutions and services. WS 1] g o e | Ol i S 13 bLs Ol 0,b50 Glaiisd b S (s ,40l p Ol pais
Create a plan for deploying the chang(.as.. Commu.nlcate with 55 5 00,8 e sl o0l | Sl Cales 5 5 e el |y it ol 5 e il ke
stakeholders about the changes. Administer and implement the s Ll IT welo Sl 5 closst 5 Juosl el s s} S e
changes. Train the resources who will be affected by these changes. % 775 &7 9 2%, BT SRR, 9 Shed 9 S Joel slr il 28 iy oo
Install changes and verify their effect. Slom g 9w Ghjgal ) 25,8 S8l asS Sy pae 5 Ll ) Sty )00 gl o 1) pladied s
Al 03 el Billae 5 ey bl asecis a5 0SSl ysds 5k 00l g o
20833 8.6.2.1  Assess IT deployment risk el (5,5l 5l il S, b)) A o threats and botential fail ated to the deol Cof ol . oledlbl 5,5l sla Kol foloas il b s o Jlis! sla ol 5 5 Sluags b))
ccessing threats and potential failures related to the deployment o , o e e . . ige.
35 G nFsle il ;5 canSa b P 5o 5 g b osS (o) i
20834 8.6.2.2  Define implementation schedule and roll-out sequence & lilely i3 g g3lwenly sanle; asb x5 Defining the schedule for implementation of change. Plan and carry oy ya3 e Sl Slietd Gzl 6l 1) g, b anld s iluosly Gl gangles rgad g B yes
out a process or procedure to implement the predefined changes. QS 1yl 5 5,40l
20835 8.6.2.3  Determine implementation requirements &lwosly Slall s - ‘ o
S,lge g &l 30 gle.})‘ slely & slwosly 3l O (S o «oledbsl (6,5L8 |l amul & slwosly gul}J\ S
. . . . s b ooliil ol 3 a8l slogy b Sl ol oS Lol oolactusl
Determine requirements for implementation of IT deployment. Carry Eoalat s IS S SR T 02 R ot e oz dom el 03
out a pre-implementation audit to assess the impact and use case. 3o s o 3 B seeS Slibos o il 5 ool slais iyl 80 S 5enS (sls los
Gauge the possible vulnerabilities and impact the business operations 5l saieils az auS wyp T cuwss b Sal, SO il G s ) duziw | (g5lwosls
during and after the implementation. (et aizan 5 05 Latie ol ST L awms alowl adsl ol 5wl o3 olads b
{4...5 S 1 J 3l as g 1,2 QLA)' 3,8 g Sldes gl ‘;Lo.‘;ol LS‘LI&ML:.% 3 Lﬁdﬁ.&iw]
20836 8.6.2.4  Plan and align user testing and resources b g ooyl Cus (48,5 g 5 (S0 ,4el 0 ol thodoloai 4 ali . s - o) il g |y gl 5 0uiS s yaalip |y Sledbl 6 slid il sl LS eesl slagss,
an methodologies and align resources for user testing o , L L T e e
deployment I 9 J asile p3¥ glie 5 050 plnil plaogeds 5 lagbs; a4z LIT cwons L Sl 6l )5 (g3l S Laseiie
A0S was 5 Sialon 1) g0y] Lammo g ol dlan Il ool 3l
20837 8.6.2.5  Develop IT training oMbl (5,5ld slaijsel axwgs Create and manage employee training programs by considering the 5 0 S prn 5 ool Wl (3l &y (o ioss lime 5 38 328, L5 5 b L) SIS ygel cslaasl
need and availability of these programs. Manage all aspects related e T oo b Lt e cloas
to the training programs. D TR D Ryl SRR e SBEE SeB
20838 8.6.2.6  Create implementation communications kool 4 bgs e Slbls | sl Coordinat A - ation in [T _ 4 solut Olised 9 LSS L aledbl 5,5k sl Sal, g loas ;o pis gl 4 bgy e Slbls )| o 5luSialon
oordinating change implementation in IT services and solutions T ) ,
Y ; Lo g QWS LLIT laySal, b wloas o o L2l b o o slaply o b glu,edbl 2 i}
communications with employees and stakeholders. AT OTR DT G R P TR SUTIR RSB 9 BETE e
20839 8.6.2.7  Manage IT roll-back procedures S 9ld { (8 A} iy Cumdg 4 Sl sladrg) o poe " _ g o return to initia deo o o) e Camsg w0 b a5l i adsl al e 4 i Lasme | citSil (ol baasg, o pae
anaging procedures to return to initial pre-deployment stage or foo C , ) ) s ,
& | . . 31 il Sleds! LS Cwas b s o JSCie j9 0 O S a5 oS Co o |y SLeladl g o]
previous state from current environment. s $ { 97 0TS AL s AR
A00,8 p i asi b il 51 L s 4 b e
20840 8.6.3 Manage change deployment control JUUFS B30 [ JCEX SCOPORS anwgs g ol 1y ol ST, ¢ lojles 10 s e Sl pess (g5loipesl sl ezl SO Eil ol
. . . . S e | o yitue Sledbl (6,5l sla,Sal) 5 Sloas 5l S Ll a5
Creating and deploying an architecture for securing the changes 9 105 Gt ]y o e 2Bl (5,10 sl el 5 Sloas a5 oo o0 e
deployed in the organization. Create and develop protocols that ot Slopimms yo 45 Slreads 3l Cblix (sl sina) S 2l 5 ol s 1y oSS0 5 Lol
ensure proper and efficient use of deployed IT services and solutions.  sslitul b oS ¢ gas gaelsd g b foddljgiws S ooy g (b sl ezl o Wigd oo (sjlwosls
Test, evaluate, and implement the policies and protocols. 1 5 oy wialog] | US55 g Ui (o2l s 5 050 ploril st oy IT sl ISal, 5 o |
{AJ G’L..l.o.c QLA)’L..;
20841 8.6.3.1 Asses IT change/release impact SleMbl ol Lassl s 56 oL . ) . . .
ST IR R SR By aluating the impact of IT change/release on the business. WgemnS 5 Slodlbl ,5l8 jlasl s 13U b))
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20842 8.6.3.2  Confirm change/release compliance Soe ades Ll ey sl sl Sl cillas ylojle dawgs oo ipss s (sla Lol ygiwd b auas aseud [Lacl s aSa)l 5l obaelo!
Ensurfe that change/release meets change guidelines set by the ST 5,5t cloailals 5 Lo 15 o elaind L b Bl 45 5 b g ooy sins)
organization. { o
Aloass abwl ylojl i o o sladyg; 5 rcawlow dalosal, b sl
20843 8.6.3.3  Assess IT change/release risk el (,9ld il pss S, b)) Evaluating f ind of risks or threats which could b 4d g ool SleMal (g ,5lid Ll yss | il a3 50 ol San 45 S5 b Saans, 4555 18 b,
valuating for any kind of risks or threats which could be caused due , . . . .
> IT Sloas g basbls ;o das cloases 5 & [l b Jlesl a5 oS )
to IT change/release deployment. ’ s 3 St Sl J s i
A0S oo 0] sl Slbae b o ,Shae il dacslo ) ol p Jloim! slassag b oS,
20844 8.6.3.4  Consolidate IT change SleMbl (6 ,9lid Sl pts goes 5 igi slagle; g aolie 51 ol ylS solaul (gl cledlbl g,5ld jo ol s glgl ann (g jlwaz LS
Integrate all forms of changes in IT in order to make more efficient
, o Ca ke yigr alio By b oS Sialen 5 az S 1, IT @l s Gilises glgil z s} gl (gjloa
use of resources and down time, and optimizing resullts. PRASS R EEe Srae B { TR 7 E¥ i = Sl
A0gd diny Slhdos bl 5wl rals Soldl )55l slayle; el
20845 8.6.3.5 Create and communicate deployment schedule Lzl gamile) 4l Sl ,edlbl g ol ini icati i i
ploy Sl gangle; asl p Glw,edlbl 3 slxl Defining and communicating the schedule for implementation to L o ool 5 laiicsd & ol csiingle; 4y oo Dbl 5 i
related stakeholders and functions.
20846 8.6.3.6  Approve change/release deployment Qx> s el s kil ol Permitting for the ch ol dool A dool 35U S g 3l ol el 1y i sagas aseas Lasll s Etul sl jemme Hedue
ermitting for the c qnge re ea§e ep oyment. Approve deployment s slaadund L St 6 ot 5 1 5 o i) S s g e Ll i
based on the evaluation of business impact due to change/release. { ' i
DS plo | el 6lyzl jemme S genS (s,
20847 8.6.3.7 Document IT change/release outcome Sledlbl (g ,5ld Latill s bt (gjludiine 5 &l . ) o )
Recording outcomes related to the change/release deployment. Qs adend Ll s LEl b e e bt o
20848 8.6.4 Implement technology solutions S5 sla ) Sal, (o5lwosly G972 NS gomnS Sldos o 0,Shos § pglas 51y a5 ledlbl (5,9l oo olulis sla,)Sal, il
A0S it |y wilagY S5 genS Sldas 50,5 5 Canys (sl ooy aseive a5 [T (sla ol o
EeFJIL(rJIy tgle !dentified sotl_utionsC forfi.nforTa:tion tedchnologtj_y imlportant for Ly § wileslT IT e 0SSt oS anb 1) Sledlbl 655ls mlie Shlas (5091 o yiwd 10 3 Curdg
ealthy business operations. Confirm status and operationa . g . . : e f . N .
T . T PRl e s mgy O S a0 bl | s a0 Cond A aiies S 48 g oolawl LB
availability of IT resources. Perform testing and distribution of change. o 03 292 o o 5 o m e 5
Execute roll-back protocol if necessary. Oean 80058 e |y S g 2y 255 (sl 3 IT sl S0l s gims} S 2y S s
S s el Rty LW PERVEL ST A SU PRIl Ps JUUES SN WL SRR S oI IT &l 0ye
St
20849 8.6.4.1  Confirm hardware/software operational status 33l il l5lecen Slles Caxdg anb _ , . ‘ ‘ - -
Confirm if hardware/software are operating as per the expectation. DS oo Joo Ll Gillae jl58le i i8IS aSLl 0l g o)
20850 8.6.4.2  Confirm operational availabilit Sllee oy Ld 3 9wl o ) L ) @l lacles aypd iale : n) Sledbl 6,5l Sleas Jlles glaclad slonl Sal 0l
P y SES TR OO Confirm if operational activities of IT services could be performed. o u
Al gl BB i yo & IT Sloss 4 by yo
20851 8.64.3  Execute internal IT implementation plan Sledbl g ,5k8 A3ls g5luesly z,b sl Executing IT implementation plan to make the IT services and oolitul cqz IT (slo Kl 5 wloas oyl J8 o yiass ;5 gl Sledbl (5 5lid (g5luooly aaliyy (sl
solutions available for internal use. e
20852 8.6.4.4  Confirm implementation completion & lwosls oSS 0l o . . ) . . .
' Confirming the completion of IT implementation. oS 00l L IT (sjlaooly Gasby izl Ghl s} Sledlbl 5,5k3 (3luosly JooSs b
20853 8.6.4.5 Implement software change/release 5818 5 Wens Ll sy g 5lwosls i [ i
p g BULIPRERES el (g5leesly Executing changes in software and services as per change/release soa 4 il s sl 4l s Slods 5 3l 3 Slonis 6l
schedule.
20854 8.6.4.6  Perform post-installation testing a5l o sbeews el Perform testing after installation to confirm expected performance is b S S e 3l rigimf 510,50 0 Shos 0 0351 b (sl e 51 o o951 el
met. A0S oo 5 Ll gillae piecew dygd ytolas
20855 8.6.4.7  Distribute software components network-wide Al 50 5 )18le 5 Slil aose Distributing and implementing the release of changed IT solutions. (3 slaailele g9, p 1y wax Glaasus o lasl al ow IT sl ,Sal, las! glwosls § &o56
Administer, implement, and install the releases onto internal systems. O i (59) » Moz gbeass o)Ll cuai sl olabs, S cual 5 1,2] (o pae
Provide methods for installing releases on client users. WIS ERPKY:
20856 8.6.4.8 Verify change/release implementation success Jols oliabl g} oz ases Laml i sl,a] Cuddee ool
el cuidge b (g ,l38l0 5 waz ass JLasl b s 1,21 a5 0’ Confirming that the release has met expectations. o9z ades el lawgs Sl as 03,51 90
{w‘ W)
20857 8.6.4.9  Execute roll-back plan { ol s 4 caaSil o,k ! . o of blan to returm to th . C tate ollasl 5ims wle Wiz s il i 45 S 9o 50 i Sllee Caxdg 4 citSb 2 )b (]
xecution of plan to return to the previous operating state if the . o o . L
) . . 4 cis b 0,5 Jize |y Gldas Uil 5,50 0 ,Slos ooz a5 b (PPETN) Llos
change/release impedes operational expectations. o s ’ S e Al = .“5’
Ao Lzl 1) (LS camsy
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20858 8.6.5 Perform service and solution rollout o, Sal, 5 Sloas | il plxl Syl slp (b ledbl (6 5lid Sleas g s Kal, o Sl Gzl g Lol il i) )8 pal,
Strategizing and executing changes in IT solutions and services. JPET EOSRVET S WS DR I I R JUUP S SIRVET S b JURN A U G JUUE S IS RN P19 PRSRVEL GNP C CH JOF
Create a plan for deploying the changg;. Commu.nlcate with 5 il ool 5 e |y i s el |y a8 o S s ol bl o a8 { il slie)
stakeholders about the changes. Administer and implement the 5 s b IT cole ST, 3 s 5 )5 Jlasl el s i} ol o el s
changes. Train the resources who will be affected by these changes. =~ =% S5 17 SRR 5 =5 02 o Jloel slr it ales a2l's oy |y o0l 2
Install changes and verify their effect. el ) 2555 S8l anS 12l g S e 1) Dl wpd Sialon (ladied b oS s il )b
{M .ub 5 sy p I L:edl Slgo0,S cuai |y Olsd Colys j0 5 dumd
20859 8.6.5.1 Conduct IT trainin Sledbsl (5,58 i jeel (5,155 ; ; i P i
g S5t il SO » Preparing users for c.h.a.nges in IT. §0I}Jtlons. Con.duct training sessions D55 el slocadlad 5 50l luds ledlsl (g glib (sl Sl 5o limnis 6l )5 5lmoole]
and engagement activities to familiarize users with the new changes. L 1o 1 oSl e alis LS 5 el ina] - elotal s oty L] il oIS B s
Implementing the programs for training IT employees. et T SETELGLSE OO0 St sminel SRR g BT AT SR R O B
20860 8.6.5.2  Prepare and distribute service/solution communications st e Saloleas 4 bg e Slbli )| w98 g 4 Coordinat cat ding the ch - _
: ) . . oordinating communications regarding the changes in IT services ‘ . . o , e
ol bl g oS ags | Sl b cwas o,l,e p3Y sla b, el ) ) ) o ol LS L ledlbl 5 ,5ls sla,Kal, 5 Sloas o &l peis ) bgy o Sl oMbl (6 luKinlon
SDBOTI T S LR 22 £37 SR8 and solutions with employees in the organization. oo ST SRS P St B SEE S)
Aawps )8 lised [Les
20861 8.6.5.3  Support organizational changes Slesls ol 5| Sleasy Creating a strategy for providing support for organizational changes. S8 sl Sl 5 wleas )5 e ety all ol Dt 5l Glaniy Sl @l S sl
Providing support to users of IT services and solutions. Sl
20862 8.6.5.4  Execute rollout plans Syl slaasl s sl,>1 Executing a plan for introducing the IT services and solutions to the g ol sl S o0 Sl 5,51 slo Sl 5 losis b sls]
organization's end user base. OIS ORT ST SRS il
20863 8.6.5.5  Provide rollout support Syl ) lasis 4l o . . . acgozma il o) ;0 Sledlbl (g ,4ld sla Sl § Sloas ol p I8 a4 Slacis @l gl Sleas ol
Estapllshlng services fo.r providing support to u§ers of IT §erwces and NP VTSN R IO JUNE ¢ SUSRITREN S o] b ) lesls & Slans 0 yinf
solutions for rollout. Define the plethora of services by which the 1 st sl o oS sl 1T o o o Kl | ] Ein 1o 1S el oy i, s
organization assists users of technology products. D B R SR D T Shed 9 BODAL DL AR QLR S 057 S e
A0S Laseine aad oo 43l (5 lid Y gamme ()5 4SS (5l el
20864 8.6.5.6  Manage rollout support capabilities Syl 51 Slati slacull o poe . . . . 5ol fanl 3] e ledbl 6,5l Pl Jo ool )5 @311 sl p3Y (sla Sianlis § o o Cu o
qugglng the r\ecessary sk!lls and competencies required to 5 ol s} S ol |, ity Ji5le o 392 ge slojls 5 LOISE . Sluit lislo 5 b
efficiently provide IT resolution for rollout through the support e Lt 55 s T IT B b « 12t e it ol 2y el caiails
structure. Identify the gaps and needs in support structure. 99 Sype Sty P LIT Jlas 68 9 )Ll 5l J3e Slosty 6)—9 p)Y slagaialys
Ao a1y o] lasls o laogeeS
20865 8.6.5.7  Monitor and record rollout issues Sl Blew <o 5 2 Track and record any issues being faced due to rollout. Define Ol 5 G sl b)) (s3dsate S ce dloml il ey oS glaline WS e oS 5 (6 Ky
methodology of assessment for measuring and monitoring issues. DS iy 1) Jiles
20866 8.7 Create and manage support services/solutions Sleis sl KalJoleas cu pawe 5 olx! Establishing and managing services for providing support to users of 03 S dsgarme eI (5 )5lid cla Sl 5 laas lS (gl Sl Sloas Sy e g ol
IT serylcgs and golutlons. Define the plethora of services by which the oyskié Y b sy Y Lol S 4 LT b 5 ologls a5 1, _sloos
organization assists users of computers, software products, or other ? ? .
information technology products. DS g S (g0 ST DL
20867 8.7.1 Define and establish service delivery strategy oleas 4l g3l sl s Defining and establishing strategy for delivering IT services and Sloas ail) Jas S olnlS 4 Sledbl 6 sld slo Kol o loas ail,l gl o3l iasl oloe] 5 iy a5
solgtlons to the users. Design an IT service delivery model that SIS (5 ol oo ST 5 loa 451 sl s 9o slass) 5 Lol 45 aniS oo DUl (6 ol
defines the processes and procedures needed to deliver the IT ‘
services and solutions. S e
20868 8.7.1.1  Assess business objectives and IT service delivery oMbl (5,5l8 wlaos ail)) 5 S s Slanl L) Asse§8|ng the goals and objgctlves of IT .sewlce.dellv.ery and h(?w it b S o oS S gnnS S Slanl a0 aisSa 4Kl 5 oMbl (655 leas 45 aolie 5 sl 3|
contributes to the overall business objectives. Align with the business Ll IS aal
objectives of the organization. R g QR )R g EB
20869 8.7.1.2 Define IT service delivery portfolio Sledbl (5,58 Sloas @l s iy a5 . o ) i ) i ) ) _ i
Creating and establishing a repository of IT service delivery offerings. Sledbl (5,58 Sloas @8l Slolgiin lp 2L il 5 ol
20870 8.7.1.3  Create and maintain IT service delivery model el (5 ,5k8 Sleas &3l Jaw (s IS5 5 ol Design and maintaining an IT service dellyery model thaf[ defines the 5 Slous @l gl p3¥ ladss) 5 oanl )b a5 Sledlbl (558 Sloas ail)] Jow Sy eSS 5 >k
processes and procedures needed to deliver the IT services and S b5 el e alih ol ISal
solutions. SRt S SRR G0 SRR
20871 8.7.1.4  Determine IT service delivery locations and activities SleMbl (558 wlass ailf slacallss 5 laoSs e Determining locations and types of IT services and solutions which g ALl b a5 Sledbl (5,5L8 la)lSal,y 5 Sloss elgil 5 laglSe (s
need to be delivered.
20872 8.7.1.5 Define IT service delivery sourcing strategy Sl (5 55b8 Sloas a3l sl ailin ol (6351 el iy yu5 - . , . . e molie Colie o Llie olel ¢ oalih eln (Sal . o lons @] b meli el el sl o G e
Defining a strategy for sourcing delivery of IT services and solutions. e o oo 5 Ll S29=2 SHEIPEL 9 O EER O Sl Sl N R
Examine the pros and cons of various sources that can support the Iy &l (2 Pomslin g (2 348 oy yg e S gy 2iiS Slotis Sleas @l aial)d 5l wilgs e aS 1
delivery process. Select the most feasible and cost-effective sources. oS bl
20873 8.7.2 Define and develop service support strate Sleas sloiy o5l wl > by a5 ini i isi
p pp ay o Slaiy Gl (b gy Deflplng anflj cre]a;tllng a strategy for provision of support to users of IT D! (6 gl (sl Sl 5 oo 5 4 ol cs5lardlyd sl o3l 5o Sl 5 o5
services and solutions. ’ '
20874 8.7.2.1 Assess business objectives and IT service support delivery ledlbl (g ,5ks wleas Sloiiy afl) 5 55w Slaal b)) Assessing the goals of IT service support delivery and how it aligns to SIS Slaal 3 4 SaS gl o] bl yen gz g Sledbl (g ,5Ls leas gloiay all)) Blaal b5 )|
contribute to the overall business objectives. JLgtmy
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20875 8.7.2.2 Define IT service support portfolio Sledbl (5,98 Slaciio Sleds s Cay yai Defining different IT support services and solutions such as remote Sl g 590 ol 5l laiy aiile oMbl (5,5ld Slain sla)Sal, 5 loas calizes glgl cay a5
support and cloud support. Include planned IT initiatives and ongoing sladsl p 5l sl aile) IT )l loas g ledlbl (5,9lid oiss 3 yaeli  (sla ISl Jolis s 5
IT services (such as application support). (oS
20876 8.7.2.3  Create and maintain IT support model oMbl (5,5l Sloiiy Jow eSS 5 slw! Design and maintaining an IT support model that defines the . S 5 i sl oY slotss, 5 o T,b o8 ledlbl g olis sl e S 6o 5 ool
processes and procedures needed to support users of IT services o ) )
20877 8.7.2.4  Develop IT support service sourcing strate SleMbl (5,58 sliiy Sleas el (6351l o> . . .
P PP 9 9y G09S =B 3l =Lk peveloping a strategy for sourcing resources to support users of IT DMl (558 slaySal, 5 laas )15 5 (Slaity jslaiear mlie (el (sl 3Tl S g
services and solutions. Establish sources that will make use of e-mail .
_ _ ' Solsm b cenlss o s gl 6yl b ecpdDT 0nsy slacii J3le 5 o aas! 51 aS 1, b JUIS 5 asles
live support software online, or a tool where users can log a call or > 7 . it o e e el L s
incident in order to retrieve IT support. A Slral i oo oolatl D! 5,58 (Sleriiy 2Ly Sz S Lo { Sy sloc S}
20878 8.7.2.5 Establish support service framework Loty Sleas gzl ol . . . o A ea e A en ey o Az . .
PP (e e 2970 9= Creating an agenda for the rules and regulations of support service 5 oloas 5 4 Gloniy alil 6l Sleiy Sloas @) jie 5 Glsd Jesdljgis b S 50 4 ol
that deal with providing support to users of IT services and solutions. Sledbl (s ,5ls sla Sal,
20879 8.7.2.6 Provide service support tools and technolo Sleas slasiy slag,slid 5 LIyl ¢ e - . .
PP 9 2> ety o ysld 5 )l 00,5 pal2 Providing the tools and techniques to support users of IT services and Sl g Sledbl 5,5 (gl Sl 5 s oy lS 5 Sl sl oSS 5 oIyl 50,5 pald
solutions, and choosing the most appropriate tools and techniques. o 5aal U5 oS b1 s ol 5 Uasislonie dan coloe s ble oS 5 Loyl s jenli
Evaluate the pros and cons of all the methodologies and tools 3 RPReT D SR SaT e RIS S B e 9 Bl - M 9 ‘)ﬁ RAs -
available. Choose the most efficient and effective methodology. S8 Sl i) n i ]
20880 8.7.3 Plan and manage service delivery control sleas @) ;S copowe 5 2,46, Determine and manage service delivery flow across different olaitsd 55 3550 Sloss pelans IS g Galie laasly s 1o Sloas i) Gz Co e 5 Cpetd
business functions. Understand the level of services needed by S Bllis | g sy ol 5 o ) ol ok Llis oS oo 5 _ololid | ik
different stakeholders. Identify major service delivery touch points and ST e oo S ’ < ST e e
criticality associated. Ensure timely communication with users. S35 Jol Lol o) b g8gets Ll )8
20881 8.7.3.1  Plan operational activities for IT service delivery oMbl (5,5l Sleas 4l gl Sllee slacles 53,440, Planning different delivery services for operational activities within the 1)) glaailals ) Sledbl 5,5l anly 035> ;> slibec (slacallad sl | Slass glail (55,0l
IT function. Use service delivery systems to manage the IT service ] . ) i
delivery services DS eolarwl Sledbl (g,5ls Bless &1l o pae gl p Sleas
20882 8.7.3.1.1 Schedule service delivery resources Sloas @il plie ganle; Sch_edullng resources to provide service dellvc_ery toIT users. En§ure gt (b 4 0S Lol bl oMbl (6,515 ol @ Sloas il sl wlie ool
design, development, deployment, and operations are aligned with . anl b e« |2
the business objectives. ' Feoal S g SUBY Ses 9 )t
20883 8.7.3.1.2 Maintain/optimize batch job schedule slarws sla il sannbey oilwaines ¢, Maintaining and scheduling batch jobs to run in the background at a _
S SR SIS certain dat% and time J . I aseie oy 5 Gl o ahaiim 0 Lzl sl lates GGl )N 5 sanoles
20884 8.7.3.1.3 Schedule change/release windows 3OS astiie g} dud e Ll g i slaesl ol e HLasl DMl (g )5ld Glaiiy b Sloas spoer ases JLadil b yosd Jlasl 6l caslie Gl (s
97y oz sleass el Wl Jlesl Gl Slej slaojl: 4z Determine the timely change or release of IT services or support. i cnlin o iginf S et Sl (5518 Slaas b laailabo sl 1 sloygd Dlpeni b w0z
{5 ls Assign periodic release/change to IT systems or services. Siyebip sloye0 Ol b b Licsl ledlbl (5,9l Sloas L laailelss g1y g 00,5 asine |, Lacsl b
o
20885 8.7.3.1.4 Schedule/optimize backup and archive activities S g S ol sloadled oilwaig gl Schedule or optimize backup and archive activities for IT services and Slpoledbl (5,08 slo Saly 5 Dloas gl SGL 5 6,5 Hlain sboaadled giluang b o
solutions. Use a backup system or application and archive operations ool ;o oLk @l 1) Slkes slaosls 5 03,5 sslatul (6 p5 latiy S8l 5 b abels SO 5l 65 bty
data for future retrieval. RV
i [ [ Sl gl ¢ 5 ; ; . . g oo Bl 2 B L L5l b e gl a8 Sleas g laasyl 3 15 ,b g5l Jobaze
20886 8.7.3.1.5 Balance o;:eratlonal workloads across available infrastructure S90Sl izl ol jo Sldee )5 la)b (s5le Jolaie Balancing workloads of all the processes and services that are S35 p Ngbee Ll (B L (A3 b i Glp oS Sleas 5 bawls aes )5 L g5les
components provisioned to their internal or external clients, across available Ml (5,518 Slelas bz o (Gl o5z e &5 ligSa sledlbl (5)5l8 cSle ) 09290 (S152]
components of IT infrastructure. No component should be over or dlizs Glizl 63, 1) Sleas g basld )15 b dnf 0,5 1,8 ooliiwl 8550 o> 51 a8 b ol i
under utilized with the workflow of the IT operations. {9 ool (oSl i i et b S g8 IT bl
20887 8.7.3.1.6 Determine specific problem support procedures 1 oMl 5l Slaciy slvasg, oo ini i ifi
p p pport p o S oleis sladyg) (s Detgrmlnlng process and procedure to provide support for specific IT ML g 5lis ot ol e b agale 35 Sl 4l ol ass, 5 ol o oas
service problems S29 P Moo b agzlgn jo (5 2 AL Glp gy 9 Al e
20888 8.7.4 Develop and manage infrastructure resource planning by gl 532,006 Sunde 5 42w Developing and managing the resources required for administration Ca e losles IT solie b b el jolateds ol ool (sl L5050 polie S pie g druwgs
of infrastructure. Manage the IT inventory and assets to meet e plil |y Sledbsl (6 ,5ls slo ol)ls 5 594540
organization's IT resource capacity.
20889 8.7.41 Develop IT service delivery strategy oMbl s ,5ls wleas 4l 31,20l 9o Creating a strategy for delivering IT services and solutions. Establish DS 255 |y mulie el (gl oSl (g,5lid ol (Sl 5 oo ) (gl (g5l Ky g0
the sourcing strategy. Establish the delivery process procedures and . . . . -
tools Exarr?ine ancj;J )éhoose the most effecrt)i/vpe methOZOIogies and 3 shils an b il sislsnte brihe oles bty Seoss Wl Sl 5 sanlS o)
tools. Sales ]
20890 8.74.2 Assess IT infrastructure business objectives SleMbl 5,58 el s g les Blaal bs,1 Assessing the goals and objectives of IT infrastructure and how it ) - _ ) .
7 e o contributegs to tﬁe overall bquiness objectives Ky 5 SRl 35 o ol 25l (Fisfe 5 A 58 SSlon) sothe s Sasl o)
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20891 8.7.4.3 Determine ongoing IT infrastructure capabilities Sledbl 5,58 colop Jad slacall s Determlnlng existing IT infrastructure f;a.pabllltlles. Identify the gaps symge il il sl | bl 5 OISt 5 . ledlbl (g 0ld el sgmgn (clacalll s
and needs in order to enhance the existing IT infrastructure to meet o L .
growth objectives. QS olols ol ) Slaal 380w jelaieds § Sledbl (5,4l8
20892 8.7.4.4  Plan T infrastructure change Sledbl (5,518 wolo s s 552,462 [dentify the gaps and needs of existing IT infrastructure. Plan and Rl bl Gl ala il Sl (5,5ld 3920 cSlun lajls 5 bl olubs
develop strategies to upgrade/replace existing IT infrastructure. Doled (905 g (5500l Sledbl g,5l8 950 il
20893 8.7.4.5 Plan and budget IT license usage volumes SleMbl (5 59lid (lo puinsY 5l ooliiw] p> (S ,4209 § (S5 40l 2 Sraly Glp szl . Oledlbl (5,9l sla syl oolitul wz b Jad 1o dalp G ol
Creating a plan associated with usage volumes of IT licenses. Ol e Ay 0o ool ool slapzs b ol e Sledlbl (5 ,9ld Sloas (5 )lA8 iV
D_evglop g.framework to govern the I|c§n5|ng ofanIT services along. s |y i sl Lo els 0356 5 el (55 (sl i 5l oaliial w5 635 ele s
with identified usage volumes. Determine the amount of investment in e b S ooss IT el oty | ol L sl s} i
IT license usage volumes and how would the license volumes be CoaSl gl 9zl @S g T gloguia 5leo p> Slp sl gy
financed. g Sl 23¥ (5185 Le s ok dz LS (attiie G S (b B pas g o pde 5 (5,105 i
Aogin Jbo el Wik Lo iy o>
20895 8.7.5 Define service support planning Sloas Slati s5,aebp iy Develpp stratggles and methodologies to. provide service support. 5 Sy Sz coloas moban lons ity 4] sl lasialgate s bl il g
Examine service levels, support complexity, stakeholder requirements o o ‘
to offer service support. 25 e 2l Gty Sl sl |, ghdisd slaganeily
20896 8.7.5.1  Understand IT support demand patterns oMbl g,5l8 Sloiiy Glolss slagSl Juls 5 calis I : Secs 28, (6l Sl lasil g Sledlbl (g ,5k8 Sl bawgs sadall )l Sloas og b e b))
PP P Aol 598 Gl SLolE slagtl Sl 5 <2t £\ o1 ate criticality catered by the IT support and expectations to Floe 8y sl B 5 UMbl 6518 Gl Bowg? oadadl| Sloas 291l lie )
resolve raised or identified issues. Determine the usual requests ejem o e Dledbl g )skd Slaiiy lp (L) Jsore slacanlss s oad olulil L onliz jlas
received for IT support for each area of IT operations. Ensure Cgzlr 58 e b5 b oads olulid i, a5 0sS Jols el asles oo 1) IT cliles
resolution to every identified or reported issue within specified SLAs. S5 88, oas_yaie sSLA
20897 8.7.5.2 Determine required support resource levels, responsibilities, and eubl § lacagtus lis e Sluiiy sl mshw s Determining levels of required support resources along with their )
capabilities responsibilities, and capabilities to resolve IT issues. Evaluate and $o9t8 Pl &) sl bagl Slacelil 5 lacadgtuns L ol o jLid )90 (Sloitdy alis ol (s
ensure that support resources are fulfilling their responsibilities n a s o pll Bgens 1) 053 lacgiun Jlaiio mlie a5 aul Job> laebsl g oS oL, .oledll
timely manner.
20898 8.7.5.3 Maintain service support knowledge repository oleas bluris il oL s laeSs Create and maintain service support knowledge repository. Store, (8,055 0,33 1y oMbl (5,58 Dloas 4y bgsye Liils leas glaiy il ol (6, g ol
maintain, access, revise, and use knowledge for IT services. Review
’ ’ ’ Iy als Jlsl elaebglase g oS I, caslo claasgy ol andls ¢ Swd g dusS oolaiwl 6,550
knowledge trends and implement knowledge transfer methodologies < ST lasishate 5 55 sman b B0 slasy 5t e S
for competitive advantage. St e ) Saje S sl
20943 8.7.5.4  Maintain service support learning Sleas Slatin 6 pmSol (6 luaSs wasin Sl o3l S5 48 (6,9l sas N s b ol ped Sleos Slaitiy b s e (ails JESH 5 6l
Maintaining and tran§fer of knowledge towa.rds service .support with 5005 Ubigel st e ity a0z (slagsSoly y ledlbl (g lib SIS 0 Lols lisabl
the change/upgrade in technology over a stipulated period. Ensure IT o Lo e Lo | st s oy sy s I b s L I i
staff is well trained and tested on the new learning of service support. Jae g 2 S B S U P G e i) e S50
Hagdin byl Glsaz lad e 5 oaps ojel IT (SIS 05 el
20899 8.7.5.5 Communicate service support needs Sleas Slatiy slojls Slo,edlbl sladarg, g anld 5Ls g0 Sluiiy Sleas @l Bua b oylojle pwlye 1o Sleas Slaiis slajls Jlas!
Conveying service support needs within the organization, with the e 4 1y agg, oS iy 1y oML 65l ol o), 5 loss )8 51 by sl p3¥
objective of providing required support services. Define processes
_ : pom 1805 Sl ] el jo 1) cleas Slaciin slails  cof oS Jiiie gy pe SueSl>
and procedures needed to support users of IT services and solutions. o BT G 2 SRR e 7 ‘
Convey these procedures to appropriate governing authority. hlagl g ea)s pasia ) IT (sla)Sal, 5 wloas o)l 51 Gty sl p3Y sladeallygins 5 loasy] 3
Hams ail)| Jstos @20 0 yllis 5 20 sl
20900 8.7.5.6 Define IT escalation mechanisms oMbl 5,5b8 o { slatin pYU mohw ) glo ) slaSg3le Ciy s Sy9bd Slel> )| g iz e ol (6 xS el YL glans 4 (23515 slp ole, gl uuns
Determining mechanisms to report for a higher degree of decision S g5 | il sl 1o UMb g5 Slelr )l g ye5as sl p3¥ lodss, o Loyl b cledllol
making depending on the criticality of IT escalations. Define the .
) Lol IT e S 28 0usS yaseiis o ) oS Sl o] Slosles puslys 10 | oS g5k 0]
processes and procedures needed to follow for IT escalation at o "LSM O TN AT e PETEO 02 5 B o
different levels. Convey the mechanisms within the organization. El Slaainlf o 055 G 5 T WSz 298 JEe VL g 4 b Ol b Soeal ol
Ao el losle JS 50 1y oyl g 03,8 ciy yai | calises zoan 5o
20901 8.7.5.7 Manage IT service support resources oMbl (5,5l Sleas Slaiiy mlie <o o Managing resources required for administration of IT service support. 33l 5 e ol 51 48 08 oyl 1y omslin bl (g 5lid clons Sl ool gl 5o 50 aubin Syt
Est.abllsh sources that will make use of e-mall., |IY6 support software oS 55 ity il s (ol il S o A5 sslicial o 3l b o oSl sl
online, or a tool where users can log a call or incident in order to ‘ ' o
retrieve IT support. S o { bty glacSat ol L cwlss o
20902 8.7.5.8  Coordinate with external support providers B Sl (Basmedl )| b Siales Develpplng a strategy that will make use of multiple resources to b i o oliul o)l sty amoal,l b Sislea (ol saxte golie 5 a5 g55]5l Sy >b
coordinate with external support providers in order to make the s ol s s
support services work more smoother. (5 Joe Sl Sty oleas
20903 8.7.5.9  Triage IT service delivery incidents Sloss Bl {Gleity slacSs] ol sanates s sancaslsl Sorting the incidents of IT service delivery in certain order so that the b aseiin i Sy bl UM (5,58 Slans ) { Gty SoSs} Bls (g3l o
ol 5,503 services could be delivered based on the criticality. g 4l o] s Sl Gl @illae Sloas
20904 8.7.5.10 Monitor IT service support performance SleMb! (g ,5k8 ooz Jloniy o Slee o\l Defining .melthodology and frequengy of assessment for measuring ity il sl 5 baal b o Shae il 5 6ol sl i) sl 5 (S5slakin iy
and monitoring performance of various processes and activities of IT i .
. . oy o Jsliwl Blasl b avglie [0 Sledbl 6,4ls Sloas
service support against standard set goals.
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20905 8.7.6 Develop and manage service delivery operations e il Sldes o poe g drwgs ) o ‘ ‘ _ o . )
Developing and managing different delivery services using service Hllos slocallsd plal sl Cooss ail)) sloalols 5l 55T g0 b Sl lizes Sloas 2y oo 5 dxss
delivery systems for operational activities within the IT function in ) glaailole S L 1) loas glgil : pm b pylojlor Ban 4 litws jsliie ay «oledlbl (5,9ld 0j9> o
order to achieve organizations goal. 5,5 Gims olojls Blanl g 05 alowl IT lles slaceled b a8 oy pie 5 dd drassd Caods
20906 8.7.6.1 Operate and monitor online systems T slaailobn p o ylas g (gl 0 0 Operating and defining methodology of assessment for measuring b avolio o lagyT o Shae ol g i slp b)) 5egaie i yai g (T slaailobu 51 o)1 o 00
and monitoring performance of online systems against its expected oliss Shae b oS aseine | b5l oy 5 9 (6100 00 1y T slaailols : g b il 5590 gl
result. 05 il g s ] 350 ol 4 o |
20907 8762 Run al"ld monltor batCh jOb SChedU|e u] u».ul.ﬁ 9 6‘d.-4¢ 6L®u,u)|0}4 L.S"L‘JQL“) 6‘)-”‘ Operate and mon'tor the appllcatlon of Schedullng batch JObS to be ULA) 9 GJ)L) ).3 M)‘)MJ )O LAUT LE‘P‘ le)" Lg‘d.u.ue Lthw)‘é)J 6.)...:0140) AJLAL.: uM.)L) 9 6)‘0)50%
run in the background at a certain date and time. A
20908 8.7.6.3  Manage service delivery workloads Sleas @il 5,5,L o »ae Analyze and manage worklogd needs in relation to service delivery. 6l ol b cliie 1, oY sl 5550 5 e olons 3l b Bl 4o )15 sl ke 5 Jaloo
Plan resources and mechanism around those workload needs so that ] st B oS cn e <L
services could be delivered smoothly. HI 0% 2ogedt et B B SRR B 07
20909 8.7.6.4  Manage infrastructure performance and capacity colo g cud b g 0 Shee <o pow Managing the performance and capacity of infrastructure by using key
performance indicators to routinely track the performance and phite 03,5 Js 5 (2 lr o Shes oS lagasls sl ooliiul b cobupj codyls 5 5 Shoe o e
capacity levels. Review performance. Evaluate the efficiency and DS Sl csle ) s il g ol awsS ol 1) o Shes iud b g 0, Sles gl
effectiveness of the infrastructure.
20910 8.7.6.5 Respond to unplanned operational issues o0ii s yaely Slilos Jluws 4y s . : . . o s , S b ocole Tl = 15 a5 olestl ¢ alis o e elocdls s alis o 4 £
i il -~ Addressing to an issue in operational activities within the IT function, SIS L ole s 5l e,y < G988 0597y (Flrtes Goles yo 2 4 (S e
that occur outside of normal routine or preventative maintenance. a2 e 7,y wl Ky
20911 8.7.6.6  Produce and distribute output media 9> slaale, w3y g oy oLy 9 BN S paeai (sl camlice BB JB j8 g5 Liules sl e (Byre g olulid
Identify and introduce resources to display output in a viewable form
. B S e (sl oamlice BB B o b g, b asS 8 N IE R FORPTRY SPRW Ly
to key decision makers and evaluators. 905 g HE S 2 s S 5{‘5 SRS
. ..\;5..,: ools WL‘” Lg..\...lf ul.)l_\))
20912 8.7.6.7  Monitor IT infrastructure security SleMbl (5 ,9ld clu ) canal il o - . . .
> Identifying, examining, and recognizing any flaw or breach in security 0 ol lipabl oMl (5,58 Cils g el yo ais) Uy aki g5 )n Laniid 5 guy 2 catbolid
of IT infrastructure. Ensure that protocols and guidelines for individual
_ : : 2t 5 Mg oo Cule, Sledbl 6,0l8 el izl 5l S o 4 by ye sla fasllgiwms o b S5, a5
IT components are being followed and there is no misuse of TE 9 Tt <2 25 Szl S 2 8 L o fosllsios s bS5
information and breach of individual or organizati i Ao &5 Glesle b 528 sogat my AR L BT gloslilegs
ganizational privacy.
20913 8.7.6.8  Manage IT infrastructure/data recovery ool bl o IT colu ;o o , 1T inf . , o . . . o
Managing resources of IT infrastructure and their recovery capacity. i gealS 38l Bun (g jlwe 33 wlie Lol bl cud b g Sledlbl (5,5ld Cilu ) lie Co poe
Manage storage, computer hardyvare, software, a.nd infrastructure 0] ol Lamgt L 9 5 by Wigd 0,55 09 ge (laieds alyice o |, Lo wolie 5 lydle s
resources that can be stored as inventory or provided by the N I R T N R o .
organization as needed. Managing backup/recovery for IT services e =2 S S35 S0 5 D> Sl LIV Oty S e Sk g
and solutions. Use a backup system or application. 035 0alisl (6505 Dl ST L
20914 8.7.7 Manage infrastructure resource administration CE N WEPH N R Managing the resources requi'red for administration of IT 1, Sledlbl (5,5L8 slaalls 5 o9 ge ledlbl (5)5kd colu o ol (sl 5L 90 mulie o e
infrastructure. Manage the IT inventory and assets. Take care of the i i )
o e . S el e ol ledbsl (6,5l mlie o8 )b 5l asS Co o
organization's IT resource capacity.
20915 8.7.7.1 Manage infrastructure configuration csle ) oS ca poe ldentifying and tracking individual configuration items, documenting
functional capabilities and interdependencies of IT infrastructure. Flie sla Sily 5 53,8as Sacell giluarine 5 oS pM1 51 G 5o (2L, 5 plulid
Determining the gaps and needs in order to enhance existing Sl 5 0990 (S0, Sgagr jslateds LS g LS rns . ledlbl (6 ,9ld cilu s
infrastructure configuration.
20916 8.7.7.2 Perform infrastructure component maintenance celoy szl 5l sl (ebwl) Evaluating and maintaining all aspects of infrastructure component Sy gy da 45 0 Lol bl el il cligSs gloavs aas il 5 )
maintenance. Ensure that all components of an IT infrastructure are . - .
o ) : ) Al Kty Sloladl aan Jols cuiilagSs oS o 5 ot joa jlanl glae Sledbl g ,5ld colu )
functioning properly as per the expectation. Maintenance includes all ‘ & S B e S e B ¢ 7
preventative, routine, and corrective measures. sl (2ol g Jgase
20917 8.7.7.3 Install/configure/upgrade infrastructure components cla ) sl 6l Vsau Sl sl 3 cwas INstalling/configuring/upgrading all the components required for olimab] Sl (6,58 cilo o Slhlas calles ly s en lr! dan ol gai Sesloss
operational activities within IT infrastructure. Ensure that all _ K .
_ . L/ asend o, T 4 g 0 o ) oty SleMbl (6 ,5l8 clu oy G Gli! dan 45 0S fol>
components of an IT infrastructure are functioning properly and ¢ ORISR e S el ‘ g
updated to latest version/technology. o gljs %
20918 8.7.7.4  Maintain IT asset records bl (5,5L3 slo )l Blsw 5l Malntalnlr)g the complete list Qf IT items or resources gvallable with gy s> o iz b ol e lajls 55 39250 oSl (6,55 e b MBI LolS o g cuilags
the organization with the details on date of purchase, licenses, - s s60s | ot
deployment and SLAs. e gl sloasliglly sl
20919 8.7.7.5  Administer IT licenses/user agreements S5 sleadl 33ls/oledbl 5,5ls slaee o o Administering and overseeing the terms and policies associated with o
licensing the IT intellectual property. Create and manage the policies =~ &=t =Ml )5l (6,58 cofllo sl e s9ao b Lo loclow 5 Luly )l 5 2o e
and terms governing the possible granting of a license to any external Ot (SHBg) w7y S Cupde gobml | (2B Jele o 4 jezme Jliol llacl oS> Ll
agent. Demarca?e a clear framework that governs the licensing of any S i 1 lesles 4y Bl 185 5 b gl Cud g 4sS 0 sl e ygo 45 0iS
patents or copyrights held by the organization.
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20920 8.7.7.6  Provide IT infrastructure service and capabilities Sledlbl (5,9l calo p; slacabld g Sloas 4l Prowdllng all thg llr)frast.ruclzture services and capapllltles required .for Al (6,55 035 5 labos slocolles sl o gn bl lacaabld 5 e sola 5,8 walyd
operational activities within the IT function supporting overall business i
. A e Slaiin S gewnS S Glaal 5l a8
objectives. -
20921 8.7.8 Operate IT user support Sledbl 5,58 o)), 5 Slacti 51 5,10 o 00 L ol slaclss o oaich o5 ladss, s,k 5l o))l aueplls Slaiis el 50 Shae &g o
, . , . - 5V > ks o JRVET g [ | [RCSUON PSR DY EONDAY PRRRVET S o) FIPTCON OR
Managing systematic user support functionality and capability through AV gl 0 gyl e Sl Spg0 g S izl ]y il el Jo S il 5 S O
defined procedures. Determine, record, and monitor user requests. oozl b 1) o)l )l8 phate Sluity ol g 5 Shos i ginf S Bk 1) Cunlgs pofalinne 0S ooliul
Execute issue/request resolution. Utilize escalation path when Sy AT B WS (6,80 gl alulid ) Gl lacalss 10 WS Cu pae Lasine sladyg,

needed. Resolve issue/request. 19 5 0 6K VL ok & gl e 31 o pa3) g 3 s plonl | Celg o b altas 4

Ao o | canlgs o b alins colys

20922 8.7.8.1  Triage IT issues/requests SleMbl (5,58 slacanlys of Blue sa2e 55l Evaluate and assign IT issues/requests accordingly to allow for the o9l e oo Zolan 4 glaigFay Sledbl (5,5l (glaclss o Blas coslie (arnass 5 o)l
g q gly
correct routing of IT issues to the relevant support teams. D9y Sl b e Slaciiy slapws 4 ledlbl
20923 8.7.8.2 Provide IT resolution capabilities SleMbl g,5l8 Jluw 23, slaco s 451,) Providing the necessary skills and competencies required to . - ) _ .
» JJ @) o ’ . g H ry . p q u;' “ - )L"’L"’ d”)"a )‘ ""L‘:}U"‘ LS)BLB JjL"‘“" "\"")ls Cj) 6‘)‘3 f)y k§l"°gé—"'“‘"“ L"" 9 L‘b"‘)l‘e"’ LS)L'*‘PA‘)S
efficiently provide IT resolution through the support structure.
20925 8.7.8.3 Manage IT user requests oMbl (5 ,5l8 o) )15 slacwlss s <y nae Creating an effective plan and structure to address and resolve ‘ o ‘
requests of IT users. Determine, record, and monitor user requests. slaculys o . oledbl (555L8 (1)l slacslss o @18) 5 (Faws; lp il 6 b3l g sl ol
Obtain information about the effectiveness and performance of the 5 i3yl o)lyd Sledbl (g )5kd o)l 5 §s5UsS (slabgy Gasb 5l oS Gl g ol (e 1) )8
user request handling process from the IT users through various 9 S Sl 5 slacaulss s & Fas, anld
means. Slos
20926 8.7.8.4  Escalate IT requests b Slatio 5L mshw 4f Sledlbl 6,5l slaculys o gl b alies Jo jokateds p3Y zghaw 4 Sledbsl (6 ,5ld lacalys o gl sl ladyg, g laslys 5l s9,m
{aby e ,¥s2us Follow processes and procedures to escalate IT requests to required 0dbipass sladyg) g banld Cule; b sl oY & Sloj i pmf 5l S)pe 50 e pmenad SL]
levels for resolution or effective decision making when necessary. abgrye (Watua b YL ol ) conlin (5 ,u5 ol b JSio J> (sl |y Sledbl (5,58 slaceulss o
{.\,_m &L?)l
20927 8.7.8.5 Resolve IT issues/requests oMbl (5 ,5ld slacalys o/ Jlus o8, 055655 sl )5 g5l 5l eolianl b leMal (5 ,5lid loas slacewlys (o) Jlue 28, sl s kLo ol

Creating a structure to resolve issues/requests of IT services using

different mechanisms Gy )s 5 Jlas s calises slaySgsle 5 Wi, 5l S0, b aS 08 >k g kslo s mf

35 G)by g (S e jobas | Sledbl (5 )gbd Sloas b Lo o

u’))b 9 le>‘é u‘d..:d.e‘a JJ‘)J BN SleMbs| 6)51.& &M..g‘) Co pde ‘5‘)4 AA‘JAKMMJ Slolusl d.ej.n Lg)l.woél.u
Pl 5 (5)sl8 o) anrld 5l ey 2Lk ol S e (s sl bl il 4 el slooje> (siluaz LSy
Sl 6)51.\.9 039> o )UBWS

20928 8.7.8.6  Execute IT continuity and recovery action IT UL s polas wleladl 1> Successfully implement preventive measures to manage IT risk of
exposure to internal and external threats. Integrating the disciplines of
Emergency Response, Crisis Management, Disaster Recovery
(technology continuity) and Business Continuity for IT.
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Overseeing key back-office processes for organizations. This
category includes process groups related to planning and
management accounting, revenue accounting, general accounting

sil8 (gloog S Lol {any] 3 ol b s el laglojls ity (sadS (sloasls o)l
Solalus (235155 5 soges (& laulac Wl (g lalas o pae (5 lasles 5 (63,0l b Lad e

17058 9.0 Manage Financial Resources Sl &bw cu puw and reporting, fixed-asset project accounting, payroll, accounts . . . “ ‘
payable and expense reimbursements, treasury operations, internal () Ellos dotiyn el o Sy G acs et g dptEs el il (e
controls, tax management, international funds/consolidation, and el Sz oyl Sz g Jlof Bilil Mol o57g «llle Sy ke o U3 (gla J 508
global trade services.
10728 9.1 Perform planning and management accounting Capde 6 b 5 55,40k plol 9 el o Jelod (el cganadil 1) Dbl (g lales 5 (65 580l w8 Gl Jolye (s
Determining different stages of the planning process and accounting. Coypore 6l Shos 55:0 &yt 39,8 S senS Spmpanad b i {oups oylsF laiiied a) S, e
Classify, determine, analyze, interpret, and communicate information o = .
’ ’ ’ ’ Jedos gadi b g 0sS asein | 6 lules 5 g 3,40b 5 5L Lo s gons} D Sl i
to make up-to-date business decisions for better management and i ST RS ) I 9 Stelin 08 SY.J}’A el 31
control functions. o281y 555 JyuS g e o e (lp 6 B S 5,4 slapueas 35! aie; woledlbl Jlal g pss
10738 9.11 Perform planning/budgeting/forecasting S i 3 auaxde (s 4l alul Allocating funds to meet future and current financial goals. Led by the o ogsm 5l e i)l e culas co ol s o)le e Blaal 3w gl o milis qarass
chief financial officer, have the finance function plan, budget, and 5 5 s onil 5 otesliyS o cSlanl b s bl |, o s imse o el donles
forecast in order to determine and describe long and short-term G s o P FEo emoms 5 STmmms e Tty S
financial goals. g
10771 9.1.1.1 Develop and maintain budget policies and procedures Saazog sladys) 5 el )5 5 (9% Formulating financial budgetary guidelines and strategies. Develop a sl Largs 2 Lag e e 5 ol sl gl e coiamsgs cslocslyial s alosal) sgas
framework for rules and regulations regarding budgets. Create a step- S o e il s sl o aselS sl o
by-step process to achieve financial goals. e SR e Sl PR AR SR
10772 9.1.1.2 Prepare periodic budgets and plans leyg> sladsl 5 loazo 445 Creating reports on a quarterly or annual basis for fund allocation. ol s o s s L L L Lo s s s
Create a financial statement that estimates revenues and expenses g lodels &5 05 4 lle 290 e e ana SR ket Soget Qe ol
over a specific period of time. (Leverage budget methods such as 9 AR p (SHe IRAOn dile anazon e by, ) WS 0l n atie Gloy ojl S o | leasse
cost-based and zero-based budgeting techniques, in light of the Sladg) g o ciwlas )l g (9o 10 soiymt (gloy90 Blanl 4 axgi b ho p e AbAzSe
periodic targets outlined during Develop and maintain budget policies (oS ool «[) - YWY samazmag,
and procedures [10771].)
20135 9.1.1.3 Operationalize and implement plans to achieve budget axgr 3ix5 gl badlp sl g ol Sllee Gl 1 inf ol ity Syl ozl )0 aazoy sledsly les (6,05,
Putting budgeting plans into practical use keeping within designated d e . w -
forecagstinggparagnzters_ p p g g ‘59La OML”.:.:J.’ LSH.:U...Q Lng)...al)L: 9 L{bua}l....» coj.\m )b ‘).>| ‘ali;_m 9 ..\....S |)_>| ‘5145 Q)}.od..g ‘) A?.)}g
ol
10773 9.1.14 Prepare periodic financial forecasts sloyys Jb slasmin <5 Creating estimates of the projected income and expenses required Lo 3 i sy 00biyean i 5| ale) o3l S o i pge csladiyjm 5 loaal s 5l e T ol
over a predetermined time frame. Develop the projections of profit st | eais oL s L
and loss statements, balance sheets, and the cash flow forecast. e G GRB G g MRS 10 9 0
20136 9.1.1.5 Perform variance analysis against forecasts and budgets bazsg o b e 5l Bl Lls slxl Conducting a quantitative analysis between what was forecasted and .
> o c ‘ sy Jlo Ll b oad gamams i 4251 b [WES NP
budgeted and actual financial behavior. ol Jo s bead saazos s ot 8l e o8 el ol
10739 9.1.2 Perform cost accounting and control oaeles ey banse S g eadsles lasles plos! -
g gl Slep ] loaian S5 5 eaielss sl b bl _ _ . o] b N g oabeles (slgy Loyl 5l aings oolitusl (sl by, 5 i 1B (sloaiy 3o 10,5 a5
{0 Uy 5 il | a3 g oS aubre |y loss | &Y game Defining costs to be incurred and methods for optimum utilization. ‘ . ) o . .
Determine the costs of products, processes, projects, etc. to compile 5 Sz GG rSmead > Conde & S5 sl g Jbo slacygo 0 osliul sln |y 008 5 Loy
in the financial statements, as well as to assist management in Y sloanse st oS 7S SgenS g)lbke 2alS 5 Cupae B2,k 5l 1) beat ja 0 e S
making_ decisions regarding .planning and control. Control costs by Gl oo & 5 955 b o Sy 15 b 0 dplma 1y lacdlad suiiolod (glgy i aseino |,
managing and reducing business expenses. (oo G2als 1) Lok 3o o ok e b 5 005 K iS5 530l
e iz je 7)o Copde b g g 9 Sryaeby
10774 9.1.2.1 Perform inventory accounting o990 sl alxl Conducting accounting for assets, and finding reasons for changes e o lod ey et .
T ’ ) i (S Ogm ol Fouin b (SoliBlos j3l ( SMpswl aiile) Dl s LYo 58L g o s (5 sl aloxl
(depreciation, obsolescence, deterioration, change in customer taste, (o s i ad e A0lS ol  Aulidl e it 4
increased demand, decreased market supply, etc.). Lo ype 9 Jhk 4o ,e (SR L
14057 9.1.2.2 Perform profit center accounting 5w 35 50 6 lule alil Determining the revenue, profits, and losses incurred by each unit axly 58 S e ags e S lajl )3 Suly ya Lawgs oad oz (slagl; g dge dacsl,s enss
within the organization that produces profit. {ossgm
10775 9.1.2.3 Perform cost of sales analysis by endielel sl los slxil Studying expenses directly associated with product. Analyze the cost  elxl 1) (892 eadpled (sl Jelod aitas Lad o Joamo b peines jsbods o5 (plodisjo o) g anlllas
of sales, which is the cost of manufacturing products. el Y gaze 0g5 dainje les 45 s
10776 9.1.2.4 Perform product costing Jyame oasipled sk amsls el Studying and finding out the relevant cost center for a product by oud oaliil (o cols )3 a5 (s o oy Bk ) Jgame S b e aie 5 e (28l 5 adlllas
studying every resource used in its making. Lol @ b pe a5 35 10 crnnd g Jgparme ddgi (sl 00did pan gl oy i sm) ol
10777 9.1.2. Perform variance analysi Szl s bl . . , . T T W T
0 9125 erform variance ysis Bl el ol Discovering the changes between forecasted and actual costing. Se e o) b 1) eadis i janlp g (HBly L8, (ABly g oud st slaanp (e Slposs aiS
Analyze actual and planned behavior by reviewing the amount of a 5 ooly sloan3n gl st 0sd Lids S geenS JpuS b oS Jlos g, bas (g9, Sl
variance on a trend line in order to maintain control over a business. {l 2315 IS g s o yite JyniS bl ol wig, ko U g 0uiS Iy 1y o0 s sl
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11175 9.1.2.6 Report on profitabilit ( L 5158 . s . . -
p P y S35 0> 205 Making a report about revenues generated by the organization or  olesbo il cnl ol abgy o o)l axly b lajl Lawgs odioloml slasel,s 0l )0 (58155 anes
business unit concerned. This process requires the organization to s g sl 35m0 0l] b 4 65Kz IS 3anS 03 i 45 S oyl 155 b iS5 e pilo
crea.te a report which ghoyvs how bu3|ne§s is generating prpflts. claasz sl gl S5 g5 e wiel, sl b e o sladis s da s s 5] s o5
Profits are the part which is left after paying all expenses directly ? . 7 ) ‘
related to the generation of the revenue, such as producing a product, 2557 Oleibe 289 (L a5 29500 4 (515 i e Bl g8 slacallad sl & Ly ye
and other expenses related to conducting business activities. {ailose Bb o5 5 Sllos sloar 3o 1S 5l oy walps 5l e az 5 WS s ol S5 5 el
10740 9.1.3 Perform cost management a3 Co pie plol 2,5 Bdo laawl o (ialpsl g 2 le 5l cidu ialS 6lp g e | an jo plaS aSnl o)bys (6 S puonal
Deciding which expenses can be avoided to reduce some costs and . . T . . .
: g P e ) a7 8 Sloa0 1 im0 J5uS 5 ieliy ST sloaisze o @l 1y olojl 4z,
increase revenues. Plan and control the organization's budget to . . . . ‘ ‘
forecast future expenditures. $2910m 5 992 Gty e ol @l B a8 S s ptelinly plajl oy S pluled
{5
10778 9.1.3.1 Determine key cost drivers 4o olS oS e s L , , . o aigie obul el olge ax Sl (40,5 sateive 1 g ) ol collad SO sl an e slacS e i pa
Defining cost drivers for a particular activity. . ) .
{wsi o0 o5 cudled
10779 9.1.3.2 Measure cost drivers ase Gl e (g Sl _ _ ‘ , .
Calculating cost drivers. {isdioe an3m Gl b sl el a5 alse 35515 5 anlons i pim) 4038 oS e dnlone
10780 9.1.3.3 Determine critical activities Sl slacdls x5 Determine the activities that hinder the progress of finance activities. b oS oo pile Iy loslos ol cpalaisS oo Jore 1) (Jbo slocdled cdyi0y a5 0sS s | plocdled
This. rzquirebs thr? c:crgani;alti]?n tq detefrmhine thos.e bysines; azt.ivri]ties ol IS yand ) At (65, 45 lojls e 095 Lt oabolonil S gnn (slocioled 5l ats ]
F:ar_rle out by t e_ inancia u.nctlon of the organl_zatllon ap which are tion SIS ISAl ] s 5 ol gl o5 w5 bl | slacalle ] b ais s el 4 olad
indispensable. This undertaking helps the organization triangulate . .
those activities which are essential and where costs cannot be locodlad plaS 330 paiuie b S ki | Jlo oo b slocallad wligim} ) 0929
slashed. s Bl BB laglaay o g wils 9,00
10781 9.1.34 Manage asset resource deployment and utilization @hls @l 3l sl 0 5 51zl cu e Distributing or allocating asset resources in different processes for loanly o 1) ol sgimf iy )l 0500 sl cilisee slasil b 50 lls wlie parass b aje
optimal utilization. L] s @ (o ooliil g (S (o yidion 45 0S il (5,5b
10741 914 Evaluate and manage financial performance Sl o Shae o pae g b)) 5 mw)Sal (6 y3l0gm oy g b)) eddinet i 5l Jbo slaganle; g Blanl 3is5 g o)y
C.)hec?klng and achieving predetermmed. flna.r]mal tar.ge.:t.s and e} S oy 5 Aalllae 1) obolonl (slaoel,s ams el | 659, b S geenS o ol 5 (sl
timelines. Assess and manage the profitability, feasibility, and | L " . T e oS S | e clocbisn o
consistency of a business or project. Study the revenues generated. Ot 3 3z ) 03 S 20l 5 1919 e il 5 05 S ) o sladan Conds
fosles owyp g anlllas | ooy fol> ol o
10782 9.1.4A1 Assess customer and product profitability Jyams 9 5 0in (5510w b3 oS 5 im0l yiie Sl 5 b Llolis ) padan b i Sz 5 g Jgame GLolE o) g anlllas
Studying product demand and targeted customer preferences. Stud . o . (e ‘ o
ying p! 9 P y sz an3m S ) ey 1) Sl iie Sl 3 b LU allls 5 oy 25 Jyamne Jigos 45
customers' demands or preferences after deducting the cost of ] o Lo | o] s 5 b Ll Al | o
delivering the final product. o 9965 Jelos ) lapl oz i Jpamee o phiton Jlod Olien sisina s ool led Js
{1y 3k (oa8ly iz 5 09 (a9 oy sloansa (335 L)
o ; . . L3, 0,00 3ado idsh b anlllas Sy 6 i i S0 dawgs Lol S b Lolas
10783 9.1.4.2 Evaluate new products sz SNyaze 2b3l Checking demand about a specific product by a customer segment. 2% 2t &2 Sesk PR G R e e 2 Jyaze S 4 bgrye SLOT oo
Conduct a detailed study--or research a customer behavior or oasta il S 58 O (655105 5 3 {OISel} B s plonl Jpame S 4y S (5000 25 b
prefgrepge for a proc.il.Jct--in order to determine its production and g 5L, (580 Baiou b g ablys o |y Jgame o] i (6 %in 09,5 SO dudan t Smaf g e
profitability in a specific market. {5 3gie b ol o J S y1o9m 5 alg3 s b i |, (Ltlona 5
10784 9.1.4.3 Perform life cycle costing Linble i slonnn on i) sor 52 oo plasd Determining the cost of delivering an end product at different stages ‘{ Al Jyare Ko e 42z Sy ““1"’“ e 2 2l Jyazme S g 40 e
{asS Julo g alone S yae 0593 JS 3 1, Jsae of production. Study the total life cycle of a product/process to O bl 2 9 a8 salss sboml ol 4 jo 5 welyo laiie az al> o 5o ;5 058 (asein b uS aslllas
determine hgw much revenue and product.io'n cost will be incurred at IS oy by dummts Al o 2 0 1) Jgame Jgos anze i g ) oS 3wl SOl slapreas
every stage in order to make strategic decisions. £ S5l (gloorancss b o (sel )0 5 4o 4z Al 12 10 dine e yor 452
10785 9.14.4 Optimize customer and product mix Jgpamae 5 (6 i oS 5 (6 5lwdinge Croating the best fit bet duct and th g Mo oL ¢ lib o calizie DY game a e b oles saisSesliinl 5 Jgame o b el 1 2 Sl
reating the best fit between a product and the end user. Maximize . ‘ . o ‘ ‘ ‘
- . ) ) @llad o s o5 a8 Soales (g5 5L L 1 Jyame ismf ailoy 25l a1, ol i
the customer base by providing different products in the market. i S Sk sk L Jyame i 2R h o
{owms SRl 1) ol it olaws o Jpame g5 b 5wl axils
10786 9.1.4.5 Track performance of new-customer and product strategies Y game g 20 b i glagil el o Sles 5,5 Observing the behavior of a new set of customers for different Sgm g 99,8 dgntp sl 1)y L3l il calizee WY game (gl ()b i I (G0 degezme U8 onlive
products. Prepare strategies to improve sales and profits. S oolel
10787 9.1.4.6 Prepare activity-based performance measures el sie oSk s axls g5 Evaluating performance based on different sets of activities created Sbml o Sles o sl S e bwgd o5 b Jled 5l alire slaasgome bl 5o Sles 2L
by management to measure performance. 1o ol 00,5 iy o] toiw (6l e a5 slacdles @ azgi b1y o Shee : g ) wloads
10788 9.1.4.7 Manage continuous cost improvement aijn peles 3542 <o e Conducting activities to improve cost distribution regularly. Follow or b 55 Jis | basje (2al8 Gl slass, pliie & )jgom baty o @355 S5 slp ailacalled ol
adopt different ways of reducing costs. RV S %
10729 9.2 Perform revenue accounting selyo 5, lules plxl _ _ _ _ L dle o by ol slaclus 4o saspbxl slacs ¢ la iS5 ples .cundly b (ol o Glaal aslis
Comparing revenue targets to reality. Review all transactions and s | o Bl L el s Gloal s b 08 il o R
entries passed in final accounts in a year in order to examine profits. FI 99 on S 5 S s R D S5 ST T T T e R
{oas ol ]) Jo ol slacls sliwl 5 ba 23515
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Hierarch —
: Element Description
10742 9.2.1 Process customer credit s e lael il Evaluating and processing requests for advances. Evaluate credit b SYgame 2,5 @l a1 Gbiie g)loel lacwlys s Eolo p i slacwlss o (Bils s 5 (2b)]
requests by customers requiring loans to buy products/services. DS byl 5l 5L plg 4 Sleas
10789  9.2.1.1 Establish credit policies & lel glacwlos o505 Creating guidelines for providing advances. Set up credit standards, Jyog slaceln 5 s kel bulps (s)lael slas lulinl acsls iy )] 6l laaslljyiws slx|
credit terms, and collection policies. 0sS eelats 1) Slllas
10790 9.21.2 Analyze/Approve new account applications 2oz Ol slacalys s 20Ul Checking and accepting new requests based on eligibility criteria. iyge Slelill 5 leslite Cundy . comMo lhal lolas oll p dsaz slocalss o (Bl g o)y
Analyze the status of applicants and requirements to be met for a new 5 o S sl lae 5b |y oz laclss o it S o 1) spa Cles sbml sl
account. (oS Joloxs 1) gz Ol 2l sl oY Slalll 5 leslite condg g 08 Jou3
14187 9.2.1.3 Analyze credit scoring history & bl el asmso b lss g b dolgs ail)l ogdll b i 4 (g Liiel bas LT aSul (s (6l 42838 (g Lel slaslonal (sl
Reviewing past credit scores to determine the if a line of credit will be b s 1y b o liel slojlial  ins} 29200 glaclas 5 3L5] el ail)| ISl pvi
. . . . 2 R ) P ol G el S S92 ee SBG 2 Sl ) OOl e
extended to potential customers. This could also include extending L] s e N Ll Lo LT st i
additional credit to existing accounts. St el oo lad sloclas gl g0 o5 ol el nar plide 4 Ol bl 25t o
{09;;3 oals
14188 9.2.14 Forecast credit scoring requirement Ll shotel (goinils g i i i i [ '
g req &kel sheal (sanejls o i Pla.n.nlng credit score requirements based on established credit simsd s hel sl solol o el Ll olacsaiosls s el
policies.
10791 9.2.1.5 Review existing accounts 39750 sleole> il Evaluating existing account holders and their past performance. Sends os o3 DL oo jglinnsay sl LopT 835 0 Shos 5 2550 slals Sl )
Regularly review existing accounts to get the required information 1y ol o ,Shes o lad Sl GBS s oS il plate jobas 1) 95750 slaclus ( Jab

about the status at present. 1055 il S0 1) 05250 ol (ad Sondg 5l (2T el 5 05 3

10792 9.21.6 Produce credit/collection reports Sllas Jsedf Liel sla s ,l55 s Preparing account payable reports about payments to be made
according to accounting rules and principles, and providing the
reports to management.

WDigd plonl (g laslus ilsd g Jgol G b a5 slacasls o )bys isb y sloolus slo )15 aws

Cupde b h)lS cnl il

10793 9.21.7 Reinstate or suspend accounts based on credit policies okl laclw polol p ool Gla b 5leJladsl CIo_s!ng or restarting accounts according to changes made in credit el nin s osiobol Sl b liae bo uome g5, b s
policies.

10743 9.2.2 Invoice customer S slp ol y9e 5900 Preparing detailed reports of customer purchases. Prepare a
commercial document between the seller and customer with details 45 alelao Siz b 500 5 00kdg B G )8 Sk S 5 slave Bl Sheads SIS 4
about transaction. Detail the quantity purchased, price of , Sl Sledbl 5,581 LSS o)las « 5,0 slacd b o) «loas/ VIS Caosd g5 Jlakie 5 aiS
products/services, date, parties involved, unique invoice number, and 0SS JalS sboa
tax information.

10794 9.2.2.1 Maintain customer/product master files Jyams g 6yt ol sla bl (sl

5 o ol osls oL SO o lagy ] dawgs o s ;5 DY game g )b i lge Sl yjg,d g o]

kol BB iz - ool plojls bawgs LT slony 15 5 ol yites 51 glools oSy (5505 atajls a8

Creating and updating a record of customers and the products bein e s Y en e e et e . Lls: g

9 pdating . P . 9 5 hlite 3g,8 slaces b S« mie culs, (il s i b oo Bl 51 yloebl (sl wilgi oo

purchased by them in a database. This process element requires the
organization to maintain a database of customers and their

purchases. Such a master-file can be used to ensure customer touch  Ysaxe 5 ol st DSl 50,5 5,8 b ye 5 Sod i gimf Cansl oadaisg b Vgame b3 5 Glojls

point, enhance customer satisfaction, explore cross selling ol 5l eslaul g oolislasy 5 g b i 5l Sledlbl Bk S (5,5 00ls ol S5 yo 85,3 0 4T

opportunities, and identify future trends. This database will include

several particulars about the personal details of the organization's

customers and a tracking of the products being sold.

ul;)...m.,a Gam SleMs| o)h)o uu)} R J,aLM: ools oli;l; U"‘ .)5...: oolaul o.\...:i Lgl.m..\.iﬁ) tS'L“"L‘""

SOt 9yt (89,8 oo B 0,8 Ty wuls, (ialidl gyt b bLS | Las gl ledlsl
{w‘ oMWs)S UYEM MLM; 9 UL’)““M tS'AM Sl JALw (o oals oli:l.x u.:‘ ‘OJ..A.:T 6[.%&.15)
@lp o] slan, 5 5 b i Dbl | gl ool oL Sy Gloy35,% 5 S s sbel sokae}

{s)ls laces b Juloo 5 5,0t b bl g pae

10795 9.2.2.2 Generate customer billing data & i Slu> 50 saesls uJss Preparing detailed reports about products purchased by customers.
Record and generate a detail account of transactions made by
customers fat a particular time and location. Include all details about
products such as price, quantity, and name.

10796 9.2.2.3 Transmit billing data to customers Ol 4 oluscs 50 slaesls Lo, Providing information to customers about purchases made by them. s oS oDl Loyl 41, ooy 5 s Loyl Lags oiplnl slady 5 o)lyo ol siie 4 oledll 1)
Communicate the details of purchases. Provide customers with a
copy of details for their reference.

oBplxl sla 215 @lgw Wload (5l 3 Gl i Jagi o (Vsame o)l (el sla b5 4
4 by e Slii pled aS sbnl leadi Clus G g cud i (e 5 Gley S o ) ()b i o

WS zpo 0y pb g jlade (ond alex 3l DY pazes

Do )8 b e LSl )0 gam eolatul gl 1y Dl 5l ass

10797 9.2.2.4 Post receivable entries S8l slaslus cul L . . o ) )
Registering transactions and their scheduled payments. logy] oadsomole; lacsls p g la iiSTs e

10798 9.2.2.5 Resolve customer billing inquiries Sbyie Sl jgo sl ias sy J> g (S 5 ialss o imf Cal osdh g5kae (fitis (53m 51 45 sy & bsiye sz s > 5 o2

’ Checking and solving billing queries raised by customers. .
Loedsy ol Fnly 9 98 (o) 1) Sl 90 000 (e S5

10744 9.2.3 Process accounts receivable (AR) S8l slaclus jls 8L 50 0939 4 by e (sla 1310y pled Jels ] )b yidn (Sgm 5l 0y v Sl N0y Bl0 5
Processing payments due from customers. This includes all P oy . ]l - . .
. g pay . . . Ay {L“)B-‘Sb} Lolusd so je0o Joll 5550 (pl . (Suig xSl O jg0a az g S 5,k 5l az ol
processing of funds received, whether by check or electronically. This
does not include the generation of invoices.

Gl ygo 355 jeao b gl Lol 0iS Cud g (Saem) (o35, 2 5l plide slacdl o s
{.caws o] 535,51 L (invoice)
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10799 9.2.3.1 Establish AR policies 33k o slaolus slacwlos o905 Creating rules and regulations to be followed in case of c.redlt sales to S 1 ety 5 omlsd g Cale) aub b yiie 4 5 Liel s, Cyge o 45 ST, ie 5 uilsd ol
customers. Create rules and procedures to follow at the time of sale e i s Ll s st 1) S sl it Tis sl b L
(e.g., the allowable number of installments). 8 O ], 52 ol ctiged slp) 28 olzal wigd i 2k 95 Ol

10800 9.2.3.2 Receive/Deposit customer payments byt eSls 3 )ly 5 28l o Collecting cash from customers. Deposit it into bank account. Make Gl oo o 1) o3 slacad s plxl (SSb Clu a1 o] 5)ls b yiee 51 ol azg (559lae
entries into the books of accounts. s plol

10801 9.2.3.3 Apply cash remittances i) dbg e laclus p ol yiie (8l ,8 (ad 0>y Jloc!

. Checking and moving funds between countries for business activities : .
byl olus 0 b 0L LSl a ], b e ol ghesls , ) ) ’ dls> jlre Banles G,k 5l Yeors S geenS slacadled gl o ,siS s 052y ol ;
Of Pl o bgrye o b )l | (Lt o glacsls typically through authorized remittance agents. 5> e O Gk 1 Ygene BgenS ¢ Slp ysiS G 0szy lmlr 5 (o)

10802 9.2.34 Prepare AR reports Sb 0 slaclus sla )55 as et Gloj adaiie G 0 1y b i 5l Jgog BB dlo b cass Sl 4 oS ags ) ol sl
Preparing reports that detail balances due or what to collect from - 7 -

. L. 4> g 45,Sa aix atie fle) U 0 g yiine JusSs 45 oS solel (i35 ) ol e yLid
customers at a certain point in time. 79 AR iz ganle Ol S 2 I e s S
o9 Jpog lag)] 5l by (ilee

10803 9.2.3.5 Post AR activity to the general ledger JS 739 8 (£33l slacles 4 Lyye slaclled o5 Preparing the general ledger for account receivables from journals. b dass po 4elig, slacs ples oS oolal anljg, 5o (59, 5l 8l 0 slaclus glp 1) JS 280
Place all journal entries related to accounts receivables in the general loosls st aums 13 { lejlo) Bgens o S s slaclas o1, 8l s slaolos
ledger accounts of a business. {555 ol baolar Ll b 0 sl JS 5285 45 5 oy pefs aaliss, 288 511, il s claols

10745 9.24 Manage and process collections Slllas Jgog (55l g o e Posting entries to respective accounts, and preparing accounts for 5 el Jgog 9 og>g Lo 8l o (gl ol (g5lwesle] 5 a_la”f sloles o Jb slaslys, cus
receivables. Manage the cash collected by the business from its Olie 0)lys (Sedg; DMLl B aiS cud (g)lalas 5o jo 1) oS o poe | B gens ol S0
fjebtors..Record it in the b_ook.s., of accounts to provide clear solel 1) a8l o slaclas wuas pbxl cunyd slaclus o 1 locas :gm) 09d &) 09 ge (Sioais
information about the availability of the cash. {asl et (S0ad Cundg b oS Cd 5 o pde 9,8 o0 ol yiie 51aS 1) Jg S

10804 9.2.41 Establish policies for delinquent accounts agrs slaclus slp bl s . . . L 5055 sl 09 Jlis wla 505l S sl o ane & 84S S sbol | o

' ' = U7 Creating a process to follow in case of a failed payment by account ST 0D R Gl 0 JR e OB SR S ) R P05 =0 Semlh gl
holders. Create rules and regulations for the account holder who has A 1 ginf S olol e 5 uild wiloolad plomil 1) sy 2 )5 B ailale cSls 5y JBlu oS
failed to make at least the minimum monthly payment by the due date. Togtiae Jlasl ol b oy55  sl 1,0 az g g, 4z ol plonil |, 1350y (5 e (85 08

10805 9.24.2 Analyze delinquent account balances Wgre ool suile Julou Examining balance statements of accountholders who failed to make 5 ol Slsy wloolas plxil 1) p3¥ slacsls a5 Slus GBSl Gloolur e (39340 (o)
required payments. Study or review the account details of customers' S o)y isinf S Gaib b adllas o Slie slacanlon s5luoslel plSon |) ol yiie S35 5 Bl
past payments when preparing negotiations policies. (S o a1 L 6,51 (gl B s 1) SLEZSS 1y a5 5 lon ;S5 sy LS 4

10806 9.2.4.3 Correspond/Negotiate with delinquent accounts dgrs glaolus {lalof Lo Slie /45l Determine ways for customers in default to repay debts (e.g., allowing Al yiie gloj el Jlo 1) oS (e aBgme (b yiie basgs (gm0 S35k sl |y aleel,
more time or discounts). NERES;

10807 9.2.4.4 Discuss account resolution with internal parties 1o laaxly b laolus Jadg Jo iliS ol ;o b 55 9cis Petermining. rules for handling accounts. Discuss and p.lan with eils o, (0l o s g o ppcke dbasly (sl )) S sloasly b Il 4 S Sls e
internal parties (department heads, managers, and senior N T L s
management) about rules to follow in coming months. S Sptelin g 97 9 gk Jio ealslaols 2 0l

10808 9.24.5 Process adjustments/write off balances 1l 5B 5l Jgog bt s losile i 5 Do Lijlo 2B o pae s gmf oS Bis b baw | bagyl; g eanie S Do g Bis glp pBd 6l
Maintaining reserves for write-offs and adjustments. Adjust or write B re il Jse ol 5 ool () 0 Jsos BBy slagls 5 basje ibe ln Jbe
off certain expenses and losses. SL ol | anse b s s a3 bdly 1 am (JgoollS gSiive Slillae).oisS oo 0,053 5 o sins

1G> b bos).asS oo Bl laolus

14007 9.24.6 Perform recovery workout TRT L o3Y Jole gl o o Lsb leladl olsall iati i

y 85 om lr Y ol sl i) bk wlladl slaslxl Renegotiating the terms of a loan agreement in order to recoup g ol 55 5] e o5 sl ssliie 0 ply Aabizilys Ll susme oS
{ UL, money from a default account. : '

14008 9.2.4.7 Manage default accounts E bolus &y i [

g aBgro slac , »» Managing accountg that have not met the requirements agreed upon o5 e 1, dBgnn sl mss bl sl ot 3ilgs Lyl 45 sl e
to pay off outstanding debts. '

10746 9.2.5 Manage and process adjustments/deductions SlygaS g Oaws 3510 g Cupde Creating and providing funds for necessary adjustments and Sy rhie 10 a5 Sladnie oled dlex jwl g 5 DLans bl gl oY wbe (43,5 wal )3 5 ol
deductions, including all expenses that were required for the business 5 scws 5,5 sloan i 5 Olygus wdhows Jlosl sl 1y o3V mbis s wlosgy 555,05 geus
at certain point in time. {0nS oyusls

10809 9.2.5.1 Establish policies/procedures for adjustments aMass gl ola ol slog| ' ideli [ ' [ i

p p J Mass sl aloas, -~ sl| Creating guidelines to follow in case of adjustments to business Sig 55 sl Sy cloniT )5 SOLans s 5L Sy 10 45 ol bl s ol
processes.

10810 9.2.5.2 Analyze adjustments AR, Checking ch doi < during th Examine th el sl ole loolus 1o a8 1y Sl Jlo Job 50 bolus 13 oad slol &l pss o)y

ecking changes made in accounts during the year. Examine the o ‘ o .. . ,

; > ) g s oadiplosl GMol § ¥l gloolus Sl ass @ ot S s wiloads Jlas! lacdis/lallas
alterations made in final accounts to rectify errors/omissions. e ’ ¢ S ailind J

1S oy Bi> b s 38l 6l 1y oles sloclus

10811  9.2.5.3 Correspond/Negotiate with customer &y L 0 S1is 5§ 455 Providing suitable offers to customers. Present different offers (e.qg., aile) oy b by slp 09250 ilisee (slasleiinn - (b ytine 4 comlio slasleiiny )|
discounts) available for customers or buyers. OS] (lacaass

10812 9.2.5.4 Discuss resolution with internal parties S Gl b Blas > (cusy e 5 00,57 ke Discussing and plaqnlng with internal parties (department .heads,. 50l S lsB o3 (ad) e g oo pe sl (glus,) LL51s (slach,bo b (sl 5 30,5 koo
managers, and senior management) about rules to follow in coming ) :
monthS Qg ch) o..\.;.:‘ Lgl.amLca BN
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10813 9.2.5.5 Prepare chargeback invoices a>g el sle 5351 ags Creating @ mechanism for consumer protection in case of a higher S el G a8 olSin 9 5l YL Cand A5 S jgo 0 0SB pan 5l Cules sl (5, g5ke sl
prlce. charged. When'a supplier sells a pll'oduct at a higher prlcg to the e b (s e e 00 15 42 _olgs oS b yma b oo 58153 ead 5 VL teb b1, J
distributor than the price they have set with the end user, submit a 15 siS o nsd ST oS oo dl il S oS alls s ah s ]
chargeback to the supplier to recover the money lost in the AN S s sy i) S Jlo)f 005 el g 4y Sl o6 S » w’wi’
transaction. g plonl 3o 5 azg adllas ol 5l ecidg b oadipmnss 95 51 VL 1) Casd S (s

10814 9.2.5.6 Process related entries { s o} Lo { Jbe sla 2S5 | slacas 355, Recording business transactions as they occur in order to provide a 28 ez Joluie slaclusypo 3 Seald gl g58y oy 5o S gewnS Ealae b ploxil
balanced accounts for financial reporting. g dgs Jolaie g plate Jlo slacs po b (0,5 cud abisd olas |) @Mlelae : cnf . Jlo

10730 9.3 Perform general accounting and reporting B35 5 esee sl alxl Making statements about business activities and functions. Prepare )
financial statements (balance sheet, income statement, statement of 9 99~ )90 @byl ) Jbo Glos g0 Giluoslsl S5 cnsS alby 5 s Codlad ) bgyyo sla (3155 4
cash flows, and statement of stockholders' equity) according to A plxl 6 lles Jgol 5 audlio sillas | (sl Glolo s> g0 g a5 092y b2 g0 (L)
accounting concepts and principles.

10747 9.3.1 Manage financial policies and procedures S slaasg, 5 lcwlow cy poe Creating procedures to perform general accounting and reporting. aisld S sl sabpag Ol yhe g uiled 5 BB 5 sages (5l sl gl laayg, sl
Follow the rules and regulations made for a particular process in the 1 b ladsg st s JLasil ] (6 lles slacslon 3 98 S9m S gomnS ;5 (asein
business. Publish accounting policies. oS e | ok slacanlin 5 08 cule) | 0l on &, e WS i o

10815 9.3.1.1 Negotiate service-level agreements Coond mhaw glaasl 38l 0,510 Agreeing upon terms and _condltlons. Negotiate an agreemept SEaiasal] 5 s tie Lol byl aiz b g0 oo 38155 S0 4 ymms sl g cllyd g Lald sy 38ly3
between two or more parties, the customer and service providers. N o st S s ST s
Specify scope, quality, and responsibilities. 5 et |y aclyts 5 Sk waials 5 S 0 Sl coleas

10816 9.3.1.2 Establish accounting policies &l glaculs sl !Estab!lshlng policies and procedures to prepare financial statements, w1, slacag, 5 o5 Fogil slaplls da s, el ¢ Jlo sl g0 angi (sl Woss, 5 Ioamlbom (g
including methods, measurement systems, and procedures for [ e glac T N R (Y
providing disclosures. e slatyge GLifly el sln oY Slaghy, 5 ol oo

20604 9.3.1.3 Publish accounting policies lasles slacailon Lacs! ' i - ' :

gp Solales ¢ ) Qreatlpg a written copy of agrged upon pro.cedures for prep.arlng T 00l )5 pyes s 5 5 o Sla g 4t sl oot a5 sladsy) 5 s as s sl
financial statements, and making them available to the public.

10817 9.3.1.4 Set and enforce approval limits 302l Sllasl slacysgume Jlosl 5 et Implementing parameters for accounting. Apply set conditions for any iy 5 s nles Jlosl 1y wb anld e (gl eadioss Il s il (sla el (sluealy
approval process. Aol sloanld o eadirss Luld sl (6 hules lacasgame o Lalyd) s lulus sl ol

10818 9.3.1.5 Establish common financial systems S i Jlo slaailbols o) Establishing processes and pro.cedures to exercise fmanmal control doaizyn doasl s 45 |, ol 2S5 e osSily 5 Uy Jlee! sl loass, 5 ol g
and accountability. Record, verify, and report transactions that affect s s T
revenues, expenditures, assets, and liabilities. SR PP 9 N2 9T FE st P BSEN 9 BDE

10748 9.3.2 Perform general accounting pge (S lulus plil Applylr.19 basic prlnC|r.)Ies,.concepts, and accou.ntlng practlclzes in Al 3 oslial § ol sl dng 5 a5 (sl Al slatsg) 5 pealin gl (6,5 5
recording and preparing final accounts, and using accounting ) s
information in management. SRR Sy

10819 9.3.2.1 Maintain chart of accounts Tobsle Jb f ool Suas Jksle 6l Prepgrlng trial balance account from general Iedg.ers. List a.II accounts e |, ol 0sS Cygd |, S 580 5 sabooliid sl ams S 5o 51 iules 515 4
used in the general ledger. Alter accounts according to business
requirements. i i

3.2, i 1 “ w o KR .. IR . . . . . N w‘ 'i . P ‘ .. R a A g |

10820 9.3.2.2 Process journal entries 80 50 o slaiaSTy (o3l g oot g} asliys, slacas (33l Making ledger and trial balance accounts from journal entries. This alolrs ,o lojle a5 O prkime Al 3 cpl aslyy, s slacas 3l ciolesl slajls g JS 5Bs ol

{45, process requires the organization to record every transaction into ) S S8 ol Slacles ags slae slisl (l S e bgy e slacles 3 1, sudpls
accounts done by business. It is a base documents for preparing final Sb sloolas 6lp b siw olgie 4 aslsg, b slacas 51 cialesl 515 5 S 8o slaclus ags
accounts of company. Lol

10821 9.3.2.3 Process allocations b arass o3l DS (el 002905 gloazgy Billas |y Lo 052y hliste slooje o (o polie Larass
Allocating funds across functions. Apportion funds in line with the o 420g b 1y Jlo ogzg s im0 (Giloigommy 5 s Slojle S ete (SIS By 50 1, lapanass
budgets created. Formalize allocations in centralized internal records. JEPSRPRCIN U JCH ISR I SN U [V SURFRVEL S PS SO SO CE P SUUI P SR L B PO

Al Jbo golie

10822 9.3.24 Process period end adjustments 0598 bl Obaws 3ils Uodating i | entries to adiust the bal . g ot 6 hules 090 SG b 5o baai e 5 awl,s saile haws gl aslisg, 38 slacd glu,jgn

pdating journal entries to adjust the balance of income an i i ‘ . , _ .
. ) SNl o | yolate casm p lg sdosile 4 4 3o g ol )0 B osS #ol 0,90 LG 4o |, lacs
expenses at the end of an accounting period. O el ustie iy oy slee 79 S S
{ol 0y90 sl Jows 5 i 6l oY
10823 9.3.2.5 Post and reconcile intercompany transactions b disly slocS o oo (55 a0 Lo} sla ST ks 5 ool
Pany ol 050 o 500 L) ol ‘?‘h’ 7 5 ke S5 oo alal, o b Slon 5 5 { ol) oo 55 sl Sl & ysoms Lol oo
< : : .-

) Checking acqountg separately for a parent and subsidiary .C(.)m.pany. i oz o slat 30 5 ) 35 b L o} (gla iiST S o i |, o yb glacS
Manage relationship between a parent company and subsidiaries. e sl o L L s 4S5 Lo | s sl oS cela & iad ot

Document intercompany transactions in separate financial statements, ~ 2° 2 2" 9 =i b0 e ly) oo S bz |y 28 5 pole w8 slocls s gimf o
Al G5 0 o iS15 5:80 (23015 5 S g pdd rike (bl jglate 1S Cud lizme sla g0
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10824 9.3.2.6 Reconcile general ledger accounts 255 laolas gadas . e ool onils como 5 (S LSS .58 slocS 1o ¢ { Lolf ols &8 15 235 ol ;
9 9 S e sl = Reviewing general ledger accounts for a parent and subsidiaries e 3 ST P S e ol sl 252 sl JS 80 sl i
companies. Validate the integrity of account balances on the B S alio g o) oo Sl b ] 5 5280 ol ouile S (i Lol 1) 25,5 S 280 5
company's general ledger of accounts. Review and compare general Sl b1y 3 5 ,5le 08,0 S 185 slaclas ouile s simf 09 ol olirabl baolus suile illas
Iedlger accountrs], balances with source documents to ensure that 85 claonil ol 5 S sote shol pshiie taysd ytabis byl Coro I b 0SS 5 dwglis Lol
balances match. feal gl S e b S
10825 9.3.2.7 Perform consolidations and process eliminations (PR sili Sllee all i i i i imi
p Bi> (B3l 5 36 Sliles ol g}zggi%;tlljr;gdd;gagsgéggocesses in the business. Eliminate 5 B | osboisie slonisld S s s s closisld aans
10826 9.3.2.8 Prepare trial balance b3l 5l ags 5 b, Sans ggee . ol slaoles g sy ol 55 Sk 5 ,Kaas slaosile g5le Jolaie
Balancing debit and credit balances of trial balance to preparing final ol Lo S5l o £gazeo b 1y Lo Sm0y dai ggome S dnmsbns |, o8 12 clacla slo ik
accounts. Calculate the total debits and c.redl’Fs in company's . s )5 89S g el |, S 5 S Egorme i_sins) uiS 2Ll | (s bl (slacas wins
accounts. Correspond the sum of all debits with the sum of all credits. . & .
Adjust entries as appropriate. bl 2l o slacyge 4 5 boles G gl 15 0 Jlosl |y (hass slacd ol poe
{°9-‘
10827 9.3.29 Prepare and post management adjustments oo 15l 090 Jlof odbaws cud g ans 21y o pae lawgs sadplol O 5iS o slacanlows Slyuss jl ab Ol 6l 5 lules
A e ] ovel ooficy ch Record FRUPETSPRVRCHIRYS SANIVX S PCHN DURRCH JUUET | B CRgN | PICA JUUES JUV ST SRVELJIUN PSR e
ccounting for changes due to country-level policy changes. Recor .
: : 39 s plox 588 Gl i o EOWIINOUE S B PSR IRESy X o
adjustments made by management in the accounts. ©92 et e ke e 9 s ol < ]
Sl 9y ol so 3Ll ol i i (589 0,105 o 1 988 Jlo g solasdl slaasg, b &l e o pilgd
{us Jrows g ool laolas o 1) Ll Slab o8,
10749 9.3.3 Perform fixed-asset accounting b sla olls (5 lules plxl A5 Ay 4 Sl 4 a5 sais )l 5 ol sla oo .ol sla oo 5 caeail sla ol s (s lalus ploil
Accounting for long-term and fixed assets. Record purchased, fixed 31y obil Gl 5 gl oo b byl ke yas dadiy5n S Cod |y digd el i
. . . >0 D) >L€r-‘-°‘ 7 BN ¢ 2R D e )
assets that are not easily convertible into cash. Account for costs, s s i on Lo ol clo o o ot s} S o e
useful life, resale value, depreciation, and amortization. P il ke sae daanse Jolb Sl slaalls Supie s Sl oS S OB sl
10828 9.3.3.1 Establish fixed-asset policies and procedures b ol slaayg, 5 lacwlw sl Creating rules for fixed assets market valuation. Make rules and G 3 Sl oy o Colt slo ol sy ol sl b oyl sl el olox
regulations for fixed assets regarding depreciation, provisions, resale, o o ‘ .
usage, etc. WS gl Ol y8e g yiled 0 g ool 0g5u e
10829 9.3.3.2 Maintain fixed-asset master data files ol slaolls Lol slassls sla LB { Sle,e,4 5f sl Keeping reports up-to-date regarding fixed assets. Create a fixed 15z s s by ol (gl o osks ol Sy . ulh (sla s 4 gy e sl 3 (60455 55,4
assets database detailing price, life cycle, depreciation rate, resale S sl o+ ool e ; et b | SN £
value, installation information, usage information, etc. S ol 0y g el I 5 ead Dledbl e (298 A3 Sl 25 pes
10830 9.3.3.3 Process and record fixed-asset additions and retires ol slaolls {358 5 0,5t 79,5 5 Jeass ol 5 i3l Keeping a summary of sales and purchases of assets. Record any 5 o9 sn plodl apaz slo ol a5 sl 45 lasm o Laols sy, 5 gy 5l St s eSS
expenses made for new assets purchased and sales of any old Y | . 0 L
assets during the fiscal year. S e (e Jlo Jsb o 1) g s o (9,8 (rizen
10831 9.3.34 Process and record fixed-asset adjustments, enhancements, sla oo YLl 5 ba b s laass desgae «Dbaws <ol g bjls . Keeping a summary of expenses for installing and modifying assets. . . ‘ .
revaluations, and transfers -.;: Record any expenses made for new assets purchased, any S lp eadiplnil ayje 4isF,e La ol Dol 5 ceai 4 bgiye slaai s 5l slaodls (5K
~ expenses incurred on improvements, the valuation of assets to reach il Ceeed 4 (o, lp bl (2Lt da s Gl )l 5 35 b dass o sloan o wuoz slaalyls
current market price, and any transfer assets from one location to DS e o o b 0 1y 150 e dy e 5 51 )l o JU] paizeas ¢ o oled
another during the fiscal year.
10832 9.3.3.5 Process and record fixed-asset maintenance and repair ol sl )l e 5 (65l sloan ;e oS 5 LSl y Malntalnlpg a record of expenses necessitated for repairs and the WIS s 5 g5 Lol 51 5SS 5 S & bogype (65955 csladinza ) e s agS
expenses preservation of assets. Administer and oversee the maintenance and R e TN . T
repair of any fixed assets. Record all related transactions. e e D) e SRERSE 5 BOR LY e D 2 g e ) =B SRS
10833 9.3.3.6 Calculate and record depreciation expense Sl 4458 =5 5 4l Carrying out accounting for depreciation over fixed assets. Compute 21 el slaollo (s5588 (o3 g aiS ale |y p3Y Wl .ol o olyls p SMlginl (s lulus plxl
the sums necessitated. Maintain a record of the cost value of fixed arla 1) ol saal s Sl st anles 6% 5 oud @ lules 565 0 lishe yes Jsb
assets over their useful life in the book of accounts. (0S5 o e yae Jsb 5 1, o] 6,280 L3305 00,5
10834 9.3.3.7 Reconcile fixed-asset ledger b slealls 28 515 Balancing the ledger account balance for fixed assets. Correct errors ~ *> ol 1) el sla olls s 10 3gge Slalinsl .ol sl olls 288 Glaslus suile (5jle Jolaie
in the books of fixed assets. Provide correct information in relevant e (sloosile 5LoplS g Gadss s gin) 00 @] abg o slaclus ;3 1) meme el 5
accounts. 098 cd ol 45 Canys g 3 oMbl b bl Mol 5 (s lales 85 s el sla sl
10835 9.3.3.8 Track fixed-assets including physical inventory S 5d (s99250 Jals ol sla ol s (5,5, Checking and updating the record of all raw materials and fixed Bl 28 (6505 1) Sl (sla oyl (ooled 2ull slacalls 5 adsl Slye (colod Balgms (Slosy9,8 5 (on) 2
assets. Track all fixes asset. Maintain a record of all inventory items. DS (5SS 1y 58990 MBI ales
10836 9.3.3.9 Provide fixed-asset data to support tax, statutory, and (S oo 33 5l Slaxi sl cul slaolls slaesls «il,) Showing market value and related expenses on fixed assets data for 15 e elS oMbl Sl sel gl b glalls cloosls b b po lodiy o 5 3k Lol iles
regulatory reporting A ;s taxation. Provide complete information recorded in the books of fixed . . , , . ) ‘ ,
I ¥ ) L. . . oy 0pme g 00 i 5L 55, covad slaas 1 « Sl s ;5 Cwoud 0,b,0 cobl sla ol yls 5B
assets about purchase price, depreciation, installation charges, resale <7 > W 25 o) . >~ 7 S f
market value etc. for tax and regulatory purposes. 255 @l G yke 5 Lo Slaal
10750 9.34 Perform financial reporting S 2o 5155 olxil Reporting on the organlz.atlon s financial status to stakeholders. 5 e 0525 Sl e il g g g cdelisls Lol (laiicsd o el Jla Carnidy BT
Include balance sheets, income statements, cash flow statements, ol s -
and statements of shareholders' equity. Pl Ololo Goi> & )90
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10837 9.34.1 Prepare business unit financial statements B gewS axly Jbo slacs g0 s Makin%reportsfgf Sut?s:dif\ries unitts (tg Thow prr:)fitst ggnerated from wslyl) Jlo clacsygo Loy 5l Jols clasge ool (lis sl asgazme ) slaamly sl s, 4
em. Prepare financial statements (balance sheets, income . .

’ 5 S gennS 5l asly S5 sl 1) (€ Jlolo g o A og2g Hb,z Gyge (il g Sew O
statements, cash flow statements and statements of shareholders' A e Sy S sl sl o OFT TxS 5 B 0TI ORI TIOR3 0 =y
equity) for a single unit of a business. ogled

10838 9.34.2 Prepare consolidated financial statements siili Jb slaesse ags Making final accounts for all units of company together. Prepare
i i i i 9 0l <828 (dlh Jbo o jgo Ay & jgon S0 laaxly oled gl 2l ol as
combined financial statements of a parent company and its J ) IFes g
subsidiaries (i.e., separate legal entities controlled by a parent (Bgd oo JyuS ol &850 Laugs oS Iie Boii> sloslys cm) o] ;S Cod dsgoamms ) slolS )0
company) showing assets, liabilities, equity, income, expenses, and DS g |y oo slanl, g e e daasls plies ololo 3si da aoy da glls Lol
cash flows.
10839 9.34.3 Perform business unit reporting/review management reports o pie Sl oS wyp | S gewnS slaasly o)l el " B L oS t/lonnls el o 5 15
: . I : - D550 45 oS ool 30 L ppoko &y S jlaiody dsgarma )y (Sl L bbaxly ol o h)S as
Making reports for units/subsidiaries to help management in decision el i ’ 75 SlaS Allesly Slp RS o
making. Prepare financial statements (balance sheets, income 3>ly S sl (lews plmlo Goh Dj90 5 w09z Olyz Dyge b 5 99w D90 adlifl) o
statements, cash flow statements, and statements of shareholders’ Sled S5 aslaine g Y gamme (b i wlgflojer wlel p 1) b g Sgw S Ay S g
equity) fgra S|.ngle. unit of a business. Bregk down profits and losses shol Il sl 5o 19,255 ol yige S prie B 0iS dgd U355 assormeyn; b ol sa (sl ssies)
by function/unit, clients, products, and region. (ool Lo ailato 5 6 e elyfosem S a1, b 5 S g S elel | asly o
10840 9.34.4 Perform consolidated reporting/review of cost management ayp Cu e o B )y | ils a0 38 sl Sl ol 30 4t (5 S el )0 0Dl Cu e a4y S jshaie 4y Lol pled (sl 23S 4
reports Making reports for all units to help higher management in decision e gazma )y slocS 12) { ] JyS cov acgerme ) (oS 15 aad 5 jole o8 1) 09,5 S aals
madkl.?g. :Tre%altz_co_mbl(ned fInEthIJIa| sltatet_rtr_lents oialfadrebnt compar;y ol Gsim da_aas da gyl saims Lis 4 (ole o8 5 S cod Jiis Sgis slaslys lsisay
and its all subsidiaries (separate legal entities controlled by a paren e clodss i 45 oo cla & (<6 o il cods ool o « loatsn dousles
company) showing assets, liabilities, equity, income, expenses and 3y SRR S slig LA ur o S SRR _"’Q. ’ r’Lef“
cash flows, and also going through periodic reports which shows the Dope degeze S el dugi | asly ans I35 ) amses las ] lagl Sl 5 6551
actual and estimated costs and their variances. 5 63905 o3y sloai o 4y g e (sloygn (sla st )IiF 5 asS solel oS 2 09 8 IS (6l (inils JLo
Twnled oy 3w |, o] oMz
10841 9.3.4.5 Prepare statements for board review opdaciinn o)y sy 1l ¢} laes,50 ags Preparing a draft of financial statements for the board to review :
’ ’ baring - oot 4 ol Lol Gy o paeciie gu)n @l b o g0 g kS
before they are sent to the auditor.
10842 9.3.4.6 Produce quarterly/annual filings and shareholder reports ollaslee sla )55 5 L/ Lad slaasl,lobsl ags Making and presentinfg finar\cial reports tofstakeholfjers. Create ag a5 ol oy | s L e (slac g tliicsd & (Jle sl i I35 1) 5 s
annual and quarterly financial s'tatemelnts or report!ng purposes. BT o Sy slaelled 5 45 o 5 89 rge iz b | el slot 55 S
Prepare shareholder reports with details of the profit-and-loss i
account, balance sheet, and past year's business activities. 335 ool
10843 9.3.4.7 Produce regulatory reports 96 sla s i 45 Reporting raw or summary data for final accounts following rules and loosls ail)| i} S 5ke 5 il ol b ol slaclus (slp a0d5 L ol slacsls (mo 55
regulations. 1S9l Ol yie g oo laibiwl b @llas Jlo
14074 9.3.4.8 Perform legal and management consolidation S pde g Sl 5aals el 5 oaile Jasl o)) oo Jolis wilgs oo (S8 Guili ¢ o0 e g SoilB 528l b Lo e slacdlad ploxl
. — . . SIS a3z slae p (Jlo (2005 Jelds wilgl co (S proe 328l il asliyg) s glacad .8l
Carrying out activities associated with legal and management < “’d’;/ Pé e ‘“f”f & Tt e 920
consolidation. Legal consolidation can include currency conversion, 295 S 5 (o) GG sl Bl o S 3okl et 3l lojlo o Shes o)l s
balance carry forward, and consolidation of journal entries. Sl Jlo o yso 4" 1 ] Bas CaS i a5 Sl (] b Asgezme ) 5 jole oS bS8
ManiztgementI cgnsgll?atlon cart1h|nclucrlfe reporting ]f)tr;]flnanmalls i).n a 5als el "5 oo ool sl gla T 5 el o s glaLosles ¢ s la (Slyr A5 o,
reporting cycle basis to gauge the performance of the organization. "o e i c . ; e
porting cy gaug P 9 0SS " T B S s 45 ] ke (6 oS e 5 0 Shee Ll (sl il o ke
Lol " o e 6 S paends g 0, 5hes obl sl o)l
10731 94 Manage fixed-asset project accounting ol sla olylo sloosg (5 lulus o o (Glubo o sloosg ) <ol sl olls (slaosg s (NS (slas ) laS ke yus b 2loes sl laclus Cu o
Managing accounts for large funds-invested projects. Manage and ) S e 5 o e 5 LS st slale (b 53 4z MBS alerm & o5 ),
account for fixed assets projects (capital projects), which required Jlo sz (bS], el gl ol slaejgn 5 a5 Copae ) pasleyw 5 S5 slaossn sloclu
significant capital investments over many years. oo |y glaglopms glooir o lodnin dad imy 10t S 5 o o)l puSins 6,5
{os
10751 9.4A1 Perform capital planning and project approval o) oS gl |y Wojey g awas pbxl ) slasle yur (550 yanbi . . . N . . SISy 4y a5 1) olaoss p 409 - slule o slooss p 5o ol o (sl 059, Jbo 355 4
[ shle o slooss s s 3 dolo s s sl o5 sl Pre.parlng a project finance report. to solicit apprpvals in cgpltal S 1) e 0B B 0t L) 55T 650 e Canndg 0,y aiS AgF o b ek
projects. Prepare budgets for projects that require heavy investments. L " o s i s sl e sl | o L e N |
Report on project finances to solicit approvals from management. Slolopw slaogyn ln 1) oY a0l ailyns b oS il g eslel 1) 0392 Jlo (slaazog g lagh)lS i om
oy 2l ey o |
10844 9.4.1.1 Develop capital investment policies and procedures SMoloy 1 slroign o) (6 Ik s sladyg g raslw (g5 @ bgrye Oy yie g uild . slule yu sloosgn 10 (6l Le s 13 S9sm Sl (olBanliw g ladsg, sl
Crgatlng procedures and policies .to follow for mvestlng in capital e} oS ol ki kel 5 4l ph aet s Sl 45 | 55 o6 i ale e (slaaaly
projects. Create rules and regulations regarding large investment b s s e a1l colan < o ol e e los ol
plans, which require in-depth forecasting for expenditure and revenue. 2R 9 (R SOR GRE)IE R medB g apte Sl L P37 Slrfe 5 IRy SR
(055 i 380 gty |y laaal,o 5 laaiy s ails,
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10845 9.4.1.2 Develop and approve capital expenditure plans and budgets Glslo o sbads 3o slaazsgs o baask p ol 5 cpgus Creating budgets, and soliciting approvals for capital projects. g O (SIS Ao o 0 a5 1) Sllosgp a9 .slaslo yr (slrodg s (sl ool Ll g laazog sl
Prepare budgets for projects that require heavy investments. Secure oS as |, @lalejus slaojs azs i cinf oS 331y o I 1) baasanli asS ags wiyls 5L IS
approvals from management. {oss il o |y o pae awl byl s>l 6l s
10846 9.4.1.3 Revigv_v_and approve capital projects and fixed-asset ol sla syl Jrams g Shos 5 glaslo p (sloo5s, 2l g ol Evaluating and supporting capital investments in projects and fixed Slule yus (sloosg p Ly ol sla ol )ls g Wojgpn ;0 slule yur (slags JiSaslo po 51 Slciin 9 o))
acquisitions assets. Confirm details of capital projects. Secure approvals from 351 5 a0l ()l i) S 3511, Cupae slaaanl S slag liSale s sl S a0l
managements for large investments. ool slo aal)ls 5 bods s 1> IS slas 13 ale s (sl oo ) oy
i ial justificati ' 5 alow . , . . . 5 g dur g3 00 sy o mdlin L3 (gl Lo 5 g sloa>gs ales ol
10847 94.14 Conduct financial justification for project approval 059wl sl Jbo azgi ploxil Reviewing all project business cases in order to substantiate 2 6 S Ay oo ot Jlo g 51 sl ey (55 goS sloagi plos ol
projected financial gains. Validate any project's business case. i) 98 dlie b e sladne plp o 1) esn iy I Jol> @dlie 08 mi el 1) (slojs
Juxtapose the benefits derived from moving a project forward against Sl laanso b1y oo o i @8l g auiS ot liel 5 oy |y Wodgp (6, gemnS sloaugs
the associated costs. [0 s T T e e .
Sed asrivs Lyl (69105 Coo B oS annlin o9,
10752 9.4.2 Perform capital project accounting Slulo yr slooy (5 lulu ploxl Iy Glaolo yur (slrolgp 0 bogspo (5l slacudled 4o g olioS )5 slas liSale p sl (5 lulus
Accounting for Ia.rge-scelllc.a.and large-cost inyestmgnts. Managg and e b3, g Giab wien o iaSTy ol wuax slaoggp sslaslel; ales sl 0S5 laulus g o pie
accgunt for ongom.g activities rglated ’Fo capital prqjects, |ncllud|pg Slocs e sl sins) o0b oSS (slooss o 003l (s a0l g ot 505 sluleres 5 iy
setting up new projects, recording project transactions, monitoring sl - « ot cm atS sl |- e as s s clonl 5 oLt - s
and tracking spending, closing and capitalizing projects, and (ST 5 AR D T 0n B Surle s s NS SRR £ AR 5 S
measuring the financial returns on completed projects. 5 @lobd |y Jol> gl alls g s | 039 bk o S S ) gile S e ) ol Jbe
{ommins 1) T (b 033 ¢ oSS 5l g 9 S (slsls s
10848 9.4.2.1 Create project account codes 039, Sl glaaS sbwl _ 5 2lolid slp 0390 10 4 U, a2 e SloaS Lanass i n) on o Sl g2 SO Larass
Giving reference codes for every project. o
O ey
10849 9.4.22 Record project-related transactions oion b e oSl s . . o . . o b dad e sla iS5 dan S i Jlo ools ool 5 o 039, S sz Job 4o (2iST5 e ol
Noting every transaction during g project in .a common flnanC|laI oles st o 55 e losls ol ales (sl 5 yae o0l ol <y S (8l | 059
database. Document all transactions associated with any project. L oSl b s 0 5d ¢ ot o s ol s sl L L ol sl s
Maintain a centralized repository of all such financial data. e 75 0=y Sl S5 e g 22l 03l ol Ko 2 oo 4 Bogre e slaiis
a5l (oo, B 5 4z )Ss (JalS Laosy
10850 9.4.2.3 Monitor and track capital projects and budget spending a>og slbd e 5 slule s slaoss p (6 S 5 O ylas _ _ _ Goedils o5y 0 50 eddell axgi LB (slas,laSale pu 0als (5,105 Ake pus 092 9 059, b pien (L)
E_val_qatmg prOJec?t progress and funds mvested_. Observe and track 5 ath) ey ol 4 B 690 0niS ooyt i) S Aglin azogs b 1) o] S (6K 5 oalia |,
significant funds invested on any long-term project. Compare to : ~ i ‘ o )
budget lJ ‘) Lbu‘ 9 J.».S ‘5/»&».‘ g.)u\Au\.«.lJ L§L‘°°)3)" 6‘,1 l) ‘Svﬁls C)l?co ol 00l ;9).0 Q}'SL' AALA)..» )LMLA 4.‘>
{osg;s asia Lol ool b oS duslie wgao axog
10851 9.4.24 Close/capitalize projects oy 30,5 (Lo ool (yian . . N . 5 oS S5, lAT e pav 4 45 lulo yur (5L0% g 1 (S S ool (Sl 09 5l oOloml 035l moy
Checking for .returns. generated frqm prOJect§ for decision mal.<|ng. L 5,15 dugs o35 4nlol LT 45 4y oy e sbologl slooel, ool S || ails 5l IS
Evaluate capital projects that require heavy investments. Decide b as S il ot et ] L asil Lo
whether to proceed based on the revenues generated. 25 by 2 Sl |y o sleslere slaojan sloaslowasyy oally laaslys 5 o ooligtn x>
{058 CiBgie b ogd Mol il aslsl b 65, 45 4y 1Ky paenatl gl &
10852 9.4.25 Measure financial returns on completed capital projects 00 oSS (oo o sloogg p (o 033 (5 S0l . N . o Sloogg p Lawgs sadolml sladel s oo o i 083k b oad JeoS5 059 S0 (55910 gm0 dunlia
Compqung a finished project's profitability with fo.recasted returr\s. 1) Sy3lo9ms e S (5155 (o yr ALES i S 5 creKins (sl il s 4 45 |, (glonks eSS
Scrutinize revenues generated by completed projects that required e TU1 T e e s« o] s oL b
heavy investments. Determine profitability. 2 0d it Il o el Ol (o8l e flin s laaelyo w0l L Sl ot S e
{15 b ool 009 il gollas 4T 003 LT g 009 yglogm jodm 0%gy Sad  yadeioe B oS duwlio
R P FHae O 09,8 R g 00g j9logm O 0,9y Sgmw AT U 2
10732 9.5 Process payroll Sjedad g (39h> L3l Goi> . G9i> 4 b e lalle (33l 5 s ls  cupae A LS T I by (B0 515 4 (S,
50 plosle 4 zmoro 0929 45 0aS Jols bl 0uS S ) ol wsS calo |y LSS
Handling reporting time, managing pay, and processing taxes from S (e . . (¢ . o gl s
salaries. Pay employees. Withhold taxes. Confirm the correct funds oy el S s o LSS e st als 2 e s
are paid to the correct government agency. L e3Y ol (S Sy g dnwla ) IS ,5 Foa> 9l pl 8 Foh> Ao (sl gmme sleeold
Sl abgye (9o Sl 4 580 dege ;0 g (S o 00l S Hlis 4T 0ST () 9 IS pS Goi>
{osl oa
10753 9.5.1 Report time LolS 5} 0,55 oley was b5 Recording the report.lng time 'of employees on-site. Track worklng' OAih T sl ad ye ¢ 3 Slabrn (55 lie, e 55 SIS 3,515 sad b5 les 0, s
days, salary calculations, holidays taken, number of hours spend in N R T e el sl
the office, billing hours, etc. S5 S b ond 5 Sleriipo il slacels 285 9 jpaa slacels sl
10853 9.5.1.1 Establish policies and procedures laays, 5 bewslew (2995 Developing policies and procedures for the HR function to calculate 5 alew i in) Sloas Gl drlns Zgz Sladl glis 05> (sl oy, 5 Lol (505
compensation. S dslne oo 1) Llye g Goi> wilgn Sladl wlis 059> b 0usS wulats g >k 1) ola g,
10854 9.5.1.2 Collect and record employee time worked OS5, ey el g (59laex , . ) , . _
Tracking billing hours of each employee on daily basis. ailig) Oyt wie)l5 5o anulxe B8 65 slacels 6,5
10855 9.5.1.3 Analyze and report paid and unpaid leave 395> e 9 (§9a> b la oaz S ,l58 5 . _
OHFETOFRI P RS 7B 5 s Tracking leaves allowed and taken by employees. OLSHI sadoslanl g jlxe slo pas o (6K
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10856 9.5.14 Monitor regular, overtime, and other hours gloil plo g 6 Salsl (sole 15,5} slacels ,» o s Observing the number of hours worked by an employees on daily 5 0ia)l5 S 3,515 el st S o S alys, &g aie,lS S a5 slacele slawi 53,8 as,
{5} slacel., Dasis. Track the number of hours worked by an employee, as wellas | VoS 6 S S almo il 2 |, oS coole ool 5 515 055 Slebs o
the number of hours worked beyond normal working hour's according I G ” e sEbel s AR 25 ‘ o
10857 9.5.1.5 Analyze and report employee utilization LSl iae 4o ,l5S 3 o .
y P Py OS5 oot Ol I 5 B2 \1nitoring the number of productive hours for employees. OUS IS 053l slacls slaws (0,8 sl
10754 9.5.2 Manage pa §eamf a1y i i i i
ge pay {Gginf cslo p Copoe a/lanagmg tr:je total payrr;gnts made in employees payroll, including Ulye s s o Lo ol ol (LS8 3 50msd 5 3o Cond ;5 ooalonl slacls ;S oo
onuses and compensation. ' T
10858 9.5.2.1 Enter employee time worked into payroll system Syeiass 3 9> alaba ;5 (LSS 3,518 lej (03,5 8 g Tracking the number of hours worked for the payroll system. Register @lp ) aae)lS S5 3,515 slacelu sluss wsjetnsd 5 Goi> aibele slp 0,515 slacels slass (5,58
the number of hours worked by an employee into the payroll system 5 JLis |, (LS 6,15 slacels s} 0SSl Sjeiwd g Gei> ailole 10 djetwd b Gei> drmlxe
for the purpose of calculating salaries or wages. {558 dnslons s yd 3 b 0 Cod qlampas 5
10859 9.5.2.2 Maintain and administer employee earnings information LS, b ,e wledbsl cu paw 4 s kS Tracking and oversee salary breakups of employees. This process Lgspe Sledbl lejle a5 el T p3kincs anld opl QLSS ea> { Lol alsse 5 o)l 5 5050
requires the o;ganlzatlon tofmanage an;j upd'ate |?formTar;[_|on y 15 i 43553 Sl y3508s 5 b ol IS ol i b, 5 S yie | oie )5 2 o kil 4y
pertalnlng to the gtructure of every employee's salary. This wou DAl s ] & sl L e cola i 45 Cnl (635 o o0l ol Ko 3 S5 s L
involve the updating any changes to the salary structures of the “ ) i
employees, in a central repository which can be accessed by 5 55 poma pgboar |y g Sl Sl 5 00 S S 5 1) QLSS i sl i) il
pertinent departments. oo a5 55,0 Lo ye slo e 6lp o ws LB
10860 9.5.2.3 Maintain and administer applicable deductions Jlesl BB &lj5uS o o 5 (6,5l ) ) ) . .
Processing salary deductions for tax purposes. Keep and manage the s ane lul p 1) 0i0)5 e Goho g Sliiz Sl aolio gl Goho DlpuS il
details of every employee's salary deductions based on their 9SGl 1y i SLle SljeeS s mt S Ca e 5 5SS Sl Jsb o el slas JiSale e
expenses and investments during the year. {0 s i3S Cans s dslins glys |y LSS ol iSayle s 5 boaiy 3o 4y Loy po ledlbol
10861 9.524 Monitor changes in tax status of employees OLSH S cundg Sl s TrackirTg changes in the salary structure of employees for tax UL S el SIS i L o 5l 65
deductions. ’ ' oo
10862 9.5.2.5 Process and distribute payments osls e 5 ol n . o . LS g el 3o,k 1 Sheiws g Goi oo aibsg LSS S 4y Gei e g d5lop
Processing and dlstrlbutlng salaries to all e.mployee.s. Execute the SIS i s ain) S ealial Sjatud § ok sladissn plas 3l 35 sate ool oSl S 5l oS |2
payroll management function through the dispensation of employee ] e e et n S e ool ol s sl b e oS ] e
salaries. Leverage a centralized database of all payroll expenses. Cope ly 05atwd g Goi> (glaan 3o S pate 0als ol S5 5l e s g 0SBl g g byl |,
{os
10863 9.5.2.6 Process and distribute manual checks Lsd O ygods 45 SlacS>t oS auiel g bl |y ciws clacS> o . )
T TRER T BT R E0F 5 SURR Y ‘;W <" Handling incorrect/omitted salary payments. odBBi> b Ca ol ol slacS o Cy e
A")"*’Lt“ )Ol.o
10864 9.5.2.7 Process period-end adjustments 0,90 obb daws @l _ oilsd cole) sl p Goi> g Plol st Jlo obb 5o S wolin gl Gei> Ol jguS Jax
Adjusting salary deductions for tax purposes at the end of the year.
1l ol 5o Sl
10865 9.5.2.8 Respond to employee payroll inquiries QLSS 0 e ¢ gei cld [low du (oeSiwl)  Sow ] ) ) 0)byd G SVl 4 pologeals z gmt LS bawg sadiz ae ei> b bad e gla iy 4 (S
P ployee pay g O o3etes 5 G5t slafly 4 (0558-l) e Addressing salary-related queries raised by employees. e © o ’ ) ’
{b}.o.lmé 9 89>
10755 9.5.3 Manage and process payroll taxes Sjedwd 5 Bsi> bl 55081 g Cu e i . . -
g y P OFT SEIEE 0B s Deducting and paying taxes from employees' salaries. abgiye azlie 4 T 3oy 5 st 5l Oldle 0,808 s QLSS Gsi 5l Sllle el 5 5
14075 9.5.3.1 Develop tax plan Sk b 595 Devising a method to minimize payroll tax liability by means of L baliiwl ooly9uS dacandss 35k 5l 0jetws g Goio Sllle (o paile; JBlamas lp (259 (r9s
allowances, deductions, exclusions or exemptions. laas ;oS
14076 9.5.3.2 Manage tax plan Sl asl o e ) o ) ) . .
Overseeing maintaining the reduction of payroll taxes [14075]. [VEVols e 5 Ggi> wllle mals {sla \Sal, pgls of Lids ol
10866 9.5.3.3 Calculate and pay applicable payroll taxes Sjeiud g Goim Jleel BB slacll csls ¢ anwlxe Paying tax according to appropriate deductions made from salaries. Sl yie g i obol 5 1y Slle ooy si> 3l oot Jlae] cslin Sl yguS bl Slle cbls g
Calculgte and pay the tax Ilgbllltles according .t(.) the salaries and tax e e sy i) il 5l g dnalons e 05 il (S5 b 5 iS5 UL
regulations of employees with the help of certified chartered ‘ ‘
accountants. e ool 6)5ea b Sl sla ooy 18 5 s § muomo &l jgus
10867 9.5.3.4 Produce and distribute employee annual tax statements O AVl S slaasl ol s 595 9 odgs b ooliiwl (gl p o)l 1o 4 comy 005 ol lislu lawgs soianys SWle &l jguS (sloasl o bsl a5l
Providing tax deductions statements created by certified chartered el SIS a0 i UL Sl 55 ool i) {5 SLLe ols il Euslyi o
accountants to every employee for their reference or refunds. ’ '
1oledsis 5l oo 351 Olle b esls 13k dl,s b solisul
10868 9.5.3.5 File regulatory payroll tax forms Sjezs 5 sk lills g8 slag 3 oo Filling taxes, and highlighting different sources of income and £ JeoSS s gin) oadplosl (sladnja g asls it plie (iladinz 5 Slllo adblebl 0,5
expenditures made. Loadplzl slag > o laawsl,e by g ollle
10733 9.6 Process accounts payable and expense reimbursements lan e ooyl g (il slaclas ojls _ _ _ olejl By 51 a8 Sleas b VIS auje clo yy abl b slacslo b 5 olus jgo 4 (Souw,
Handling bills gnd reimbursements to be made. Make payments for YIS a5 bl 5 Lncls 3b 5 Lol g i ins} i plol | o oolicial L il o
goods or services taken or used on behalf of the organization. ‘ '
Tosloads il yo olojle slp a5 Sleas 4
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10756 9.6.1 Process accounts payable (AP) AP) 2315y slaclus il lcenlow o905 ol o158 cnl B oS el sloan ;o plo g Slles slaaja slocslsy (bils,
Prr]ocessw]rghpa_ymlegts ot:]opderatllng expetnsfes ?nq othe(; suppllzr g el a8 ol sl oo Slilas dod g o310,y claolan (33551 Gselym abodss) 5
charges. This includes the development of policies and procedures ) . . R .
. . . & 5 Shles laansa colsy sm) o Solom {slunailysf ploiiy soulS slags sl
around processing of accounts payable and all operations. This S e SRR TR ] S ST o e
process is often supported by key technology enablers. Slarlez aild anlie lag,slid slosliul s bbuslow e b g a0 plail ) (S0 (el
{@-‘5 Copde |y Sl
10869 9.6.1.1 Verify AP pay file with purchase order vendor master file GBanig s Lol Bl b oslsy slaclus colsy b6 Golss Matchi 45 of bills {0 b 4 with < Chock t cSloy o sl ly 3l sbolus sles ool b esly B ool po Glgw Gk
e ‘ ‘ . ... Matching records of bills to be paid with accounts. Check accounts X . . e
5l B0y, Sledol b 1) sy bl e oot s 5 i , ol glacw § ol jgo gubs s o) S s 00y y8 s b soialo!
IR R b eson b iy s ) payable entries with vendor's account for every payment made. ¢ SR - it (502 032577 e
{oss Sioles g owyp 0,5 {lacsly coms 5l pluebl 6lp Barss b olus b x5l ,
10870 9.6.1.2 Maintain/Manage electronic commerce Seg S &yl s e 15l SS _ , _ -
g e e Tracking all online transactions. T { glapans ,3 odiplonl | sla tiSTy5 aan {cud 5 o llsb s,
10871 9.6.1.3 Audit invoices and key data in AP system Sl phar 18 oS sloosls 5 blass 50 (5 5res Monitori g uating bil stored < books. Check 1y g DS ey |y Lol g0 dad (5 laslu a5 10 sadid slacluss go p» oLl g o s
, onitoring and evaluating bills registered in accounts books. Chec e g - ) . -
AP) usloy 7 N Iy Sl g ausS 31 oysiS1 | oled S S 1, aodiind (cbolus oo ¢ ) S (g
<=7 all invoices. Maintain records. e S ¢ e S
a8 Li> Jol5 5boa,
10872 9.6.1.4 Approve payments esls,; aslb _ _ 8l ,o b VIS w3 4 by e slacsls p ol g pll : pmf cloas | Y game lp besls (hjlo
' Processing payments for products/services. (s
Slod>
10873 9.6.1.5 Process financial accruals and reversals Sl Slagms cud s byl a8, lacas 5 Jlo Slagas (35lo i ol bl gylalu 5l o 1) b 2S5 beiS g Slagsd 4 by o sl 2iS15 4 (Soew,
{om sloo 50 50 o] iy b 2ol 51y usSan slacas plil b oS cod (Ghaw slacd Bds 6l (a5 Jol 5 (U w3l b il o oy 4 a2 o)
. . . 45 gl oo o (gloye0 lod o baael o b s cam g lals ,5 s ) sl Jobaie aoles
Handling transactions for accruals and reversals. Record transactions FIU T S0057 R 92 BALS R BERSE 5SS 0 st sy Jo o
in the books of accounts on an accrual basis (irrespective of the Lol n 58y lam (s cud) wBl oads 280 b el s lidgy ST g st ()l 4 by, e
actual cash flow) and reversals basis (cancel out the adjusting Bogs 00y plomil lvlus qulais (glys Jaid a5 L3 slacad i (oge Jo 0,90 b o plosl adly il o
entries) for balancing accounts. (il Blid 5 s oo ool b wigd o 53] € L85, i S b
S 91 s 5 ($34) gy ] (285 935 oy (ool 2 laelyo g Lo s oo iike jpliaie 40MS)
(ol oily g cds Laas gl a8y sbbewd b sodass
10874 9.6.1.6 Process payables taxes g glecls gl il 5 S a1y S slaael bl Saas asl;ly b 0 o8 10 o aS oo Sllle Gl ol
Filing the amount of taxes that a company owes as of the p_alance a1} o aelys ol sl sloasTy b o3l sl aelys 5 ollle ol ales
sheet date. Prepare tax returns, including the income tax filing for an b sd s o L Ul o L e s Bl S San el
individual or business entity from earnings. 2 Sl el o grye Slle Slaaslll g 5 295 oz il 7 IER SR
108,5 wubats g oolel o
i o il 23, ¢ hsgS . , . : S , bl bl bawgs Wb a5 slacs] Lo 55LL L E Coandg digS s
10875 9.6.1.7 Research/Resolve payable exceptions S5 slaolus slalisul &3, 5 gy Resolving any atypical or inconsistent situation concerning payments plosl e 55 b a5 SlbcSls a4 bgre il b Jyeno e Candg 455,00 > g Soum,
to be made by the organization. Address any exceptional case of WS 0 plnl b & jgde S8, b 99,50 Djgons | (2 laclus o gLl 590 50 s
accounts payable on an ad hoc basis, by seeking counsel or carrying Tl i ol JSiw b sole pué 3550 ol slacslo o ST snf oS Soww, o3¥ Jidgh
out any necessary research. i i ol i Lol .
y Y {%-‘S&‘JJWM,J“’&-";LLWlf)L.t‘“’)ﬁ*o)‘)ﬁ“‘ﬂ*S;s“’)ﬁ‘)
10876  9.6.1.8 Process payments esls, il Making payments for products/services on due dates (payment cycle) o= 5550 @lacd,b buwsi o5 (2o 42 52) s o lage )b )0 Slaas /oY gl dle 2ols
decided by parties involved. {owl oais G8lg i b o a5 olagle) ;o Sleas g YIS & by e slacsls bl gmf wload
10877 9.6.1.9 Respond to AP inquiries 5 b Jlgw « ‘54;} AP) 3l )y sloclus slo sy 4 gels . . . . dociiss o b ol (AP) i3ls slaclus Gy 4 by o slo iy 4 (Soww, b g3lords,
(S Ty 2515, sloln 4 Ly o (glaceslss Clarlfyl.ng or address queries relatlng to the partlc.ulars of AP such as i) S Kanlen x5l slbbiond 3o agns 5 ol 0,0 abogy e cslach b b Lol 5 &los
date, discounts, amount, and installments. Coordinate with concerned LSl 1 LI T T
parties about the fulfillment of bills payable. 23Ul g a0 gt ) o o g Gl scheds 2lop @)U e ool Slizr o)l
Tagd Siolen oluss jgo <ol sl Lo o slaisu
10878 9.6.1.10 Retain records Blow 5,l0eS , . _ &l iS5 slaslus o Lo 1 nf oaiy] o axxlie slp 2STH 2 sl o (g lagss
Keeping bills of every transaction for future reference. .
{6«.\.‘4 le.cbu’.u)).a 9 oolawl
10879 9.6.1.11 Adjust accounting records | fooles clacas ol 1 ot o loslus 3l ol L ) ) ) ) Sl ol b (5w laolus e plfin ST ) ool plin laols o sadol] &l i ol
: d b il sloses Dloligin) silubes Sl s Rectifying for alterations occurred in accounts while recording. ’ -
{ e el o ) {oss ol | T s
10757 9.6.2 Process expense reimbursements o sa Sy plonl g (Soww, sm) laauie S nil Sl i1t iloas alosl (615 slacdlad Gl y> o a5 plaansa sl GLS @ sl il ol
{wg oils, T3k ol3l 4y Wby &S g ety i {393 @5 cullid Job 1o (SIS dawgs sud fomite slaa 3o 3o 5k
Processing reimbursements to employees for the expenses incurred 5 |y oy Slle sloosls oS (5318 5 anl Glojle Byb 511 LSS slaan o slacsls sk
during .the course of business. Approve and process advapcernents 3l S sl SIS 4 1, bt p i} S St | e slrl 5 0 Ll
and reimbursements for employee expenses on the organization's ot ls s b i€ el o] st Lsin et it e L L
behalf. Capture and report relevant tax data and manage personal LSS p iy S S il gl 4 g (o p ol Jexe 095 il el 0l y> 0 b 5 Slos S
accounts. bgiye slocles 5 oS )15 5 <ol | beanio (nl 4 bgrye Sllle Sledlbl s plosl g 0B 1) 03
{oss copualy b oo
Sk el gy b KW eSS e glacasls pib 4 JolS Sosw, 1jekaie aodl>
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10880 9.6.2.1 Establish and communicate expense reimbursement policies e 3 anl Sl sgas g sl Glo,edlbl 5 o gas
imi ' ’ ’ ini ici - Sl B L by glacasla GLS) cBls ik slacalss o 4y bgy o sloasg) 5 bicwslow by
and approval limits laws, -a EXPIAINING policies and procedures related to reimbursements i > J ) ¢
"~ requests by employees. Set policies regarding reimbursement Iy a5 o35l Jole 5 caslow s f 0 o511 (LSS 008 e 1) dlos g0 5 <o 5k
process and amount limits etc. Inform employees. {oam0 O] LUS IS & 5 0uiS w1y bl il cglaciiios 5 (yuilsd ciumd s S, gl
10881 9.6.2.2 Capture and report relevant tax data L e S slaosls as3,155 5 s 9le> Collecting and reporting all pertinent information regarding the taxes aon i) Glojle QLS hawgs aasesls  slacldle b e jo Sledl plas (253,135 5 55510
» & RO 9 Sglaex g p galp g g
paid by the organization's employees. 1osS )55 9 (6yglaen 1y wilos S cls p LS5 a8 Slaclle 4 bgy o cledll
10882 9.6.2.3 Approve reimbursements and advances [PYCIE RSO PNCIEE VR TRV - i Glrais e el 5l sl ojlal jaan t cnf QLSS gl atie Sl il slaclss o yolasle]
e -7 Permitting expense reimbursement requests from employees. ’
{ LS5 Lawgs sasicenlys o
10883 9.6.2.4 Process reimbursements and advances sl ngie 9 LSk 25 Paying for expense reimbursement requests from employees. (Follow ol o 9 LSS0, 5b an b Bllas) LSS Lawgs sudiianlys o slaaijo oo 5k el
Approve reimbursements and advances [10882] according to policies 1y lassls il calys o LSS a1y glaase st (lalys g ol ulul g «[V - AAY]
and conditions.) {os Sy ‘.>...,L. 3o g D,k Bub wilosls
10884 9.6.2.5 Manage personnel accounts Ly gloolus Copoe o _ . 3 olesle bas Ty soldl Jle glaclus :mf S geS b Lo o3l sloclas cupie g 6)lgS
9 ST “ Maintaining accounts of individuals who are connected with business. ’ _
190 )& 5 & it L)
20929 9.6.3 Manage corporate credit cards S s kael slae IS ey [ ' i i iti .
g p S5 bzl sl <o o Handling and authoring credit cards to business entities or for 5 slois 5 s, slaioly sl ool sl jyme oo 5 oo ltel sloct IS & S
corporate purchases.
20930 9.6.3.1 Establish corporate credit card policies and approval limits 5S 5 g kel S5 anl e sbaciin g biaslow S 5 psdS i i [ .
p p pp S sl )5 2l e slacain o s e 9 (298 Developing progeQures for using company credit cards. Set or S b b e | s el sl 55 5 o el laes 15 5] osliiad slaag, s
approve credit limits. ©
20931 9.6.3.2 Process corporate credit card requests 58 i 6 kel OIS slacalss s ils _ o _ o _ S5 8l o slaclys o i mf S gewS slaan s sy o liel 05 Glacwlss o 4 (Foaw,
P el D il Ao Handling applications credit card applications for business expenses. .
10023 plosl 5 gy 2 |) )5 sloanso 3l sl s biel
20932 9.6.3.3 Order corporate credit cards 55 s kel slae 5 il n _ _ o sly Y slael o5 : st S genS b Lo e slaan e sly (o lael glac IS cdl o
b il e S Obtaining credit cards for business-related expenses. o
{oss as |, 6,8 T
20933 9.6.34 Manage corporate credit card accounts S b sylael Ol slaclus co pae _ _ ) _
- Handling credit card accounts of business customers. Mg b e g liel )5 slaclus 4 So,
20934 9.6.3.5 Approve/Change credit limits okl Glachin piilanl sl p W Jle & gy o Sl s ) s BB 5 lel SeSls  t 3 ees Slp e yyko
Authorizing changes to the available credit advances. S a1 Ll e )
{ceslsy BB L sslanal b jLael oo 50 i ol Lol jglaie
20935 9.6.3.6 Cancel/Deactivate credit card Leel &)l5 (g5l byt i . - . , . bl G5 ean sla maSTy oles (5lw Jlad pué (sl 39350 (5 litel 15 (40,5 Sgdne
S 25 il Blocking an existing credit card to disable all future transactions. R
{058 Jub pue oan] sla ST coles b asS Sgaune | 09240
10734 9.7 Manage treasury operations @ lsailys Slles cu s Managing business's investments in trading in bonds, currencies, g olls 0pme g Jlo Slinin daj)l @i 5 5lysl dlalas 13 IS g slags JiSale s o e
financial derivatives, etc. Manage the financial assets and holdings of ST ke | Shile ki 052y S a1 Glojle (Suas 0SS poe ] Glojle (e slags )l
the organizatior.L Opt.imiz.e the organization's liquidity. Invest excess Gy s 38l y g Jo slo ol)ls o pae z ol jelaief aums tals 1) Jbo sl 0
cash. Reduce financial risks. Hobile Jbo S, 2als 5 Sk g lwags
7. ici Cals S . . . . L 0 Sliis doj,l s ,d gl o a8 Loy Ol ybe g puilgd o
10758 9.71 Manage treasury policies and procedures S ol slaasg, g bl o pos Managing rules and regulations for investments in trading in bonds, ol 5 Jlo litine o)l s B 3l gl SHlolas ;5 (6, ele o 4y bgypo 5o 5 (puily Ca ke
currencies, financial derivatives, etc. Establish policies and @loailiz Sllee jo 1) (Sopads ausS sl 1) ealiplonl sbas )l ke jus a5 by o slaasg) g Lol
procequres for investments made. Optimize liquidity in treasury 3 (S s jleaige 5 6,0l pr slacaslin § Ol jie o e g e i ol jelatef 0sS aig
operations. A, bailys olles
10885 9.7.1.1 Establish scope and governance of treasury operations @ ol Slles CuoSlo g arals (s Select it dh thoritative body for | t o ) oyt g Jlo Slinine iyl s 8 3lysl SMalas 1 (AT AL (sl e Sl g Lo 3 Sl
electing opportunities and the authoritative body for investments in X e .. ‘ e L
. . . . . . . et |y g )08 e ol )0 (6 S o o O S ol | A8 L o conlin slocs
trading in bonds, currencies, financial derivatives, etc. o RS et s S s e - Eees
{oss
10886 9.7.1.2 Establish and publish treasury policies @ bail> seeales i3l s 0259 Creating and providing investment regulations for the organization. Silodingy sl 1) 6,08y sladsg; g laawlow . oylojlo (Gl (5,108 als yur Ol 40 a1 § sl
Establish policies and procedures for investments to optimize liquidity sl § Ol yhe s int S Sbml 1) ] S a5 anS (s g balls Sles o (Siak
in treasury operations. Create a written copy of it. {355 o JSS G e 1 (6 oalys (Kpai B 0sS CiSo 5 angd |y (6l ale o
10887 9.7.1.3 Develop treasury procedures S ol sladsg, g bl Jlo Slinie g o)l s 3 3l 10 5518 hlopw 1y 2lopls (Tl s sl p (plaan] b oln]
Making procesges for |n\_/est|n_g. Cre.ate.step.s for mvestmept_s in i)y Gl e sloSKn 5 00,5 (635 4L s olile 0 05y o9h ding < 5 Kipads b S
bonds, currencies, and financial derivatives in order to optimize S ealS Sl . el e coanld o]
company's liquidity, invest excess cash, and reduce its financial risks. SloSir) 208 Sljle o9y jloaliinl o ki S5 sl ST eulep leloe slanzlf >k
Ak
10888 9.7.1.4 Monitor treasury procedures & lsalys slaays, » o)\l Checking treasury processes in order to optimize company's liquidity, Gl g 33l Wi 092y (55l le y (S 10 (Ko (5ledinge o oAl slaal o)
invest excess cash, and reduce its financial risks. S sl
10889 9.7.1.5 Audit treasu rocedures loaslss claas : . ) )
P SITEST SEED S22 Auditing the treasury function. {08 o 5 Sieoe |y 0453 0395 3 Shos g bacllad i s (5,54l 059> (55ras
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10890 9.7.1.6 Revise treasury procedures Sl slaasg, 5,5550 _ o bt b 1) o loailis sladsg, dod s nf (Spmon sloatsl ulul p (s loails> sladsg, dan bjl5k
- Reassessing all treasury procedures based on audit findings. ’
Hass bl oslss imoe
10891 9.71.7 Develop and confirm internal controls for treasury S ol gl A5l sla S sl g cpgws Creating and managing the interal control systems for investments in ssbaieds Jlo Slitie g o)l a3 sl 5o 6 Sl slp (3 S8 sladibele Cu poe g olxl
bonds, currencies, and financial derivatives to verify procedures. b B S sl e it gl 0 s Tl sl o] Lo, sl
05 oy ags; 2] gy b 0 Zg o g slowyl
10892 9.7.1.8 Define system security requirements alabs el Sll3ll 55 Desceribing the need of system security requirements for controlling 3 9 @55l (Dol { ool 5l lisbl o g s J S glp ailels el Sl & 5Ls o
access, reliability of information, accountability, and availability of ool Gliaebol (g yias S8 6l lojles Lz aums mussi 1 mf olejle o Sledlbl (g (wytass
information in the organization. L35 55 s el Ll a4y LML y3gseal 5 o sSinls wledlbl
10759 9.7.2 Manage cash RIRVEL STV FRSDS IIRE FERESN SR ESCNIRS S Gl g o ppde |y 60 Slaceadse S gnS 0 0 azg b bl e slacdled asn 4y (S,
Ol St WS S 5 (hilo 1) o9y (Seig Sl sl JUl oS Cu o |y udi slaJolee
S azy Co pae g les Gla S 5 ST wnS Sy e | o lagl 2 S Gaas ) g0k
Taking care of all cash-related activities in the business. Manage and i 5 Jadg o o510 (ol 1) (3 sl ja lS S )l 5 S ke |y (Sl Ll e 4 |,
reconcile cash positions. Manage cash equivalents. Process and Ly ol g oS JyuS 1y ok o9ge S oll 1) oS 1t Kok 4 bgyye jgal dod 1 ) anles
oversee electronic fund transfers. Develop cash flow forgcasts. 5 S o | ol g8 (sl o S Kinbes Lo slocd 5 b slaolos
Manage cash flows. Produce cash management accounting

transactions and reports. Manage and oversee banking relationships. 5 Sk Sl Ul 0S (Soem) ws a8 4 Joodd JB @y &5 alas i alep 5 loos yn
Analyze, negotiate, resolve, and confirm bank fees. G2l p 0ain] 1o (Kol 79,5 99959 lp WS Ol gl g ams plxil 1) (g 2SIl slacsls 5
Gl b5 0 cud |y (gad Slilae 05l La>  Suos Jols b oS o)l 1) Jso 79,5 5 995 05
DS o e g (S |y CSIL b o8 18 sla Saalen 5 ol aiS a1 ol & by e Jle
{osS 0,510 bay T ol b ool 6l g oy |y (SOb sloais so
10893 9.7.21 Manage and reconcile cash positions CS 0B (0grge J S i L Sdll Candy aaai g o pie Correcting cash differences in the books of accounts. Make optimum S oolitul digy & g0t S geanS s 53 0529 |6 lules 5183 1 g0 la plie Lol
1l slacas 5 (Sib slaoaile L T o0 5 Saslen 4 utilization of funds available in the business. Check for differences to oS Bl g lold bolus )3 1) (gud Gl i pm) oS o)y ol sl 1) S plis
rectify. A0S osliul S8 e 40 S5 50 )3 9290 Jon
10894 9.7.2.2 Manage cash equivalents Sy dach o ol a4 ) S oo |y ol slaJoles Taking care of all cash-related activities in the business. Utilize short- 0B dxg 4 Sl a5 SowelisS sla olls 1S g 10 0B 0gzg b o e slacdled ples 4 S,
{5 J5u5 1, )T 5 term assets that can be easily convertible into cash, such as Sl 5 (s DaeolisS 5,8 Glgl gl Gl ik o alalee BB jloley (3l asile it Jos L8
marketable securities, commercial paper and short-term government 5 sl Jie alalaallas yor sla ol s 5l g 9uS o pie | 4 45 bogy o jgel 1 mnf ausS soliil 4l
bonds, and treasury bills. Lo o K230 (sl sy oraclisS ol
10895 9.7.2.3 Process and oversee electronic fund transfers (EFTs) (EFTS) 0929 Sig xSl slaJlassl p o ylls g (25ls Supervising all online transactions, T iS5 s o
10896 9.7.2.4 Develop cash flow forecasts @8 ol sle i ie (s Preparing forecasts for the cash generated or used by the dzry Oliee 42 A8 i i Olejl b 00bid e b eadolnl (saB slagl 2 (i 4
organization. {is anlss B paa b 0gd o sbml Glosle yo 2
10897 9.7.2.5 Manage cash flows {Uss zor> 5 99y walis 5 J5 1 im) 59 slagb > <u e Delaying the outflow of funds as long as possible, but encourage the — Weals, tgimf oSes IS5 (2 fger 4 0575 359 295 Lol (ISl 9> b 0529 9,5 (231l gy 550,
inflow of as fast as possible. A% e |y il o g aums plxil 501,
10898 9.7.2.6 Produce cash management accounting transactions and reports Lgi oaiidyan b ondody (S sly olaioin 488 Presenting reports on all cash-related activities. Collect and manage 5 Soglaez 1) SuaolisS (6 NS le s slaculad b azg b o o slacudlad 4l 51 sla 135 4l
{asS agi 1) plojlo 6o by it () -0l Short-term investing activities. Prepare reports of all transactions ey )15 (65 9l o)) sigim) S 4 |y eaiplas (gla iS5 dea )5S S Sy o
done. A0S 3,155 1y oS5 plas 5 S ke |y SkaolisS slas liS el o
10899 9.7.2.7 Manage and oversee banking relationships Sl Lalg, » o)l 5 o o Maintaining and directing the course of relationships with banking b )5on aae g 035 i 1) lacSil L oolojlor Laly iisimf Sl 6558 b Loy, e i 5 Lai>
partners. Ao Copone ) g
10900 9.7.2.8 Analyze, negotiate, resolve, and confirm bank fees Sib soye )5 ol g Jady o wo,STie ¢ Julow Studying and finalizing bank fees for services provided by banks. a5 lisomsl S350, 0,50 LacSil Loy saisasl)| Sloss (slp (Sob slas e, g5l oles § o)y
Negotiate and finalize nominal fees that bank charges for various 905N S oo S8l Sl wnl b slazl S )y A CesleS o aiile walidee Sloss sl SSL
services, such as requesting a deposit slip or counter check or 5 05 0,5 b L lagy T gds 0,b,0 «aiS (cany 1) (Sib Slods slodze )l cimf 0SSl |, Loy,
certifying papers. Ao akad 1y el BB sloasa coles jo
10760 9.7.3 Manage in-house bank accounts {obosla) (L3l (S slacls o poe WS oo Eellad (55 SOb G asilen oS 08 8 (S5l SOL Sl Lo bawgs sudall)l b Sleas g s
Managing financial services provided by an in-house bank structure in oS Ui 5 o)l S oo oo (a8l S Sy 2 o571 Glojluogygps SOb (o Slos s i
the corporation that is operating like a commercial bank. S 1 4 Jb Sleas a5 cul S5 Suwlen slo o8 18 30 jo g kslod soxe jglate)
1wl g)los Sl S ands 50 ,Shas g amd co 43| p3 10 pgac 4 g dcgors p )
10901 9.7.3.1 Manage in-house bank accounts for subsidiaries () Asgerme ) oS 1 gly A3l Sib slaclus co pae Gl Sloss wilonss ZLudl &5 15 3l STl o oS acgaze ) oS b laclus Li> g )l
Ao Sl 1 ol losle L3l 3L 45 |, lac L Maintaining §ubsidiaries' cgmpany .accognts opgned with_ bank in_side S e 55 o ) { Liol} ol 8 15 anh |y Uncegazma i sl (o5 Sl sl a5 |, alis

the corporation. Manage different financial services provided by in-
A JS 5 o)l S se 6065 16 s bank structure for parent companies’ subsidiaries or branches. <= Sl 825 S 5 i aibad b o808 J2 S o o5 leasgere s slocls )
AosS ol gyl gl 1y d3ls il

130 of 155 Copyright 2024 APQC



Hierarchy

Element Description

glesironic Buginess Prooess Management

10902 9.7.3.2 Manage and facilitate inter-company borrowing transactions 5 Waly i) (S phone S ply S iiSTS Jatesd g Cu oo _ S _ ) acgemme ) sbeS b slaply i ot . A5l Glacil 5l acgamme ) sloeS 1o sl Waply cus i g s
Arranging loans for subsidiaries from in-house banks.
Jous ol g ojlel 1) acgemms p; slocS 10l Jlo YL {oes cus 5 g s Sl sl sl
10903 9.7.3.3 Manage centralized outgoing payments on behalf of subsidiaries .« PR JRRE JUSS T IR > s ls ; Cu o
g going pay ooy SBES b Bib I 55 peke (295 GlacSlep Cun | o s} e ol a1 o ) { ot} ole 5 o5 lacils s & Si)
G o 5l (Fanlel ]y 55 ete 29,5 gesls, (2t Handling payments made for subsidiaries by parent company. . ‘ . T :
(s A0S S g Copie g oo pll jols &8 18 Loy o] sloa a5 1) nacgame 5 slacsls
D o pde dSgeo p )
10904 9.7.34 Manage central incoming payments on behalf of subsidiaries (o) Aegeze ) oS i B yb 5l 5 e slacsl s Co o
) Iy o S SRS SR S slah e . : e 5y Pl s n WS e Z8L 0 degaren oS b (lp pole S8 b &5 placdl o 4 (S,
Wb oo S8l dcgazma ) slacS s 5l Sasles 4 a5 1) 295 Handling payments received by parent company for subsidiaries. , e
(o5 s p A0S S5 5 S ke gdige Jyog ol 5 58 bags ladegerma ;) slra:
AS 55 g Ca pde 35 yele O g0
10905 9.7.3.5 Manage internal payments and netting transactions 5 b an gl alls sla 1aiS15 g J3ls slbcsls  cupoe 5 olojle sl 1y ecls 5 den xS & g0t o] el 5 g Jbo slo g5 plos & (Som,
Lo o 5 oS ke |, 31 slacSls i) 4 les} olllae Taklpg care of all business outﬂovys a_nd recor.dlng as whole. Mgngge s 5 pole &5 1 (g o 5183 0o 1) Loy T i ke ] degasmars; oS 1 b Lol
' ) " Ul making all payments for the organization and its units or subsidiaries. | - - A e i 1o clocs) Vs
A e 5 2l e b SUlae s gk in books of accounts of parent company. ) 4o 5 0 plxil § (S a4z LSS 1) bedcgame 5 9 &8 10 edighz B Glacsls  den 1 mf
AouS Jlss 5 oad ole o858 sl o
10906 9.7.3.6 Calculate interest and fees for in-house bank accounts S SSb sboles sl 330,18 Lo : : . loas ; ool (Sb slaclas Slllas § oaies| Loy s
G S slacls (sl 9505 5 00 4l 54005 ting all expenses paid to and receivables collected over the g loenn dod plaslr (Kb slacillad 3 0ad Jyoy clllie g oadinsly ladja can 4o
organization's banking activity. Calculate all charges and receivables, S e 993 (SIb sl sl | Ko S 455 0 5 Lo je)5 0 0 4 by Dlllas
towards interest, fees, and any other payments over its own bank S sl 4 bg o ol g bbais 1o dend : ) oS cud (5 lulas 5o o 1) o zaSTys
accounts. Record transactions in the books of accounts. oS e s o 1, oS5 g amS drlone |, 550,15 4 0 40 il lejlas
10907 9.7.3.7 Provide account statements for in-house bank accounts L5 Sl gl gl ol 5o ) o _ _ o 6yl g yeu0 el 53, el s ) L Al (5 SiL slaclad adS ol ol jgo {4l g
Facilitating account statements for all in-house banking activity. ’
Ao rmd BB g gy &gt A3 b slacles 4es gl p Ol g0
10761 9.7.4 Manage debt and investment SISl 5 oy upre - | Caprin s T el 35 5 i e 1, o] cslmmor b Loply losler e Sy & S
Taking care of t.he organization's flngnmal position. Manage its loans e Cang i aine) oS S i 5 e CaxBan 30,5 Joleie (gl |y Wadiy 35 55100 S
or debts from different sources and investments. Leverage the most o s 6 o 2as it e el oo e b | L
profitable options to balance the financial position in the market. st Slp b oglog ST Ce e 9 A8 Sapie |y I S oy g IR e )05
Ao ool Jbs ool
14079 9.7.4.1 Establish investment polic 138 a5 Lo pov ol (395 i instituti inci ization i i :
policy SIS Aol pos Sl (32905 De\ii(.alopllng atnd |nftltutlng principles that the organization ill use in 5,5 salg asliad Loy 1 Ui ale o alodl 5 lajlo 45 gl il 5 g
making investments.
10908 9.74.2 Manage financial intermediary relationships b slaabasly b Ll &y pow Maintaini  relat o . banks that hol S oo oS Bless g laply (s3lupal 2 50 a5 Sl (6 Il e SlacSSL L s, Ly, Lai>
al.rlmlalnllng smoc;t re gtlons with financial investment banks that help g 5 Lai a5 s et 5 aly il o 45 e os)iSabe o clacsib L 1, 555 Lulg i)
availing loans and services.
10909 9.74.3 Manage liquidity SAE Ca e Slajls 50,5 03,511 Gl S geunS jo (i slaJolas g 0 dxg O ygot SIS Sak Lhi> g o e
’ Managing and maintaining enough liquidity in form of cash and cash . ’
. : : ) , 5 slasLs wlyi 45 Wil ALsls akidnd 5 0k 80T ddaan o8 84St ) xdseds g 55l
equivalents in the business to meet urgent and timely requirements 58P SRS Hen FTmTe 7EERTER Sty o8
RRVS Oidigy adgeds |y il
10910 9.744 Manage issuer exposure lgo T L {ply oaias Laelf oansS jolo a5 o i i i idi i
g p 9 oo axlge 1 L {ply carms Liclf oaiiS ) S, <a poe Managing the exposure incurred by the issuer for providing credit to e 1 o Sely 0 el ) 1 {ply oins Liel} suisS ol a5 |, e
the borrower. < -
10911 9.7.45 Process and oversee debt and investment transactions AT g v sla iS5 &l g 35l o3l g eSSl 5l (8l )0 slaply il loasy ;57 )0 ool g IS ke p Jgo g 004285 (slaply (6,50
Tracking loans taker.1 and money invested in dllffe.re.nt options. 3 Lnply i cine) S L5 g Finled o glogm 5 3350 sladis 35 55 Unis JiFasle s (izmad 5
Arrange and supervise loans from banks and individuals and ] T R R I TR
investments in different available and profitable options. Olrseos weltin slag i ler pladls oly 2l sl s 05 Jlio Lo M el
fossl sl o)l
10912 9.7.4.6 Process and oversee foreign currency transactions ) slegisty » o)l s Gislsn Arranging and supervising foreign exchange rate changes to avoid ) 30 slag s st 55 SgasSTs 5 558 5l 6xSokr Gl 5yl €5 Sl g D)l 5 (gl Sinlon
loss on foreign-currency transactions. Agis 5o las 65l Olelae y3 45 0SS g Cu e (5 5k
10913 9.7.4.7 Produce debt and investment accounting transaction reports SIS le s g s o)l b 2ST5 sbe 3155 o g5 Creating transactions report of loans and investments. Prepare and los a5 ke 5 Laply (sla 2uiSTy Bl (6l g s Lol abe s 5 Laply slo2aSTs (5,135 ol
maintain records of loans and investment transactions. s el |,
14210 9.7.4.8 Process and oversee interest rate transactions ot 5 S ES1E ol g byl b agzlye Gliee Cupie sl |y oj £55 @l DDl plojls bawgs (8L ,0 b (230 05 5 oyl
Supervising the interest paid or received by the organization. Arrange B Slges 2,1 5185 353 51 omly Sl oy 655 b S )llsi 5 Sanlan o5 &y lilusgs
and supervise interest rate swap transactions to manage exposure to . ‘ ;
X e ) s Ol EMolrs 5 0usS J S 1y lesle (8l 10 5 5 sloo yas 1 st el Cewd s |y el | ol
fluctuations in interest rates. Or attain a marginally lower rate of m 9955 AL ol S s ‘50/ 7SI ) s T
interest than could be gained through a swap. 5SS o T el D590 0 B 0S5 g Sialos bag (gt Sy S e sln ) o €5
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11208 9.7.5 Monitor and execute risk and hedging transactions o) ol el s Sany idier 5 Soany SMolae ol stalolio JLisl aiile ST (oo Sgaone saitine slajlnl SWSTL ) (65105 b Sy o5 (SDalee ploxl
Ll s (il 1) Sy indiay 5 Sy St ypie & bogs o Lales Db lalrs S Co o | aglye GlacSn ) 5 ()5 5l o, slog s ST glaols |3 g
fous SIS 5 b GaasTy asS Blal 5 obs)l ) Sy Ginbigy scusSse 0uiS 12l g ool drugi 1) S,
Sas! e adiice sla sl 5l eolazwl b (5&”} Vel uul., I Hlael oS ags 1) S, gy & lwles
, , o , , Lo 35l il dniS Cy pae |y 5,0 5 0,40 79 GBS, s 2alS | 6 i le ps Sy, ST g abolas
Performing transactions that limit investment risk with the help of SHer FED 2RSS ’ “’m, A
derivatives, such as options and futures contracts. Manage interest IS i Lokl candg 5 00,5 i |, baise Sl Sl A)l5S 5 9000 050t 9 21 Sy Gty
rates, foreign exchange, and exposure risks. Develop and execute os
hedging transactions. Evaluate and refine hedging positions. Produce L oloms 0,00 5 o5y) Cemed 3 Moo 3555 oo 43,5 (6,530 3oz 31 0] Uil 45 ools,lFrainie sla 5} 5
hedge accounting transactions and reports. Monitor credit. {5 oolicial (Hedging) S, itgs sl Ygomo b Jyl ol locs 515
b S5 i Ceod boansT o 1) olls 5w ls 3> Ly m (OptioN) aleles Lz ol )| 3} s
fou )l Lt bl g
asine Ceond b ouss] T S0 Wgd oo gt Bb 50 “5‘;] sls,l,8 o «(Futures) LSST alo)l)é} ek
oS alelae
12974 9.7.5.1 Develop risk management/hedging strategy Sy irg) Sy S e 5] el (3905 Jols sl (50 JI5 ol oS, (S0 b dgzlgn Gl (53lo i 51y (6,108 ake o CoaBge G S
Taking an investment position to offset exposure to certain risks. This &l B aiiie Solas slooliual b lil 10 plojlus Suage b GugSine (TeaBge 5y 5
may include purchasing opposite of the organization's position in the S5k gy g wm iy |y Sgzge Sy 45 o plowl (slaleles Sy (20l (sl s s f 3L
marketplace, using derivatives transactions, or futures contracts. gy dlolis oSy (30,5 5 sl 50 Sobee dy S oolind T glaols,| )3 L aicie olals
1,5 S8 oS o sla il 51 00 oY 51 5 aums ploil Sas
11209 9.7.5.2 Manage interest rate risk oy F Sy S e o . . . ) ‘ ) _
= - Handling risks arising from changes in the interest rate. oyt E5 Dl 5l A6 GlaSi; 4 (S,
19575 9.7.5.2.1 Manage interest rate market data oxe E5 5k sleosls o e ) , , , ObloaSs g (40,8 gzt stnf Wigd se basye oy &5 sla il 4 aS Sleesls (g3lue ud g (555008
9 eLr S TR Collecting and storing data that pertains to interest rate markets. ’ ’
ot slog 3 dagi o Aol
19576 9.7.5.2.2 Determine interest rate exposure for all markets ol colos (sl 0,00 Fp S,y b dgzloe ol e s . o _ &5 Olos 3 36 Jlazml slaylas 33,8 Ty ssimf Lolil ann (sl 000 &5 09l sl olulis
P P S AR T Pty R RIS O 0 | entifying potential interest rate risks for all markets. i i
Al b ples ;0 000
19577 9.7.5.2.3 Determine interest rate hedge requirements in accordance Ca e ol b Bollas 040 755 Sy Gindgr Slogiojls Cyanss . . . ‘, _
with risk policy ’ ’ o "~ Deciding the requirements on interest rate investments that are made & ' sol)lE ik o alilas Go)b 5145 00 €53 b dad o sl WSl SLelill 0l 0 (5 S s
~ by trading in futures or options market, on the basis of the accepted Sty S ppore (812 A Cpornd s} 00348 50 Sy ol sl py i oo plonil abslas L5
risk policy. o5 plool ayly glabolas sl ols )3 L 5T 8ls)5 az oSy, sl 3ollas o, &5
19578 9.7.5.2.4 Execute interest rate trades oy £ 1 by cdlolas ol wily oy £55 4 el (35,1 a5 sl dle sl (398 b w3 i) o slog i gy » dbelas sl
Performing trading on interest rates. 5500 Syle 4 alie slaylil g o0 75 Slac g (ol aalyo b 5lysl o0 75 (ST slaolsl 3 Jie sl
Ayt ey 9 YU ot £ kS L 85 (sl Jlo slolil (p0 Salolrs :gimy
11210 9.7.5.3 Manage foreign exchange risk B S,y o e . _ ) i ‘ _
7 - Taking care of foreign-exchange risks. Ul gy Sy J5S 5 asdlyo im0 5 SlocSin, & (S,
19579 9.7.5.3.1 Manage foreign exchange market data =B )k sleesls ¢y aw Handling and processing information about changes in foreign &5 slaglog Sledbl copas im0 )l Slag s Sk 4 bgye Sl (3515 5 (S,
> : g p g g g
exchange rates. 4
19580 9.7.5.3.2 Determine foreign exchange exposure for all currencies 40,5 e i gmf o))l seled (] 5, aa>lge lime Gpuans . _ _ _ _ ol ol GSen GlacSius ) cpan s oyl sled sl )1 ) S slacSas ) sasseis
J 9e &xp o ST S T O RES O 0= Etablishing potential foreign exchange risks for all currencies. e T
Lz o glagl alod (g ) B S, (e Az sla)l olos
19581 9.7.5.3.3 Determine foreign exchange hedge requirements in Sty Sl b pillas (25 5l Sy Gedgr 53l 5o Deciding the requirements on investments in foreign exchange made sl slasls 3 L (ST slasls )13 )l s alsle b 3l (25 51 50 6 NS ale yus SLelll pas
accordance with risk policy by trading in futures or options market, on the basis of current risk 31,3 51 oolaiul b (53] 5l ale pw slajls 9,8 paseiin s sin} Sy (slad el bl calelas
policy. { Sty 5955 sl 3o calolas JLzs ols 3 L T
19582 0.7.5.34 Execute foreign exchange trades 7 55 b 12! Exacuting all aspects for foreign exchange trade within foreign Cuosd 53 gl o g (9,8 ey Jald 5 cnl )l L o (21 ) alelae slaacs (oles 12!
exchange market. This includes buying, selling, and exchanging DA peenl Cend o 1 Ll g oo sl 51 5k 5 1, (65, wdlabas i simf anl suidlel Cand 5l
currencies at the current or expressed price point. {0 gy 5
19583 9.7.5.3.5 Manage foreign exchange balance sheet risk e Sy, S s a1 5l el Sas,y < . . . alols jo bow &5 Olpess Jols bSag; (! Jlia) o) 5 35505 b (2,5 55l aslils 5 o)l
g g g ot Sy IS i) o ) il Sy s Overseeing the foreign exchange balance sheet with an eye towards P s &5 e Jo e ol oS, ;_’N PTIT EES R
A4l 3 s (=) sles)l s potential risk. Risks include changes in conversion rates between the 3o el olasbe 2k 5151 58 (6,58 5,1 b lagaasls o Gloj b T JeoS5 5 515 535 0 o
time the transaction occurred and when it is completed, or when oles o 50l E5 1L 0sS cyp cipe |y dimd ()5 )l 4 a8 Slaawn g ool i ool
transactions are made in a denomination other than that of the 1y o] Sy ilgs 5 ity 1y o b 51 slogles e ol b Sgm sl 5 0,5 pnis il s lo 5 alobas
organization's base currency.
9 y RRCL Ly
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11211 9.7.54 Manage exposure risk L oblog 5l a8 Sas) 50,5 J5S s s agalye S, o po
(gbme oy oo & o r’ = Taking care of exposure risks. Maintain financial investments in L b S alors (2 50 Jlo slogs a5 oy (65K sezlye glosins; 4 (S,
7o particular investments or a portfolios that could be risky for the b oo glacSiayy lyo s pomt il Sy ol (sl ol (San a5 { oo (5585 ) aloos
organization. A0S o e Nigd Sl ylas lesle (6l alys o a5 1) (ol (985 1) o lbdw g aril lacs JiSa Lo o
19584 9.7.5.41 Determine current customer exposures and limit exceptions 3995 Cpaand g 3l e 1S, bf lad ag>lye ol s Srin o o S sgin} ool slachio 4 bgrye slaliial § ol yite )l Sy o

Establishing ongoing risks that the customers face, and the .

{lre ol s} b exceptions to exceeded limits b auS 6,50 9 elolid ) ol acd; 5YL jbre slacasgame o jlacl o 5l i ST duzmin |,

Loy j0 olosls

19585 0.7.5.4.2 Resolve customer exposure limit violations oS 1y (68,30 tigimf ol i 1S, b agalge ciiw Slalss &3, o . B
’ ’ 2> 5l ol e o5 1) (plaesis p imf b e dgzlye i (aEi 4 Loy 3)lge Juady J> 5 (S,

dous & Mol aslos Lael 3 S, 5lxe 0> 51 L size Settling cases that involve violations of customer exposure limit.
- s 03,5 youe sliel 25 ) 3 Ol e g P SRELEN R UG AT VT gy A ICE ()

19586 9.7.5.4.3 Manage customer collateral L la ol JyS 5 (Soww, idm) b ytine sladidy cupe N . . B
‘ ] . g . Ol yiie slaaidy lign) eazicsls il slaply bl lp obyrie {BUs) Sl 3lsl & (Foww,

Q) 0e5 Slagas b oy Ziles sl ol yiie a5 sleeas Handling customer securities to recover loans that are not paid back.
A0S ool wiloais csls a5 slaply Jeos sl

{MQ‘SA
19587 9.7.54.4 Perform annual customer credit reviews 5 & lel Camdg Jlo oz gmf ol i liel Vle sl pll eboloiin b Jleel ) &l pis s &g 50 aVlo & g0t b i el b)) slp by gssb plol
] - . Conducting reviews to assess customer credit on a yearly basis. )
doss ) ob e el ol , , Mol sloiion b sudsy s g p3¥ 51 g auS b i bl Jlo o c ) asS @)
e o i 50050 05 e ce changes or make recommendations, if needed. el sl refS 03 057 Sl 95 map b St el o 2 v ’
20137 9.7.55 Execute hedging transactions ) Sy o gy I lalas z i} Sy indigy halea 5,2 clalas Lz slaols )13 soles Jals pladl ol (S ) ralS oo b Sty Lidgr ]yl (51,2

Implementing hedging strategy in attempt to alleviate risk. This will
include all options, depravities, and futures contracts agreed upon in
Develop risk management/hedging strategy [12974].

RV PR aalgs «VVAVE] Sy ) ignl Sy S ppe 0l g 5 38155 5,90 ST slasls 18 5 olinie

5 aitice sla,lpl da Lol aas g 0 ol |) Sl Gidigs o]l «Saasy 58,5 o5 sl iaim) w092

A0, 5 @ il 38lg [VYAVE] 551l (gas al> o 40 a5 1, (sl ST (slasls )l 3

19588 9.7.5.5.1 Measure physical positions b b ol)ls Candg g ol i dmf (5o b slacardye (5 503kl b olaie 55k 0 6,8 ake i oS, Gl 6l b (S 50 sadplxil slags J3S ke o S|
Evaluating investments made in some market to offset the risks of
investing in a contrary or opposing market.

{q.,.,S A g 6);0}‘\.\3‘ I si')"j slsos>ge &‘9@ S CR VU VLY S Slosls r:l:gdl S G e as @Lakg)l;\fc\.luﬂ Lsuu} e

oS ez b i | Gl 5l 5 (6,8 4k s S,

19589 9.7.5.5.2 Establish hedges Sy Slo gy olx! " . ) ) ) _
' Determining which hedge options to execute. g [l ol Sy Gidgy sloas 357 plas” aS! s
19590 9.7.5.5.3 Unwind hedges Iy Sy Gindgy slocmdse im ) Sy slo sy (i b 53 Giebay Cusdge s gim) aitie glalnl plKimagy oo Sk 4 s b { S tdan} CusBse o it
{wss o5 gl 5L awss assls . i L - GBS b dog 418 T Sy ) cliblone (gl oS (slaiaie olo)lE m tapate o) Sy 5 BB ) S
Closing out a position or cashing in derivatives early. . o ) . ) o o .

Ol 3l g s dasle ol o Sai a4 bas b (gais au 5 ol I 3 Yl auals (g8 ol 8)allee Cundse
{as8 gl

11213 9.7554 Evaluate and refine hedging positions S, Uidigy slaiasdse #Mlol 5 b5, Examining options in the market for hedging investments. Select an _ . -
R s 7 option gop ging DS OBl a3 SO e IS ke jor Sty (ibgr slp 1L 50 09z ge slean S )
11215 9.7.5.55 Monitor credit el ol Codlad saimo Lis wlgs o a5 Sl olulid g Como l lisebl sl (6 liel (sla 3155 (slo 9o (sl

Revising credit reports periodically for accurateness and changes that

. od 3 se55 ytalan Lo s B AnS il leyg gty |y ot (sboui 55 iones} sl S
could be suggestive of duplicitous activity. 7 ol SR ERIT SR D G T e

fosS ololis sl &l 8 codled il conl (Saw a1, s

11214 9.7.5.6 Produce hedge accounting transactions and reports Sy by (6 lula sla b3S g b 2S5 adgs Sy 0l (6l Sy gy (6 IS Lo o sl ST caled By g b (g 5luodiine § 4
Preparing and documenting accounts and records of all hedging ’

investment transactions to reduce risks due to change in markets.

|y Sy by 42 bogrye (5 N5 ke s (sl ST (gales By g Lol tim} Ll s 51 S50
Aol pals b ol 3l ol Sas, b oS g jlodtiue g oobel

16958 9.7.6 Manage financial fraud/dispute cases o DL (10,0 (slaonigyy Cu ke Handling cases that involve financial fraud. Resolve disputes. Smbed Jadg Jo 1) Gldlisl . e (sls padS 4 by o sldonigpy 4 (S,

10735 9.8 Manage internal controls S sla S e o S . . o
Administering internal controls. This process requires the organization B85 0,)by0 Jghne olisabl &5l)) sl ciylojlos a5 ol ] prkines aild cpl . A3l sla S (l,o]

to manage entity's board of trustees, management, and other
personnel in order to offer judicious assurance about the achievement
of effectiveness, proficiency of operations, and reliability of financial

Co e |y LSS S0 g cu pae daleae ((Jb 205,58 slaelon il § llos 6*"1)15 eI
4 9SS Copae sk | GLS ple g Co poe deleds g oS 2l ) (A3 gla oS s'-”} ey

reporting. o9 wal3 Jlo o0 535 g slaiel b 5 Slkos a5 (o253l 0)lys Jyhne olinobs]
10762 9.8.1 Establish internal controls, policies, and procedures S sladg, g o siwelas da S sl Forming rules and regulations to ensure the achievement of o 23555 o slezel bl g Sldae LI ¢ i il 3w 5l liadol (gl Ol yie g cpuild Cagas
effectiveness, proficiency of operations, and reliability of financial Sla i)l g slezel BB g cavys 5 lloe S5 5 oo 3l b oS wog |y (S, ke o cpuilsd : im )
reporting. 93 reas Jlo

10914 9.8.1.1 Establish board of directors and audit committee (ool 45aS g 000 iin el Establishing board of directors and auditing committee in order to

. . 31 sla S lacodyias 5 o s (aesd jglaieds (oo pla A0S 5 0 pkelited unnsls
assign roles and responsibilities for internal controls. = s A P o 7o
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10915 9.8.1.2 Define and communicate code of ethics s> BT aslicy ] E g ciy ja . o _ ) 5 oS Lasein |y slad e DB bl ) aVsiae )b, sl slad,> IS aslionn ] EMUl g pus
Outlining and communicating a code of ethics act responsibly. i
AoiS b, a¥gtns dad b oS Slo,edbl 1) )]
10916 9.8.1.3 Assign roles and responsibility for internal controls S sla S Gl gt g b ids s Defin I it 5 abilitios for effect 230155 g slexel B g Sldae SIS 5 (ciSu 5l gl oy o s55wl g e gie da i Chy a5
efining roles, responsibilities, and accountabilities for effectiveness , . i » 0 e .
- : L . . ) Ll LIS 5 i 3l Slles B 08 paseie |y ol 31 o655l (iee 9 gt Ao 25 i gim) o
and proficiency of operations and reliability of financial reporting. S )0 ':‘M ’ S S
sl slexel LB Jlo slo )55 5 04
11250 9.8.1.4 Define business process objectives and risks S s sloansl 3 locSn, 5 Blaal Gy x5 - _— , : : L ol & ails lacSuy ) S asein |, anld Blaal w3 G L s e slacSn ;) 5 Slaal 5
P ) TS SIS SRSy 5 SRS Outlining the objectives and risks associated with a process. 0T T S ) B 'ﬁ‘“s 22 Mg
Delineate process goals. Determine the risks attached to it. Jgoz S ololis 1) {ogilh oMo} Jloio! Jilas «duiS cpann | 0ol 3 ol Sguaiin .0uiS s
Determine what the process is meant to accomplish, potential issues, TS SRVEL GV N JNOF-S PNE GURI PUEN RO NPEON IPRVET SPUUNIC I S DU PP SRR I3
a timeline of potential risks, the scope and potential impact of risks, bl 1, ozl Blass 5 oyl b alowl Bap clod cyemss |y o] glocKiny 0siS oo, |y iyl loal
etc. .{,\JN)‘LMU‘:;".';;AI) Sy Sl g arals cyle) 9 0uS
11251 9.8.1.5 Define entity/unit risk tolerances ool axly (sl Sas; Sz obans i 25 L Gond bl Sy Sl lojle S Guizman 5 Glojles sloazly 51 S0 Sy oo zglans oo 5
Outlln!ngt.the risk tolre]erncS I(tavelg of iadlwdua}]{.umts, gs weII.a: :hetz ) adS (oS O ygody o Sldail 5 e o Sldes (60 mal, Gl Aozl da e S alwd ) 0 glp
organization as a whole. Determine the specific maximum risk to take ‘ o i ..
) . . . . Iy g 95 i ol I, Ko,y o> a> B olosle o VLY W }.\....S
in quantitative terms for each relevant risk subcategory, including 2 S Bt st b Sy B oo ol p S o e
strategic, operational, financial, and compliance risks. =5 5 g Dypon | lre Sy (Vb a> (Fllail 5 o o glidos 5 g0 nl) Senn) Jro S
21574 9.8.2 Operate controls and monitor compliance with internal controls slaasg, g laeabow {eole ) b gl » o )la 5 oS ol
policies and procedures 515 a5 Performing planning, management, operations, and monitoring of Sonde sl A2 25 S asle sladg, g laceslow ol 5 Slelas oo e 500l ol
internal control mechanism policies and procedures in order to Sl s o)l g (siuymelin isd Cupe st A3 sla S 4yl Gl s (B sla S
manage internal controls. SRR S S8 @ by pe sladg) g lacesbow Cole) (e g ams plxil ) lag|
10918 9.8.2.1 Monitor control effectiveness Lo S oo 5l b Overseeing the activities for internal controls. Observe the a1 ole) 5yl 5 aSaSs dadyg, dacalos isu il 3o sla 08 & bg e slacled o)l
effectiveness of policies, procedures, techniques, and mechanisms 5 oS Sl L3l S8 b e e bl s pnt oS salie wiload 2l Sy 9,8 JBla 6l
aCtionS taken to minimize riSk' {"\")"5"’ )‘)"""> ‘S'*“'.’.) U"'”MS 6‘)'.‘ u))g“f 6L‘°)l55)l"‘” 9 Lm_i...Sj 9 L"’J’B) 9 L‘Z’WL‘*’ S
10919 9.8.2.2 Remediate control deficiencies Lo J ;1S adlys 23, s ’ s el .l ot e Sl e S
Taking corrective measures for policies, procedures, techniques, and 2l Sty 03 S P sl oS e Sgil 5 oSS gy dacnlen sl (23l 2abidl S
mechanisms actions taken to minimize risk. (Conduct in accordance Dol 5 lulis 1) JyuS 5adlsi b oS Joe <DV VAL a8 s 31 Gl L illas) ilons
with Monitor control effectiveness [10918] in order to determine and GialS (gl a5 aums plomil ola Sg5le g LaSLaSS 5 b, 3 bcaslow ol (lp Sleladl: swm) (oS
rectify the control deficiencies.) {0 Byl 5 00,5 o |, 0520 cslacins da 1S i d1 il olol g et IS &) Soum,
10764 9.8.3 Report on internal controls compliance S oS coley o)bys an )5S Reoort - | control i - e authorit Slaosls g Sledbl (5,9l &l jaa Julis Dlo6d g po 0 A3ls sla S cole, 05by0 (a0 3155
eporting on internal controls compliance to the appropriate authority, L o , i )
_ : _ _ @ b pe oMbl 5 IT @l jie 4y (gainl b olyon 1) (A5 sla S a4 gainl oliwe s sin) o
including IT regulations and pertinent data. P ’ e sl belyon ) 21 S @ st DT e
A0S )15 s oleg L plie
10923 9.8.3.1 Report to external auditors S R W IR VP S N[ 5 i ‘ o R ) o
Reporting to external auditors. This process requires the organization ~ =hrs &® o7l Slenlber & ol (23315 wiaild anld al ()l Gloplor & (223159
to report to external auditors about the regulations for any critical data S el gy Ol gl 4 b i} S o0 60 el a5 Sl Sl o0l &5 1 4y bogs e
that the organization is holding. oS e cale, |y ] s ol 5 ol w51 lojls ol 5 b sbrosls 1 1,500 4
10924 9.8.3.2 Report to regulators, share-/debt-holders, securities exchanges,  slo ;s « a5 5l B0/l sl LU lasls 4 oo 3,155
etc . . ) » {olaiisd plafopé 5 5l 3l slosmys (om0 3hsl GBI ol halenn Lb (slasles & (203,135
: {obiiss pluf x5 ol 3,3l Reporting to regulators, shareholders, debt holders, securities e . . ) C
) ) &l jie g olalill o,b,0 a3 Sledlbl Wb Glojlo z g} Las o slaosls § ledbl 5 )lid &l e o)l 0
exchanges, etc. about IT regulations and pertinent data.
Aass @l Jlo slaylilb g Sl yus « S95B xle a0 ) Lo o g wge slosls imen o IT
10925 9.8.3.3 Report to third parties b plal 4 o b)l55 69lid Sl o)l S b 6, Ken Bk 6 )ls 61518 5 b i (oS el a4 mo il
Reportlng tg suppliers, customers, and partpers that are .domg 6 g cslmosls 5 S 6,58 o b Las o oSl 4 i) s o cslaosls 5 S
business with the company about IT regulations and pertinent data. . ]
fsls )8 &8 15 L aS g )bw U5 18 g b i o FouS uels
10926 9.8.3.4 Report to internal management GBI cu e 4 as 555 Reporting to internal management (all employees, directors, and 6318 Sl ye 050 (o ppacten lael g lpae (LS (aled Joli) (Ao e 4y (oo 3138
management) about IT regulations and pertinent data. Lo e slaosls g ledll
10736 9.9 Manage taxes bl Estlmatllng the grgamzanc.)p s perlo.dlc tax I|ab|I|t|<e_§. Ensure that 5 sl Lol alogy o Sl e 45 0iS Juolo slisabsl lojl (gl g0 Lo (slosmay 0,50
appropriate taxing authorities receive tax return filings and payments , ) ‘
when due. IRCELIRLIY- PR {.x.:.,..;),w ok )o}))_u aege o 1y Sk slacsls
10765 9.9.1 Develop tax strategy and plan S aslip g o5l (g5 Set.tlng targe.ts", for periodic tax |IabI.|It'I?S. Assgss the tax llmpact of ol Ubgd b au,s asle cilizee slacodles Sl il . slojgs SWle (sl ooy (sl Bl pamss
various activities such as the acquisition or disposal of fixed assets or S ] LSS sl .
a deliberate change in number of employee. ST D OB OT S P (SeE gt R
134 of 155 Copyright 2024 APQC

Prooess Management



Hierarchy

Element Description

glesironic Buginess Prooess Management

10927 9.9.1.1 Develop foreign, national, state, and local tax strategy oo 5 AUl o ooy S o5l s _ _ _ b s ye Sl slas el dore 5 bl o (o2, { Sl oSt zhaw lp Sl 500l g0
Dev_elc_)plng. a tax strategy for fore_lgn, natlon_al, state, I.oc_al s 5 b 5 bl el ok o SLle slaseal, 5 5 Slyslo 5 sy o a5 ol
administration. Set up tax strategies for foreign trade in imports and L oo s ol s < o b el i Ko 5 i} S
exports and at national, state, and local level. Tobm ool 2 5 5 )l 2 Sble il 5 i Gl gely alin S ien g
198 )13 5 (2l (e 5 bl oo o Mlallen) GlpeS>
10928 9.9.1.2 Consolidate and optimize total tax plan &S S ab Lg)L..;d._..gf 5 (& jlwax LS Combining and enhancing a rational analysis of a financial condition Slasl 40,8 g jglatods Slllo olFuys 5l Jlo anlip b condg 5 silaie Judow G gy 9 oS 0
or plan from a tax perspective in order to align financial goals through b oS 4z Lo 5 cusis Sl Jlane 51, (Jlo Jolow s imf € SULe S50 55 aab e 32,k 51 Jbe
efficient tax planning. {355 Simlan wsl)l5 S (30,000, b ool Jle Gilusal
10929 9.91.3 Maintain tax master data Sl (Lol slaosls (s lagSs 0055 gt jokiindy LIl slFays 5l Jbo asliyp b sy ilate Judow o)l Lol bl G (5 lagSs
Malnfcglnlng a master file about the rqtloqal analysis qf a f!nanc!al o Jelins 5 el &5 528 oo Cans 3 oig s i) Sle 5o 630 ytaliy ke 51 e lal
condition or plan from a tax perspective in order to align financial S5 I bonl e llle el e O aal < ¢ e e sl alsls UL
goals through efficient tax planning. rh e Shals 2l sl 5550 Shestine s e e e i B bl b S
1 aily axsls
10766 9.9.2 Process taxes boldle (551, Procgssmg the taxgs of ’fhe organization in line with f[he regional _ sl Sl w8 8 e e wibate Slle {ulgd) sl Gell 5 lejle lacblle bjlo
taxation structure, including corporate, property, excise, and service . ) ) .
taxes Sloas Sldle 5 { puitine pué S} o5 sl oLk
10930 9.9.2.1 Perform tax planning/strategy UL 3512l s 3,44k sl Creating and implementing strategies for taxes to be paid or collected >k il les Jsog b a8 3oy b g o5 placllle sl plaslil 2] 5 olx
by the business. 1o o (8l ys g (Bl slaclll co poe sl p oloas sl
10931 9.9.2.2 Prepare tax returns 5L sl bl ags ; o
P Slle sladaljlobil angs Preparing al’.ld submitting tax reports fo'r every employee to the tgx 5 5l e ol g e ool & aie)S o sy Sl slaisS Lol g 4
department in order to show the tax paid and deducted from their L ol siin | o
salaries in the year. Jbo sk o lagl Ggi jlead s
10932 9.9.2.3 Prepare foreign taxes B sl {4 bs e el ot o) s5lueolel Preparing reports about paid or accrued foreign taxes to an overseas OIF ) )9S S w ad Sl b (3l () sl o )by olab)liS e
country. {oss @l g ags |, )5 sbealll
10933 9.9.24 Calculate deferred taxes 3 lollls alsxe [ i [ : :
Bere slaallle 4w palculatlng the income that has been realized when the tax on that el 05 i 550 o S 45 o 5 ol s e 45 el dnbone
income has not. c °
10934 9.9.25 Account for taxes Lol Sg)ldgw Managing the organizationls financial accounts for the purpose of QT 2488 5,985 4 bl gl sl SWL el Baa b bosle Jb sloclus <o pas
taxation. Prepare and maintain the tax paid by the organization to the 1, &3, ©ldle Bilsw 5 Copon 1) G olus a0 )l 5 as 1) 35 (o)l collad
country they have business in. {0 6l
10935 9.9.2.6 Monitor tax compliance 5 S S jie 5 oiled ol (2l s SUL gLl » o Checking and correcting the tax policies according to the rules and Saeslom ssim) Glojls Lauss odicrass Oy yke 5 ailsh L Gilhe Slle lacanlins 23l 5 (g
{ -L.;L. regulations set by the organization. {oss ol g J8 plosle (J3ls @l ie sub | SLL
10936 9.9.2.7 Address tax inquiries Sl oy & (Sas; Addressing any tax queries by any regulatory or government 2Ol b lad e (So )b @lge . g0 axlio b ) slaslys o 5l Gl s 4555, 4 Soww,
authorities. Review historical records related to taxation within the b g slasls SLle sl lgms sim) a2d rsly oy (2l 2 03155 B 0 oy ) el
organization in order to respond to queries. {oms gl Loyl 4y losles SLLe Gilsms & anmlyo b g 08 oy |y s
10737 9.10 Manage international funds/consolidation { o} il Mol 0925 o pyoie Managing cash collections and disbursements made by operating 9 Oygo 58 Hlejle gl j0 Sldee slaasly lawgs saiplxl (ads lacsls p g el o Co poe
units across the enterprise. When appropriate, transfer cash from the olesbe el o Lawgs a5 jole <558 o (S lacles 4 Slles slaaxly 5l 0i 052y
operating units to parent-level bank accounts managed by the 50 9 0S Ca i |y cilises slaasly gai slacls p g el 1 i s S i Wigd co Cu i
organization's treasury team. [0S Jiiie WS e o 0l (g foails 45 jolo &5 18 5ok slacl 4 1, Jsy 3l &g
10767 9.10.1 Monitor international rates el slog 5 b Forecasting and monitoring changes in foreign currency value or 2 onde G5 a5 o w0 0y slaF 5 b 5 slal ol Sl ol g i
interest rates around the world that play an important role in the b oS Jlio 5 st [ Gl st €509 3l €558 o] Sl gt} i)ls plasls slacolles
organization. {325 5 Jbo slopaeas Wiy lojlo
10768 9.10.2 Manage transactions Lo iS5 o . . .
g 7 =22% Managing any transfer of funds in the course of conducting cross- slasyl loe hows alex 5l es5,00,3 o )l a8k yur b S slae b > 40 0929 JEI 4565, g ke
bgrder trades or .|nvestments, |_nclud|ng CONVErsion across CUTENCIES. i, lausjm a5 (shisfay caniS bl | oy, plonl sl (5035l 4035 e felio | ciliio)
Find the most suitable alternative for making payments, while saving e Gl 20} sl o oo B s s i el i sl sals
taxes and avoiding any unwarranted regulation, with the objective of leles 2 gy Jil gl 5 AR R g R E09rSnt gt S5 A 8
protecting capital. 1095 Lais aylo w5 095 ;08 Sllle b oS Sl 1, S Bgy e 9 9SS o i |y Ml
10769 9.10.3 Monitor currency exposure/hedge currency S5 Sy indign 165y Sas,y b agzrlge ool Assessing exposure to potential financial losses as a result of B slayl syl Slleg Sl leg)) 3l Ol s ) 2506 Jea] Jle slanly b agalye oyliwe 2Uj)
changes in the value of currencies. Forecast the impact of Ol b aelye Gliee 9,5 39ame b ()l (sl a5 sl 0)ly sl Jle Delas 4y 0S|,
movemgnts in fo.reign currency valluels. Enter'into financial Lol el plojle @l Jlast gbs az b)) Glugs oS oy p i) lads )b Sl
transactions designed to offset or limit potential exposure to loss. Jowms 2lS 1) o5 Sy coilin Jlo dlabae ploxil b 5 0t (om s
10770 9.104 Report results @l 2055 Documenting and reporting accounting entries to formally report lacalled §f (20 (o slagl b o o) PSS ln ilubes slocad (23215 5 il
financial gains or losses experienced as a result of foreign exchange 3 ol (s b oy b 0iS (3155 5 akts 1y (55 Sholrs 4y bgayo (g5l o s sim 53]
activity. Aogd Lasive gomsy jebas L]
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17059 9.11 Perform global trade services Sk ol Sleas bl ooliie sla il 4 byl Jlasl g Sleas § SV gamme 45 bgsyo SDlolas sl belo 5 Jgeog 9 pll
Making and collecting payments for transactions in products/services,

, ‘ Wl Sleas L YIS o awms alxil ) Glaas g SV game g8 4 gy e slacdl o 5 oisls 1 nf
and transporting them to interested markets. ’ ? = ’ S 7 i

{..\....5 Jiie Bas sla b

14090 9.111 Screen sanctioned party list S oddies o5 {slaols b Lolslf slacd b caw b 5,5 JbyE Evaluating the approved list of parties for engaging in international 6l EMalas ol e Hekaiets et S )los jo cudlad (gl eadonl slacds b s pgd b))
Sl b b aboles slacd,bo L oS b olxil b ki 5 o) 2 trade in order to ensure the safety of the organization's business oboliel 5 Slae olren 1) wls Gl @)l jo Colled (6l S9B slajgme a5 SBanles plejle
Jgoion sl b 31,31 b alelas poce 5l Glabs] (sl (comsy (oou 25 transactions. Examine agents ’Fhat have 'been granted legal rights to B oS 0nl g oyp |y Glialeisme 5 S jlae g (el &)l 4 e slacd b i im} OS owyp
Loy engage in global trade and their credentials. {05 oytake lojls dlalne caodl 5 Corie
14091 9.11.2 Control exports and imports ols )y 5 olsls 25 Overseeing and directing the flow of trade to/from the organization in = 5 253 oo isin) - Jlo @l e jslaiets cilojlo 315 lojls Spmts l8 by Culsa g &)l
order to ensure financial gains. {098 crmads Jbo (5591090 b 08 J35 5 Copite |y ploslo )l 29,5
14092 9.11.3 Classify products Y game (Godiws (el o] o 1 L s L g L
Systematically categorizing products/services for their suitability to S Boto o < S ’ e
international trade. Create classes and categories for demarcating el Slaz D)l sl wlio Sgazs gyl (0,5 pasie sl 1) aloatos 5 LIS lallie )l
the types of products suitable for international trade. Study requisite b sl ol b lojles Y game {acgazmol drw 3lail lie 5 Mallipm 5 o p3¥ slos il oS
national and international standards and the adherence of the Elsil sl S saaios wiapllis & ygos |y Sloas 5 SV game 1ot} nled gy g aslllas |

organization's portfolio of offerings to these. (s e 5 13 olms Jaial b ] oy T illae 5 iS5 blE (sla¥IS

19593 9.114 Perform currency conversion 551 o ¢l | dentifying current exchange rates between two currencies and @ o bos asle (oo Jg oy 4 (55 5 bas 5 Jg 0y 90 o (b )l Jols slag i oleliis
converting the foreign currency to that of the local monetary unit. |.E., a1 )5 Al g 0yl candts calie Jogn axlg 90 o 1) 55 Jols 5, &5 st el Y
yen to US dollar. {0 i s )

14093 9.11.5 Calculate dut $ o)lse g gk (9)

y el eal ety Computing the excise duty to be paid during international trade. S5 3y Sllallon Sl Jgb o il o5 1S 05 B)lse) ppitns e Slatllle alos

14094 9.11.6 Communicate with customs S5 b Seolen g LL3 )|

L. . . | 131 g bas o Sledbol . 1 ilg8 aadq - gy Cole )y i glp S8 ou b Kia bLls |
Communicating with the customs department to ensure fluid ) el s e AT lof iS5 G0 5 0l Sl e sl ST A Lo 5 LU,

compliance. Share pertinent information mandated by law with the ol Sloa VIS (Molliy Jobs & bgiye (2)lse Jgo9 5 505 Jsieme a5 sligdso sl b 56 &b
government agency that controls and collects the duties levied for the = sledlbl 5 ses plonil JSiie 900 caile Cale, b awsl bls )l 1o S o8 olol bz gimf ooy i STyxsl &
international exchange of products/services. Lonma 5 Ml Ol S g uolse 351 5 b s olos Jlisl s sl e Lo 51 gl 451,
14095 9.11.7 Document trade &, sjleaiis Documenting and recording the trade processes while making 5 ol e o iy 0lasd S 5 0 b Sdleles alowl sl (6l slaassl b cad g (5 jlodiins
transactions, noting the description, quality, number, transportation s g Sod |y Tl g Joo 0l 5 YIS @ bgs e Sl i aen Edlolas plonil plfin s imf (o3
medium, indemnity, and inspection. oS
14096 9.11.8 Process trade preferences Sl Slws 5 Bilo Ao b 5ol F5 b 1) OV game a8 o ojla] lojle 4 a5 e 5 bl o Sl O)ls (gjlwesle]
Preparing global trade under preference, which allows the ‘ s sblse ) oslial sl p3Y o5 e g Lyt s i} A5 olo by o)y b st iy oS paF dgi

organization to import/export products at a lower or nil rate of customs B
duty and/or levy charge. Pl S (g (S b eSS S 2)lse b1 Y Wil <5 0 B oS 2l g eolel 1 (e 5
AasS jolo b ol
14097 9.11.9 Handle restitution Syl ol Sleladl pll gy o Coley 0gi o] Jyosn (lojle Canl (\Son a5 & lud ol lacIlas adS o )ls g Co e
Administering and overseeing all restitution activities the organization |, o Llxl coul 05,5 plll il a5 1) 5 )l ez @3558 S oo |y Laiyo gl slosz )l

may be subjected to. Manage compliance with apposite legal : ‘ S

frarﬁeworksj. Make any restﬁution tr?at may be regEired by SI;aw; comply Loty ol 408 st S s Dlosd el sl eaifloel ol (Il wor 2 52 0,50 55
with authorities over any fines or non-financial measures imposed. Laoryz ceabonil 95 0 ozl peod 5 el Gebo 5 5 21 g el (G908 D)l ez
{oces plol 1) oY Jlojut pladl
14098 9.11.10 Prepare letter of credit sobiwl aal Lael ags o 1) 955 azg hgrt (asine Laulyd (aB03 5] 5 il ey 0didig B AIS o (el 45 (g Sl

Creating a document assuring that a seller will receive payment when
certain delivery conditions are met. (If the buyer is unable to make
payment on the purchase, a bank covers the outstanding amount.)

el s g (a5 oo s 1 oailendl de UL w3lo o 1y w5 dhs Wilgs a3 ST1) 0,5 ales
Sgogd caloy L’«J}JL«A} dld Gl Lgod 5l e 9ad yhedae ouiiig 8 B oS eudais ol
1S gud g el gl By 511 e ples b tS” el Candlgns Sl 5
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b olyls o pow 9 «weslw « Lo Relating to the design, construction, acquisition, and management of

19207 10.0 Acquire, Construct, and Manage Assets e R Ny Wgayet g alge slo (s 09,5 50 8 Cupae g o Shad il ((Hhb L g sle culle
10937 1041 Plan and acquire assets b ohls ool 5 s, 4l oletis slasl)ls 5 65 slalad (laeal Sy o 5 el (s34l
Planning, acquiring, and managing facilities, workspaces, and 23S Lo e g (gbwoslel ¢l ity Slae g Dy Jolis ) )15 slalad 5 lauls
supporting assets. Acquire, configure, and manage facilities and ool 1) olaiiy Slse 5 Slipa oS ymelin )8 slalad 5 Slaesli g pae 5 el sl s
workspaces, to include supporting equipment and materials. S e laisTa |y L ye slaalyls 5 Sl S o Sy Slles lajls llas |, lalas 5 0o S
{09 e Oldee Slaiin culild g el (]IS a5 ass
10941 10.1.1 Develop property strategy and long term vision Sk slo Sl)ls Gl 5l i g o3l ytl g0 Sk gle ohls o e Gaeadly slaileder (pga
Strategizing a long-term vision for managing properties. Prepare S A 006,088 b eas Sles Sl Ca puae sl ) p3Y Sowails jlwleis g o al,
strategies and a long-term vision for managing purchased/retained S5 aseiie il (M 6,05z B oS Gy o |y Ol Sy ppoe el Sl ot
properties. b1 byl cpsl bl yod i (pps Ty oabaio b ousShod SSUel g oo by ad yo (sl e,
Tawnles e lojlo san] lall g Sllee slajLs
10955 10.1.1.1 Confirm alignment of property requirements with business 55 S o5l b (S aalls Slelyll 3Ll agls Ds S OIS 31l 5 (She slo s DLl G (pigmeen Sl
strategy Glosle Sy S gl o5l b She sl ol s Sleli)l g5l e 1y cyloslo anlyd ol
Creating alignment between the requirement of properties and the = Olasl )y o slo AL (She slo RS Sl ilugenen 4 o5l plosl 2210 0
overall business strategy. This process requires the organization to S
align the requirement of properties in accordance with its business o puonai ploxad] b audd ardai I g OIS 0 peal) g las pSega b (She sla ol bl b
strategies of the organization. SaS ool slimedsl S walais 5 o) el cslasyealy Gulol 5 1y S b Lass e (ol o Lai
109 o plol S geunS Claal sliwly 10 Sl o pae § pavass a5
10956 10.1.1.2 Appraise the external environment Sam be b, Evaluating the impact of the external environment. Evaluate the St Lo 53l )
circumstances, objects, events, and aspects surrounding an o . .
’ ’ ’ W5 o 3 T elooliesl g Slaladl L aS 1) lesle yael o ¢ laolays, o helse olayl
organization that affects its actions and selections and that ST O SR R ‘J”L‘ d
recognizes its opportunities and risks. 255 ol |y Lol (26 slaSinn; 5 lacuo b g 005
10957 10.1.1.3 Determine build, buy, or lease decision ol b a5 el 4 paonal Sl el b 2 5 0 by0 (615 e
Deciding whether to buy or build properties. Study the market forces Ml el @l bl apeadi B siS oy |y Elo atyie 5 SOl Zead L lai o 3l slog e
about property prices and cost of construction in order to take Nigd ds!
decisions based on the market research. aeglin gl 1y 3 oyt 5 ol oSl S il T, el cloaisse g S il Cundy in)
{08 el b oo @l (ool 2 |y cebin ol 0y o5 50 el b oy 5 sloasy 5
O oL oPon me ool 2 ) pe-al oS S 5
10943 101 2 Plan faCI|Ity ULM‘L) 6)J) ML’)} JRSLY 00)91).3 |) Lb)Lq U"‘ aS 6‘0)9)) J‘)?"ﬁf‘ u.is\)u 6‘,: ULAML ulf)lf 6Lb)l:..> GLLVJL».M:
Recognllz;Egtthe n?e?hs of famh(’;y users in order to construct a project ms 5 05 Sl s csline | Logs ol S it | sl ol lS S 5 Lo}
proposal that meets those needs. ‘ '
{ow sas ololis slajls ool 059 p olpiiun 45 0sS Jol> Lol
10958 10.1.2.1 Design facility Slaguls o1,k b a3 el gile ol Hskieds Slacwl S gy Glitee slag b oo 5 as
Preparing and analyzing different designs for a facility in order to :
L . . . : ) 57 Sl b el Hhai Sl (Sl slaan 5 asS a1 Slanl gl e slo e
finalize which design will be the most suitable option. IR S A b sleanss e df ST
oS s 12 lp 1) (b a5 o Smlio 08 Julos
10959 10.1.2.2 Analyze budget arog Julos Slagnls Slas! gl ooy sloazsg s pduolKal b))
;\:;Ei::;:zng the feasibility of budgets prepared for the construction of | s b o sl gy coslts iS o, | s i 6]y oiings slaimsgs _oios)
Loles (ot 1) oadipmass 4209 Csz )l 53 039, 2! Sl aS b))
10960 10.1.2.3 Select property Sk sl cwlie (Sko ol Sl g b))
Assessing an.d choosing th(? approprlat.e property. Analyz.e the o S ol |, 43T o elin i |, 39790 slodis 3 S ekt |, Lo el
property requirements. Review the available property options. Finalize ) _ . f .
the most suitable option. e e 13 Gyl 390 1) S92 ge (slaan 3T anles quyp o | Sho & by o slajls ()
{aas Sbal plajle Sludiie 5 bajls b gillas ol 1) a8
10961 10.1.2.4 Negotiate terms for facility Sloagals G 610 0,0) Lal 5 oo 1 0,STe Ax09 4y cwryiawd 3 59 oS Slal 3l 4y a5 b Slaccsls GGl (55000 0,00) Lalgd g sl o)l y0 0,510
Discussing the terms and conditions of facilities to be occupied Sl g bl oS paseiie |y 50 00 (slalad b Slueasls 3l oolial (1 lojlo slajls (sim}
according to the business requirements and availability of budgets. oS oS Jolo bl 0iS 6,51 5 oy M09 Slacadgame 4 az g5 b 1) Slauls ol 51 ool
Laties bulyen lojle Jb plie 5 Sllee slajls b sads Jol> claslys
10962 10.1.2.5 Manage construction or modification to building Sleizle bl b cols co pas Lo olasle Slasl
S S e sl g el ulal ) b plesle 5lugs
Constructing the buildings. Manage renovations according to . :
requirementgs and dema% ds g g it b S3logs slasls anS 121y g3 aalin | lapleislo Slasl 4 by o slacollad n f
SlsSa 1) gilug saojyp szl oS slolis Sbojle 5 Shlee Sl Lol 5 1) oy leis L
{Laal Laljo ooy slas faitinl 5 lajls b a5 aas e o
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10944 10.1.3 Provide workspace and facilities ol o 15 (gl oyuals ol e @l 5 )5 slad ages <o e
ool 5 G g ool (LSS il o Jato e aile) 5Li0 90 sla ol)ls (ooles b ol o 1 (ol (glias
Managing the provision of the workspace and its assets. Arrange an 255 wal,p Sl
office space with all assets (tables, chairs, computers, admin staff, p3Y slaolls g (o ylol (slad s Slulis 1) lain Slipas g 65 lasd 4 by ye slajls )
etc.) according to requirements. 5, e a5 08 Jols liebl oS aailejles 5 wals 6,5 Ll ool s 1) laclled sl (ol
LS oo Gl F5e j5bar QLSS Sillos (slacidlad 5l s po gilie
10963 10.1.3.1 Acquire workspace and facilities Sl 5,15 glas o 51 oy, Sl ol y (e g (gylol (LS o byl oo Joso daje) o ol plas b (5,15 slad el
Attaining the office space with all assets (tables, chairs, computers, Y laalls 5 gl glas oS Slulis 1) Glaiiy Sl 5 6yl glas 4 by pe slojls cnf
admin staff, etc.) according to requirements. ondipal 3 SUSLl 5 mlio a5 0isS ol lebl oS el (6,15 SLel I b gillas 1) lacudlad pll (sl
fats (LS5 Sllee slajls ol
10964 10.1.3.2 Change fit/form/function of workspace and facilities Sloguls 5 65 5Las 8,557 ol ks jupss ol sla 2hls 5 )5 glad oS5 i 5 el
v , , e 5 60 LS e wilil e Joio daje) T sl o) ol glad o 1, a3y ol s
Modifying the formation of the workspace and its assets. Make 2 (g Sl SESE e ], do aio doje) Ol slo 2lls wen 5 ol sl28 o ) oY e
necessary changes in an office space with all assets (tables, chairs, ales ol SLlH Gull
computers, admin staff, interior designing, etc.) according to oo g Oligas Lad loass oS olulis 1) )5 slad ;o Lo g Sless b wwas slajls
requirements. 2L 5l oas Jloel &l pss a5 0iS Jols liabl oS oMol ol ol b canliie 1) Lo pe sla sl s
{osS oo sletin glojle slacudled S5e all 5 15 laxe
10949 10.1.4 Manage facilities operations Sl Sldoe Su oo Dlasls Slloe glo e Jlad  aled o poe
@ oliws Cyz o adel Slucewl 5l ol o a1y |5y ST gl adbsy sloasly 51 Sy LS 0g5u
Manajlglng aI.I operatlgnal activities of the facility. Mangge hoy\./ each S alan lajls Sl
function/business unit works. Support the manufacturing facility to | ] S 1S - Ealem s s i bollee ol o)
attain organizational goals. »o stoazly o Sloe op ‘J’“S 5 FERIRER D SheeD et SRS S
Gi5 5l 5o y3bay oy Dlasl a5 S Jol> liabl 08 g e Gldee glaan ] b ozl
1S oo slatis sbojle Glaal
10965 10.1.4.1 Relocate people OS5 ol DS g ks o i (lel 5 o0 e 4 S5 51 LSS bl
Shifting staff or employees from one place to another place according — =» ibhkes il b lacadlad ;3 Sl Galul 1) Gladl 59, almle sl ol slasls n }
to changes in business requirements. Jol> olaabol S 12l g (5,200 laedlad sloxl Jome g (6 )5 Slal il b canlize 1, LS8 Jlas! oS
{c bl yen S geunS Glaal 5 Sllee lajls b Sludl (59,0 il a5 ass
10966 10.1.4.2 Relocate material and tools )l g olge ol adgl olge g a5l ool
_ _ _ . _ O &y Gl 5l g0 slasls o St Gobol |y 2858 SV Ieile 5 ol oY pame b adsl ol
Relocatlng the tools and raw materials. Shift raw or finished materlgl S i oo
and machines of company from one place to another place according s s L e 5 il 1 Shae s Lo fid wligms bl 2 oL i}
to changes in business requirements. = Mg SLIITL Slloe Dlyis wlol 21 0190 g la)ll (Dl bl 4 5L o
{3930 plowl Hlalo o slajls b Sinlos 5 rol & 900 ba ol s
21575 10.2 Design and construct assets b ol csle g b alie slo ol plo g Sl I8 oIl (YT il aile oo ol colo g ()b
I Lro‘_',—l ol b Slos p olla 5 gaiiyle) g 5,40l dilo yoo o e aloz 3l o ol ls Sles ol 0
Designing and constructing assets such as machines, tools, factories, S -
etc. Manage steps to acquire assets including managing capital, as RN ]l L TR | . belbs o}
well as planning, scheduling, and overseeing acquisition/construction. Al oS colan g (i paslin |y plojls jls e slaalls sl g (b 4 by e slacled gixy
cElo b v B Jole Gzl oS ol calie gangle) 5 spaelin cslopw Copaa bl o olls Sdes
{09 ploxl aad s Slaljll 5 wolie clanl Bollas b oS o)l 1) b ol )l
19209 10.2.1 Manage capital program for assets a2l slp 6,18 alopu dabip S e Ve sl ol calo b a3 sl Jlo a5 ganpley sl (65l 5 (9o
o0l asl LSS Bass gl 1y a3 Jbe u.:.nl.: PR VS I RV PYUWIPR VEL SRR B PP KU 2P PP N 1
Producing and maintaining a planning schedule and a financial plan to Wty
purchase or manufacture productive assets. Determine the 3 » . )
) ) : , : S Sy e g bl Wge slaalls el b oy 3 Jbo el 5 uile; lp gl sl o}
investment plan, monitor capital, and secure the necessary financing 7 TeTen % el et 5 4550 e e e
in order to realize completion of the program. sl ly oY Jlo e 9 08 S potana jsbas |y glay Gl 2 00,5 pasiiia | IS 4L aali
Gllae 5 3o BB mbos 5 anje (loj S 5l asliy a5 0iS Jolo laabl S wal ) asly oS (sl
Ll lojle Slaal
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19210 10.2.1.1 Define capital investment plan o s (65105 Lo yur dali iy a5
)lSB WS ol UM:.) d‘..\.b‘ Q)M_..: 6‘)" AJ}A Lng ‘5’|)|O WLM: ).) Lg)ld.f AJLA).MJ 6‘)" LSILO eL«.A U"’»?""
E lishing what funds will be inv in th nstruction of - . . .
stab shing at funds will be invested in the co structio 10 U5 0S5 el 0aS i bl | Wy sla ol Eile sl jliope o polie oixs)
productive assets for the advancement of established business o . R .
objectives. A5 glaiiy (g0 el Blaal gass 51U ogd 6,108k ju o cpl jo Lol sz 3l lyee 4>
{wl Lw.:l)ﬁ,.m )Ua.,.x| \))5.‘0 aé)"l..x 9 )ij.s 6L®w9.|9| lJ 4.3‘Lc)w ua.:...a?u aS ..\.HS J.oL> uLu..oJo‘
19211 10.2.1.2 Monitor capital program wlo o 4ol ol Sl aloyw slo 035 sl acly o)l
il g b e o pleiBle 0y 3 Jold ilgs (oo (sl sl sl 039
Monitoring plans on capital projects. Capital projects can be .
. o sl a5 08 Jolo plpabl wiS Gl peians jsboay |y slule o slaoss p Cd iy g boaslip ginf
purchasing buildings, lands, etc. 4 Jeo o ey ST TR 9 TR
l) lﬁdl;?u‘ k:MH‘ Lw‘)wb uLo)Lw Lg)‘.).fcblﬁ]w le..D‘ 9 wbua.ua.?u éJL.A S e 6LQ=\AL).) Lv Lbo)s).: U"‘
{owms plol 1) p3¥ Mol Sleladl g 05,5 Slulis
19212 10.2.1.3 Secure construction financing el Jbo omels Lo yge sla oo el slp p3Y Jlo EMgans (psls
. o golin b g 038 35515 1, plajls 5Lio,90 slaolle Slusl sl p3Y Jo slasls sm}
Acquiring the loans needed to construct necessary assets. . . ' .
39 008 (s 10 &Bgeds Jbo molie a5 0iS Jols licedsl asS palyd basls ol el gl 1) cuslio
{anS o slati cslu slaojgp sl
20139 10.2.2 Design and plan asset construction b ol cole g, asb \ . : , s L ) s - ew)  wased
g p bbb esle g, aky g Ak Outlining the steps and strategies needed to construct assets. Verify b alls clo sl slioyse slo g3l il 5 bo oS gogei asete
that all regulations are adhered to and that all permissions have been JoSS sl 5L58 90 ol ol 00l S ajgome (solod g ool Cule ) Ol yie dad 4T 0S lagy limelol
granted. Organize and plan for resources to complete construction. A5 Sy aely g pailejle |y b
19220 10.2.2.1 Develop construction strategy (2l eabs 5315l (395 Developing a strategy to perform asset construction. Assure that @bl el @2l 6l @5l g
timelines, regulations, and resources are on task and on budget. Al oo Coley b 09 o pae 5 sy glyzl 10 wlie g &l e da o oloj (oaled a5 Al Lol
11276 10.2.2.2 Perform construction performance management (2,0 el o Slas o pow gl ;
P 9 = R ST ol L 5 dzogs 03gdoms 53 coddipmass yeame y0 laiiodlad plowl 1 lisabl jplites; Cilo an] )5 ke
Managing the construction process to ensure that activates are on CohsS 9 (ol
task, on budget, and are being performed with safety and quality in by il g @dgedy baiodled a5 sl (ytakae o)lgan b oS o ppae Jbb jsbay |, cale wi] )3 o)
mind. | CahS s el pmiman iley Bl azss osgame 4o B agms sl | boasje 7S s, se i
{3l oMSiw £98g 5l ot slp 1) p3Y olas 5 0sS Lias Slalan]s jlal> e
19221 10.2.2.3 Obtain construction permissions (&) cole sloeme oS abg e olad 059> 5l el sl p3Y slajeme 35
, , : . Dls aS 08 Jol> ool b Ll o 5 SIS L) el aw il pey) &
Gathering the required permits for construction from the proper 27 gl 5 0gh Jol ol 202 pll Ol 5 28l 0o 2 ]y lasnil o) g0 2
jurisdiction. This may include inspections during and after construction 3,0 Sdillae (oo g sladhaie (Lo slanS” oles b
to verify that the new asset meets all national, regional, and local Sl a3k S 8l e Do axlie 5l 1) cole slacdlas Gzl sl p3Y Sl slajeme oin |
codes. b oadobm] ols a5 0sS ol loabl ans abxl 1 alasl 5| e s 0555 szl Jsb 5o 1, 5kisse
1ol Ll doe g slaibaie o Lo sloaS § Sl ales
19222 10.2.24 Design assets b olb b dibate ( Lo &l e oled b olylo ldasl 5l lisebsl 5 Slosles slajls (g5l 00,51 sl o ol ls (b
Designing assets to meet organizational needs as well as ensuring e s sl
that the asset adheres to all national, regional, and local construction a8 0iS Jol labl aiile 03,5 1y il slajls a5 oS b glaisSa |y b alls o)
codes. oy Jol an Ty ol o ls cillas e g gladlaie o Lo jlogesle slaas ol b ol >k
LRGN I E TR DN [ PR
19223 10.2.2.5 Plan construction resources (2 colo pls 3, b, Determining Yvhat resources will need to be acquired in orc.ier to carry il el plosl jshaie & o)l b a5 gl 5o g0 plin Corars
out construction. Plan when, where, and how resources will be used. s | e | e NI T T T,
Determine the length of time resources will be utilized. R O ) B SISO oA O] 2 D Sy ARy e S 0T 0970 5 O 0
19229 10.2.3 Schedule and perform construction work (2L9) e&lo jgal all 5 3 les Arranging a timetable for which to perform construction work. (o)) calo sla cudld plxl sl san Gl asky pulass
Schedule resources to contract assets for new or replacement Apled (12905 ool (30l b waz la ol lp |yl ol il Gl 0¥ mlie sl 1) Gloj asliy
assets. Reschedule or redesign assets if needed. DS (AhbiL b saze guk plej [ b ol Gl & s o
19230 10.2.3.1 Schedule construction work (2)) cle jeel som oyl bl colo @izl ly gan ploy 4y SG s
Cllad o bl e 5 S Jolie I S ngas |y ol cole laclled gl ey aclin (o}
Defining a timetable for which to execute the construction of the asset. |, colo o5 @dseas 5 plate sl (Kl saiipgas Ganple; a5 asS Jol> liebl 0iS jaseis |,
a5 oo ool
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19231 10.2.3.2 Obtain resources ko (s Clo jgal (oalos JooS5 (sl p3¥ @lie (9] goz
Gathering resources needed to complete all construction work. Verify e 10,95 5 ) el sl 23V sla @)les s gl (Sl e soled 45l (Lol
that all resources have the proper training and skills to perform the oMo oS mal s oo slo cllsd sl sl |y Y Slagihe 5 Sl Sl glio (i
work. axlg 818l Lawgs b IS a8 oS Jeol> liebl S oy 1y Sl @olie 5Lis 90 (slacs loe g Lo il
{090 00 plol Lyl
19232 10.2.3.3 Construct new assets Loz sl ol cale ool sl oY oz sla olls csle
Al Jlden wigd cule ) cole sllin Wb a5 Hlajeme A1 g ) yEe 43gS Ho 5l DUl 4y s
Building r.1ew assets necessa.ry for the organization. Be aware of any el S Lol 1) el slaois s s alolis | wam laal)ls sbry!l sl olojlo slasls oon
construction codes and permits that need to be addressed. ] '
el wnlyd oS 0SS Jols laebl asS ol 5 oy 1) p3Y lojszme g jlugesle lans  Soils
{090 g0 plosl abgy o slod bl 5 &, yho b Gllae
19233 10.2.3.4 Augment existing assets Sege sla olls gl Sl yiio 53l b guad 39350 sla olylo s b 2o
Modifying existing assets to align with the changing needs of the el Jledse wigh Cole) Colu sliin b 45 alejeze 3315 L yhe 4S50 Sl BT 4 S
organization. Be aware of any construction codes and permits that el oS PSlol lejle @0 ,al, b Sllas lajls Sl b csliie | 99350 sla ol cn
need to be addressed. Slyaats &5 05 Jolo plisabl S ole; g (alulid 1) 5lis 90 lajomme g jlugesbe slans o 5ol
Lol )85k abgs po (slas Jasbinl 5 &l e b ol
19234 10.2.35 Renew/Replace assets b oolls (a9l gl S92 g0 sla ol (0l 4 5L s
Dot e Jt | - B . il Ldign Wisd Cule ) Cole pllin Wl 4T olejae A5 g ) je 46 He 5l eMbl 4y e
etermining the need to replace existing assets. Be aware of any ) g e R -
. . Sl o s S92 bl (o350l a1 5 LT 0gs jasein b oS b3l 1) S92 ge sl Condy sinf
construction codes and permits that need to be addressed. ol oszs b ‘fu’& o > 20D ST SRS Fe
el Olyyie @llae (3l wnl B b usS cole) 5 plbid 1) Y slajeze 5 jlugcdle glaas « Sgl8
{55,.;
19224 10.2.4 Manage asset construction b ol cole copae ‘ ‘
G5 bS50, Sles o)l
Overse.elng the performance and quallty of work. Assure that records csiod] Oy S 4 Sigh o (5,)agS5 JelS jsboar ilam ciirles any] b Jsb 4 45 08 Lol el
are malntalngd throughout the cons.tructlon process. Adhere tg al! et sl g (sl Jttinl ol 5 losls baos oot oo 5 e
safety, security, and access regulations set forth by the organization T f
and all government standards. J>1e oles 531y Glgms (650055 5 o S Dl e D50y IS (g2 kS 5 0 Shae  me
Lo Js 5 121, (g0 5 Glajls (g yimsd 5 Conial ol Sal3ll JolS Cole; S oy Lo
19225 10.2.4.1 Monitor work performance 6 o, Shes ol o ' . . 385 g 5 aBgady plmil ¢ 1, 00 Slalil g cyuilgd ales Cole 5l liadsl 6l p cle slacIlad il
Monitoring construction tg msm_Jre that all regglatow laws are being il anTb Uole oles 3 cankaS e el
adhered to, that all work is being performed in a timely manner, and 1 S b S il st Ll by ol 1 e,
that quality assurance is met at all steps of the construction process. A e, T D O Sn ST dob ol el bdye Sl he 5 0l ule) o
LS anli g owyp colo Jole (woles jo 1) coiS o el I Gis .0sS J a8 o)
19226 10.2.4.2 Undertake construction quality control colo coasS JuS ol . o
e g cole Oldas s plol 5l Glaadsl sy oy5les g J S pllas ) yail
ol y heck 4 bal , t - that th Saled Zal 5 0ols ploxl 1) I8 loazes dlas ovalice &jg0 4o
mplementing a checks and balances system to verify that the Yo el U e il e o Llie cla (1S ol ol 4 il ]S el o] jlaiel
construction was performed correctly. Rework when errors are found.  © - < 0 2 TR e P sla J5S Sl slasgena soilyt s JiS o st
O 9 o laibiul Billas prore Ojge 4 ((2l)ls cle bl (o) codlad G AT WS o el A Sl
{w‘ ;A.J.»S J).-.»S 9 6‘ 419').4 9o J.».:la ¢S oo J.ALMJ Y}QM W u,a‘ G 00 Pl:u‘
19227 10.2.4.3 Create work and asset records 2hls 9 6,5 Gilga ol saiplnl cale slaylS caled (olo idig (6l Golgw b pllss il g ol
Implementing records to include aI.I F:onstructlon yvork that has been sl ool £, el S
performed. Include all new or modified construction, and any sl w5 1SS o6 g8 3 Some] s colacalld  alat o el i o)
construction or regulatory issues that might have occurred. 9 NT STes Tl St S SN 5 Sl e aerles (ool Sl 0 B S
Sl ol BB 5 5ds Sledbl a5 0sS Jol> bkl .asS sittas 1) 1) e SLall b Lo o Jilase
{adly oy 10 (200155 5 (6,05
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10228 10.244 Manage safety, security, and access to sites o 5o & oyt g Canical « onl C e
. , , o , gy 51,8 eyl 5l g ansls cdllae Jlad g bl dove slo ol 5 5L aS oS ol )5 e
Ensuring that safety, security, and access is maintained. Provide a 29 PR ol tls cdllae Jad 5 A stoforlgios oo o S oll )5 L
workplace that meets and exceeds all local, state, and federal DS wols Slejle Slelill g el sloJoadlysiws b @illae |) colis Jome 4y (oo yiwd 5 Zoial
guidelines. Provide security and access to the building site as set b llao 1, 15 dasee 0SS g 135 yetes by 1) oo yiws 5 ol o oyl (sl ailiwl i}
forth by safety and organizational guidelines. 1y el o 5 cbilis g s S5 (sl p3¥ s S ke 5 o0lel ilajls 5 Sgils el
LS 1o
19238 10.3 Maintain assets s ol 5,lags 5 oy il Kt (65l slacudlad 1>l g o pae (s aelp b 5l Wae sla ol ls 5l clila>
P i ducti ts th h the planni i d s
reserving productive assets through the planning, managing, an . , . ‘e, e
. . i . 5! 2l S Co pae g yaelin 1) Sl g loyes il Kby ) oo lled n f
performance of preventative, routine, and critical maintenance work. RS ATEICRSTER D ST 5 SR P il
Sio yoe cmlin (6,005 oyl 5 S e Lo oLl (6,1 10 00 CoblB 5 SIS Lis (gl 1) e Jlad
{oasS Las | age sl olls Sl o Slas 4
19239 10.31 Plan asset maintenance bl 6l i, asby Sryaebyp &b sl dbg e (isllby anaglyl g o3 wlie (ogenld el
Er?sgtr.mgdthat ne(;;.esTa:z resor:Jrclzes qre a;allqzle indttasks ar?j LS o aein | o] plosl sl oY lie 5 5o pe iallsg 4 08 ) ol 5 oo el
prioritized accordingly through planning. Provide strategies an R . o ,
" : . Lo 5 315 el @lin S (antuglsl Cu s g Cootl ally 9 lolits ) )5 slasls (o}
policies that identify tasks that need to be completed, and the s e el Sust s oS I G SR e
resources necessary to fulfill those tasks. bzl (Sigfz 45 95 (g8 plad sl 5 Locusbow 003 (sl 5 o iy 2 ol sl ) Y
Lol g, 1) e arass 5 cially e
19240 10.3.1.1 Develop maintenance strategies SIS sla ol il (g . B i .
Creat s and das o bett ize th fth oab gl Slpesd 5 (5SS Glaclw Colbye i Gi sln pleasln 5 Slasl (ngas
reating goals and agendas to better realize the success of the o , . o . L
. . . e Sloj 9 )5 ol 0S ool (5 balew 2l et sl saive Shaal )
maintenance policies that have been put into place. 9 ST SRR 2 GO e S i
LS Jlael 1) 03 0lodal Lo ©y90 5 5 68y |y Sty il ol sl i 31 b snles
10967 10.3.1.2 Analyze assets and predict maintenance requirements 6 S Sl s i 9 b sl il _ _ _ _ oan] )3 (Mg Sl o i jebite 4 b olls L)
Evgluatlng assets in order to project future reqwrgrnents for S s |y s 5 g5 T Lyl oS syl laallo b sliles Capndg
maintenance. Evaluate the present working condition of assets. L ST e tae®s ] o S5t i S o olls e sl oy ing)
Determine the future maintenance requirements of assets. b o Ll Sl gy S oz bl oo Ll 5 2, St
1S Jasie el culio 30,4060 6l | (6,)0eS5 oai] slasls oS Judow
19241 10.3.1.3 Specify maintenance policies 6 IS sl Cenlew yarns b ol 65l 4 by ye slacaslaw L
Communicating policies in regards to asset maintenance. Provide a A atd 5K sl izl sl Sad (sl ) el 5 by ) pasiiis (slasgaze
clear set of procedures and policies that outline what will be involved 6l Jodlljgiss g ladyg, 0S U1 Lo leiied a1y byl (65l Slolill 5 beasbow in}
in the maintenance process. N ol g iastus a5 0S Jols pliabl oS @il 5 (ngad (6l slacaled glzl sl Slass
{ siloass jastin Sy (6 ,laeSS alys o
10968 10.3.14 Integrate preventive maintenance into operations schedule Slles an gl 4o al Kty (6 IS oyailbus ool agle; asliy o caii s janl (5 S slacJlad slesl (gl (Slaus, g ol iy, uses
Devising a methodology and procedure for assimilating the works of A5 g0 03lil YIGetle plos jlaS ol Y gazme
planned maintenance into the schedule scheme for the processing of il Sualos adsi aile; asli b oaiisiyaslp 6,04 slocdles b oS b slays, st
finished products that utilizes the same machinery. ) Slieges Pt Gos g atwge szl auiloy Bl |y ol SYgame (B3l b ezl S5l
19242 10.3.1.5 Identify work management tasks & priorities I o pie sla coglyl g sy olulis |dentifying the .steps ne(.eded for a§set malntenance. |._IS.t .out the those Lol 6)seSs sl sinype Jolpe olulis
tasks that are involved in completing this process. Prioritize the tasks ‘ o ' ' ' o
that are created. WSS gyl | eadolnl caslbg aiS Caw b 1) 0l cpl il b el e ciyllig
19243 10.3.1.6 Conduct resource planning s s, by sl,2 Lol ol bl mlie (53,4005 9 b l)lo (g5lagS b bl 1 1o (65 oo slajls ol
Analyzing workload needs in relation to asset maintenance and plan 2ok 5 i (Sladl @l slajls auiS (pmyp ) Lolls )ueSs slacudlad 55 5 > (nf
resources around those needs. 5L 550 6,15 Jb (5955l 45 0sS (3,40l p SlgT |y golie aass WS et Judow ol slis
{.al
19244 10.3.1.7 Create work plans 65 sl 4l ol Ao sl ol)ls Sl pasi 5 (6)l0eS 0978 sl oloasg; (pgas
Creating procedures on how to maintain productive assets. 5 byt IS plosl slagts, S (s3loasinns | Wae slaalls (6)laeSs s Juilinl slasld sn
1 oS i |y (5SS e 5 19t glyz] anles aseiia |y el Sl
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19245 10.3.2 Manage asset maintenance bl 6 IS co pae o ol)ls 6 eSs 3390 5 @gets plil 5l bl
Ensuring that asset maintenance is conducted in a timely manner and ~ ©37 < 5 dolr ekl anole) ols <ok U5 @ 4257l s Jlioyge gl b o)
successfully. Schedule work with the required resources with an eye el 68 o Blasl 4y (Sl Su 50 65K 5ok
on quality control and safety. Verify that contracted maintenance JrsS 5 )5 sanle; clie (amass oS e | o ol)ls (o)l slacudled abgots sl,l im |
meets performance targets. il ol SBlaal il 55 1) (6l Sl o,Sas 08T o e e jobas | (el 5 oS

{aws aub s

19246 10.3.2.1 Schedule maintenance work S S S san oo o . . . 2o Slyaasi g 6 eSS Gyl slp sl i ya

aD:;;I_ng a timetable for which to execute the maintenance of the 45 S ol ol S i s 65 cslacadled bl (sl e gaile; asliy o)
{aslsion e 1) 6)l0eS5 @gets 6ly2l 5 ol Sinlon Sllae slajls b asly oyl

19247 10.3.2.2 Obtain required resources Y mlio els SIS slaclas oles plosl sl 5Los 90 aolie cpaols
Gathering resources needed to complete all maintenance work. Verify e )I095 50 )15 bl sl Y ot lan 5 A5el 51 (L) s dem 4 05 Jol> el
that all resources have the proper training and skills to perform the Lacemdo S ald 65l slaculles Gzl sl |y p3Y Slagile § Sl o Sldl lie (m
work. azly ol 3l Lawsgs oI5 a5 0 Jolor lipalol aiS ooy 1y (Gldl ilio 590 Sl oo 5 Laigel

oo plol Lyl

19248 10.3.2.3 Undertake quality control coiS S sl SIS o plail 5l labl sl y3ls g J S plls )l il

. . Aaled 2ol 5 0ols ploxl 1) IS Ioazes dlas ovalice &jg0 4o
e e o, 157 A il o e o 8§ o5 ]
plmil 9 g oo ailinl Billas o & g0 4 (6,055 bxial j0) callad S a5 WIS o el 45 Cenol

Tl coaS 7S 5 sl al o 90 9l imon ol Yoo pins ol ol o

19249 10.3.24 Update work and asset records =) 5 65 Gilgms Sleyzen 9 00b g ps S 2l coalpll waz byl aled Cod jelaeds (55l D990 Bilgws Sl i9,4
Modifying existing maintenance records to include all new work that 23 02ls &) Gl (S0 & glalts 43T 50
has been performed, what assets were serviced, and any issues that =~ <SKiw 5 Gusg e Cov slaolls cadell IS o alox 5l (6,0 Slaiiias Sl )39)8 5 <od n
might have arisen. w2l 1) ST Gl s S paoal St 9 (60855 St S y4elp o Shas Julog Sal 45 coadonalive

{ERCL AN

19250 10.3.2.5 Manage maintenance work safety JERVS YN S U FCOTN el Sl g oiled caled cole, g glyal Lol
Assuring that all safety laws and regulations are being implemented S 9enen [SO 5 OSHA. EHS wsle 38, e slaolys Ll L 1) 6 sloogass 5 boass,
and followed. Align practices with regulatory bureaus such as OSHA , i B
EHS, and ISO. g oo Gulaie el slaolailinl 9 S8 Ll L (6l Sldes a5 0sS” ol ylielsl u;""’}

{oias bl pon (Jodler slos lsbinl 5 ()l slasles & yie b )15 (sladss, 5 boas 3

19251 10.3.2.6 Define maintenance performance targets S (69 Sloe Blaal iy yx5 _ ) .

S9b Bime 5 sl po alin i slogals Gyl 5l b 4zl s

Outlining what should be achieved through predictive indicators with s lagSs el b 585 (lie b sloyg0 slags eSS plmil lojnane Jolds wilgs oo M50 o0l
regard to performing maintenance. This could include the length of bl o e
time it takes to perform routine maintenance or how often unplanned S lojlos as b asS (ial g 0ngas (5SS 0, Sho d9ne g il sl 1y ailin i slaasls )
maintenance feasibly occur. S gy plnil o aiile (lalse (6,503l b g 00,5 (nian 1) L)l o,8es slagSl 5 Laasy, s
(s 31 (65005 532,800 2 50 (55t Dlonowa (sl lynosi £539 5 b sloygd

19252 10.3.2.7 Monitor maintenance performance against targets/contracts Lol )| 3/ Blaal Lulwl p 6 ,lagSs o Shae ol ooyt (69, 5hae Glaal 4 olitwd o plojle Cadbge yliae Lo § Giab
Following set performance targets, monitor and gage the success of siepllss & g0 1y L] 385 Gliae 5 000 18 ol slins 1y oy pa5 (60 ,Skae slaasls im
the organization in meeting those targets. Slles g 6l locdled s il e b oS Judow g 5900 1) 8,8kes sloosls oS il

1005 0 a1 et 2500 sl2 |y @l demian | a5 o

19253 10.3.3 Perform asset maintenance el 6 IS pll b ol 6,lS sloass ol o oSl

Sllas ouldirnss D) 5 oS (ooled b 5w (oo )5 (G yot ol (eleS a5 0 ol loal]
Engaging in all aspects of asset maintenance. Ensure that all assets sl ol g (o5 il Sty clacalle alad Lol (65 i s
wihers appicabl. Maitonance noldes all rovertative, outine,and S 52 2 5 Supia e s bl o s o)
corrective activates. S S ]y Syt Slell g (28 slaas das bl b e plls Gldail 08 (g 2 yotns j5boay
L Lo o)l liabl cobls b oS 12l g s asbip 1) (Mol g (sloygs il Ko (5)laes slacled
{.)5.4,;
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10947 10.3.3.1 Perform preventative asset maintenance Al Kies 2l (6)leSS plxl oo s i yaelip b (Mol Sl paad 5l (6,5 gl o b &l Ky Sl e 5 (65,1055 plol
Sl 59,2 316 a8 L2l eabisanglo) sladely palul 1) @Sy (65l slaculad i |
Performing prophylactic maintenance in an effort to avoid corrective
. N Lias> glp oY Sleladl g oS s Sloyg0 yebas Iy o olilo Coandg 0gd 6 S ol> SWSL
or unplanned repairs. Sas Slr e 995 oy Sloygs ssbar | bl Cundy 09l (6T sl> WS
Sente |y Slidas pgls g liabsl cobls s lasl ol pans 4 5Ls 2ol b awas absl | Slgas wsllas
{Lam0s
19254 10.3.3.2 Perform routine asset maintenance bl s, 6l el Carni t od maint t . ) . . t  olylo b Olipas ogllas cunsg Lai> slp 5Lis 00 6,0 51,21
Ora;rsy;r;?sou required maintenance to continue upkeep of equipmen by fab Sl ke pas 5 oS b s ol acby o | 6575 6 oS oloalled i)
' oS Jlosl mgads |y s y30 Mol Sloladl colyg s Copndg ohiie Lisly
19255 10.3.3.3 Perform corrective asset maintenance and repairs b ol (Mol Sl pons § (5,005 plosl 2l 5o oas sbxl olaais pexi b 2o
Repairing or correcting faults that occur with an asset. This could be a S5k 508 e JB 23 b (KeSS Cnl (S a0
break or other repairable damage. Gyl b 00 S5k s o ay )] 0 Slee b oS @) g ololis |, olls slalhas ¢ basles wf
dous S5 sl Sk sazms JIS5 3l 5 aumo 8 slesel BB comsg o 1) ol da ol 05
19256 10.3.34 Identify unplanned maintenance requirements s 65, debp g5l Slll Slubis
¥ HOP g S S5 asby s 2Ll A 0256 5120y Dl yand 5 (6,005 plonl s a5 o sl oled Ly ogilly oSis ylolis
Realizing potential or current problems with assets that would require 2,5 sloygd b il yeSiay Cotle o 950 g0 AT 5kl e & 0 ytaliy Slrpani g (5 )l
unplanned maintenance. Unplanned maintenance is a repair or ) 63)l50 0uiS Slolid gdgets |y IS b o5 59, slaailis 5 oS il | la ol s Condy mf
change that needs to be made that is not preventative or routine. U XIS PPN N PSPPI JURVES P JRNICH JRCCHN NP NS TPE UL S UPPN KVE CRPI PRI P Ept s
A0S 1ol g impaabn Lo 1) p3Y (Dol Slalaidl ollos o P!y o5
19257 10.3.3.5 Perform unplanned maintenance and repairs oo iy 4abp Sl e 5 (5 l0gSS plxl Qs o 7y Al Sin b sloyss ()l0eSs 5l 2,5 a5 Sl alol
Performing repairs that occur outside of normal routine or WSy b (sole ublagSs (sladal 5l )1 5 o oy gty o5 1) 5lidy50 Dlyeess imf
preventative maintenance. 0,8 ee b oS o pae 1y SlSL oYL o ol 5 4 Sovs; auiS Ll g ololid sgd oo ol!
o9 D3k oSaa ooy n5oliss o 2l
21576 10.4 Manage asset end-of-life b bl yoe bl Cu o Lol st joe (Ll )0 b olls AldSH (s 2o e
15 5 Sogm,d b olle cod )b o o35l (i gmin diile LYo 4y cenl ¢ s L
. . " . . . &P 9 $o9 B b olile Cud )b (ol (palEgee kY« OSee 2l)ls S e UL
Managing the disposition of assets at their end-of-life. End-of-life for ) ol | i s fes o bl e <L e il Ll )
an asset may be due to obsolescence, replacement, excess capacity, %7 <52 2> e bl alie )lse 5 sk Dl ilulaz wsjlog o 00, slasle LM a0 g,
or disrepair among other potential factors. Steps may include bl (2303155 5 (2bs) (e 5 (sloizl glacagtne b (Sl 80 (S5 DLl bl
decommissioning, disassembly, recycling, etc. Tracking and reporting Ao pll
may allso be appr'oprlate. for some or all ass.e’F .types due to law, Ll 1) bl sae bl Yo S e | duie yoe bl 55 aals GidSS (e il oins)
regulation, or social/environmental responsibility. . . ) ) . .
5 2Ly Gl Dyee o s bl |y il b glulas (giluz )5 0o 5l aile p3Y Sleladl 5 00 )5
Lasms plxl S 580 5 il Slolyll Gllas | Lo ol )ls oo )55
10952 10.41 Develop exit strategy (4,2 5l 2),19) z9,5 5yl Cpags o o)l 9,5 Copde sy (50 maly Cpgas
Creating a strategy for managing asset exits. b e cozlr a8 e Sllee 452 T olls 9,5 0955 (Sl pomeie (69,509, (ina
A9 plol S BB 5 axdly il & p0ts ba ol)lo 9,5 an T b oS
18592 10.4.1.1 Monitor useful life of assets b ol aube yoe p o)l Loyl oo g5 4l duhe poe b annlin ;o la olls (il
o . . ' Wlg oo b ,lre ol ams olad 1) o eolital colld a5 asl ansls pasin by )las cosl (Son o)ls ;o
Monltorlng.gsse.ts e_lgalnst.the.lr planngd usef_ql life. Each a§set may il e 3 e 5 Cad b el ol prand g (6 MeS Al sle; el
have specific criteria that indicate their usability. This may include ol L5 aaisS i cln loms oS ol o el o batie 51l ol s cad)
time-based, maintenance history, capacity planning, etc. ° RO TSR D R eRnS Rt Sete ot B BB 2 L B
ey b )b Gh,aelp g Oliesi 5 (5)lS alle (ploj wile pla el 0S cw) 2 1) 2L ;2
{‘”J“i’ A5 ol cunsg b))l
21577 104.1.2 Perform cost vs. benefit analysis for replacement ehlo oKl lp caiiean e oo plol Lol duie o (,LL el b cellogSS crns (sl o oolls oauli-ais s Julo ol
ol sladzoly 5 (3Kl (silegi b eeni aile (alge b anliio jo 1) (oo oS yos 4552 anyje
Cost/benefit analysis of assets to determine retention or end-of-life. S o)
Evaluating asset total lifecycle cost against other factors such as T P T e _ "‘ ,
repair/refurbishment, replacement, and alternate solutions. e 7 e S By pleabrenie ol @ b ctbemiols T preat Sl
s lie cpl Gulal oS anlie Koo la ool b 03K (silugs s iile ploaiy ;5 L1, ol
19258 10.4.2 Decommission productive assets dye sle bls 035 2, o5, 5l Retiring assets that are no longer viable to the business. A ooliiul LB S geuns gl 500 a5 Sla o)l g5leg,
Decommission assets that are no longer in working order, are out of aje 3l gl (65l aija b wlowds Famie iiass canlin Sllos Cundg o Koo a5 ) pla )l
date, or whose maintenance exceeds the cost of replacement. S 7 08 3l el iy Sl
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10953 104.3 Perform sale or trade o dsle b (29,8 Performing the sale of assets. Achieve and complete the sale Lol (he,8 i) !
process. Deliver the end product to the customers. s gz )b i 4 1y oly Jeame S oSS g Ll 1) g8 ol
12717 104.4 Manage take-back centers @hls 283k 5 )5l eor 5S1» 2w 23« Managing locations where end-of-life assets are evaluated for ekl (gl wgilag) s 03 5l sl il dpie jee L 53 Laalls (25l s (s SloSe S e
decommissioning, disassembly, recycling, etc. Sleladl plo 9 bl
21579 104.5 Dismantle assets (blaw! gl o oo s5lulax e JB sl 4 ol SO gjlulas
Dismantling an asset into manageable parts. The parts may follow
. . " yamass dlie o) 8l b iz oolaiul wase 9,8 wiile el aolie gl cunl (Sow 15l ol
different dispositions, such as resale, reuse, recycle, etc. )53 ? ° e e G
Sl
21580 10.4.6 Track parts <lkd 2L Tracking the disposition of all parts from end-of-life assets. Tracking i yee bl o ool 5l Jols slyzl ales cuigipo b,
should provide an audit trail to include source, rational for disposition, slomy) e52 o daie g idSS paans o g Lie Sl (gae jrune S5 a5 ams ool glaisSas |, o,
and destination. g
21581 104.7 Recycle parts lakad b b Regycllng .parts in accordancg \.N.It-h legal, regulatory, and e 5 seloil clocayioe 5 ) e o gt L3l b alhae T3] sl
social/environmental responsibilities. ’
12721 10.4.8 Ship hazardous material S las slgo fo> Syl slge Jlo )l Sbs, g plsl o5 5,400
Planning, conducting, and tracking shipment of hazardous materials. L1y Joo 0l 3 .0 (5,80l 0 abog o ol e g sl Slalill ol o 1) ST las slge Jlo )l cin |
{oss ol 5 b, 1) Slgs L9 g Jlo) Candy 08 12| ol slos Jaslinl cule,
12722 10.4.9 Provide government reporting Ao ol I35 ags Jsd slols)l5E we g A
Preparing and distributing government reports. oudipeend oI 53 1) LT oS (ga5 Sl allas 1) (gs slasles 5,90 slags IS (on )
{rasms plbl 1) Jlo )| Gilgms SGL 5 (s 5lwaiians S Jloyl yie Clgs 50 g JuaSS
21582 10.4.10 Perform abandonment lols, sl . , I - : - Il o aal
= £ Planning and performing abandonment activities. Whether facilities aalls il slacellad szl 5 55000
or equipment, ensure assets to be abandoned are safe, secure, and ot g ool (Dl b Sl 5l pel wigd (ilula, canl Jl,8 457 sla oljls a5 0sS Jol> oloell
meet all legal, regulatory, and social/environmental responsibilities. S s 03,501 |y ey 5 stlazz] slaiadsios 5 S, ke o S8 Sl soled g ooy S
13131 10.4.10.1 Demolish and secure i reul g ez ol 5l Jeols lsT b ladad g Sl)ls (s5locyon] 9 om0
_ . . . Syl 5 Lalis ) T 5l Jolo gl g 152 clalad 5 0S5 00 J 518 Ojg0e |y 2l (na
Demolishing and securing asset and resulting parts/debris. B i B
Slll b Gkl 5 oo (Geol 45 08 S oo slaigTa 1) @M1 (nl (65K 5 (plraile (o yiws 05
13132 10.4.10.2 Restore site ol Joe sl S5 L (ol slacJlad sl
Performing remediation or restoration activities. 5 9B Ll b Sloladl cillas S Tl 1) ol cundg Go,550 L ool sl p3Y loladl o
fosS Lol 1) a5 slas bl
19465 10.4.10.3 Monitor site for duration of time required by regulators U olgs Lawgs oo puans 098 (b oo Ol Cale Condg (23T 5 Cu e
haecan; g elaix! slacdstus 5 )i (S5l Slel I b Sloladl olas a5 0 Jol> licabs]
Managing and reporting site status. Align efforts to all legal, regulatory ALl gunnod
and social/environmental responsibilities. slacudles 5 caxsg 0,by0 oY (slai)l5E 0SS e g Lol petae jebas | ol Cundy
9 LS:LAA}‘ 6Lbuﬁ]51m.o 9 ‘5:|)).a.a ‘sxyb uLA‘)J‘ l; ‘) CALA‘AB‘ ‘SALAJ AAJ 43‘)| 9 4ﬁ-9r’ |) oMr:l?u‘
{.a.i)lo A5 guad ey
13133 10.4.10.4 Prepare handover to new operator or landowner o St b 600, 0500 0 g5 sl 53k oole]
g Sl b ls o 4 g ) (Sl
Supporting handover to new operator or landowner. Include proper pll plaie Sype 4 JUil g9, B asiS ool ) O (lad Cupndg 5 (al)lo il 00 slio Slaits
documentation on asset history and current state to enable orderly Dgds
transition. Cundy By 4 bg e Slains wiS Sloiiy | sus STl bl ot 4 )l Jigos wlp snf
IRVEN plsl 68 BB g plaie Ojgo 1) ol JUslh oS al)) g angs 1) (2l Ll g (s
21583 10.4.11 Perform waste and hazardous goods management Sbyls sla olls 5 Sluls co pas rlannin?. and pe;fr?rrnirg vs;aste a:n:j hazargous Q(I)/ods.managetrr}ent. Sz YIS 5 wlome ke gyl g gieya0l
n compliance with all legal, regulatory, and social/environmenta . . e o L
: i Lo il 1, ST ks of Sus,l s celals cbanld all g gjlwaiiine «g 5 4l 5
requirements, plan, document, and conduct hazardous material ool Sile |y S Sloe 20 5 5 80 SRS 9 8 ] “gf” s
handling, disposal, and reporting. a0 plol ey 5 eloizl lacgiue 5 (ke o Syl L3l
12180 10.4.11.1 Maintain material safety data sheets Slye sl slo coiling (o e Slge gl SleMbl sloas ,y ags
Preparing material safety sheets. Capture material safety records to g Jloel fsyons lap] b 5 glrale 4 bgye SLIIL 0uS cd 1) ol el Gilgws
properly apply handling and disposal requirements. S el 1 oole ,o b dad o sl ledlbl 0 (6 5laqSS 5 4 ) dlge (sios] Sledlbl (glaas , n
1S soliul slge gd5 5 (5 S olrals Slll oo sl Glp Sledlbl oyl
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12181 10.4.11.2 Maintain awareness of and communicate regulatory S bl o)l 0 Sluy oMl § 5 Lign Laa> Sz olge a5 by o Sl 500 Slall 1 5 S0
requirements :Jer;(ljjierr:r’t:]ag:;:g and communicating hazardous material regulatory 3 Lol 40 1, L3l ol S oS 5 5 ol | ST slye b Las o ol o 5 oslh Loyl i}
oS Jolo bl )l (sloanl3 o bl Cule 5 (T 51 oS Ul s e (LS IS
12182 10.4.11.3 Maintain hazardous material handling and disposal Sbylas dlge yeius 285 5 olol> Sbylas slge g8 5 ol b, 5 &)l o553 400
Planning, overseeing, and tracking hazardous material handling and Ol o | laclad 12l S S g sipaalin 1 Syl olge g 5 ploale slaanld o)
disposal. les 0 Slyie g S (el Slall ol oS b, peias yeba | o] Caxsg g asms )8
LS Jol> pliebl >0
12183 104.11.4 Manage compliance audits ldail slo il o o Sz olge glas jaos (§5lodiins § Sluidy (53,400 5
Planning, supporting, and documenting hazardous material audits. S s g oS |y (e slaclad oS Slatiy 5 yaelin 1) SUykas Slge (5iree Sl i}
T2l s 53 090 5 655 (6lp 5 Land ()30 Sreme ulis & 08 Jol> Lol
12184 10.4.11.5 Recognize need to disposition hazardous materials/waste Sz Slulolslge olbul> 4 5L olols Syt gladiloms g olge 235 slp olas Sog) puuns 9 ololis
Identifying and establishing approaches to dispose of hazardous Sy ! 6los g, S Slaled | Sbilas slasilony 5 olge 133 (lp canlie slagg, (o)
materials/waste. P PSCINCHS P 41 N[ [ P PSP IPU SVEC g WS PN FUUN 5 BRVET SiUUPL 3 PN IOV [PS R PRCHUON
15 ls callas
12185 10.4.11.6 Determine disposition and associated processin s e (5310, g @SS sl 0950 CpunsS i

J TN OIRR S ST o 85 o oy T coslio aelSS (prans 0358 (a8l STyl glodilonny 3 olge s
Evaluating hazardous materials and waste for appropriate disposition. S ST ldSS s slacodlad g 005 Jlael | abgs o LT3
Apply requirements and initiate disposition activities. Sl g Lasine by GdSs cpond conlin g, b oS oy 1) SUylas glasslony g olge nf
{osle 5T, GdSs coams ol lpa! 6l p3Y Sleladl oS Jleel 1) las o Slilee g Sgil8
12186 10.4.11.7 Manage disposition, disposal, reprocessing activities Sazme B30, g &0 «adSS et slaclad o poe Sazme )0 9 288 «aldSS e slacIlad alol
. . " . . o ) sazme (o3lop b ads Sldes aiS Ll b alls g olge GlSS e g p3Y o dled <5“-"-’}

Performing disposition, disposal, and reprocessing activities. i . ) .
5 S5 « coul g Gl lacdles opl a5 aS ol bl o ploxil oo pens Slelyl sillas
A2igd oo ploxl Jaomocems )
12187 10.4.11.8 Manage documentation and reporting @ G155 g (55lwaiiue o oo Saze 5310 g &80 «aldSS yand slacdled (2o 5155 5 (jluaiive
Documenting and reporting disposition, disposal, and reprocessing 3 e3Y SagbliS oS aites g a1 suzme (2310 5 @3 whlSE (et b dai po slallad ims
activities. s 58 S g bl (6K sl Sledlbl a5 asS Jol> el aiS ags lacJlas ool >
{aat
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Manage Enterprise Risk, Compliance, Remediation,

el (Glbail ( Slojlw Sy 5 g 3100

Ensuring that an organization effectively manages its risk. Process

Slacdlid b guil 3 slaog 5 aiS o0 Cupie 5o jeba | 395 lacn) plojle &Sl Sl Ll

. = « . . i . L WS oo Syt Cays | GhalaSan; losle dygd tolas s gia} it Ll yel S ) Sy ppte (St
16437 11.0 and Resiliency aboslw 55810l g ((>Mol wloludl/ 4l ma) groups are aligned with traditional risk management activities. P T o O e = o T
{os Kalod S, o e zul, lo e, b 1y ol ksl
g S @l By Bl 52
17060 11.1 Manage enterprise risk Slojlo Sy o e _ o o _ b loojem 51 oy g Glajlo JS sl S,y Cu o slacalled ples Saolen 5 p3Y slacg> > ol!
Creating requisite frameworks and coordinating all risk management L ) et oL S Ll " e )
activities for the entire organization and each function. Manage the O D Doy Spde RS e D e D ) 2Tty SR 5 B e
enterprise risk by outlining the risk policies and procedures. Monitor & oS} S 32943 o8 Ole SLLS)I 6530 4 1) )l laaly oS Lyl LagyT o)L ys
and communicate all risk management activities. Encourage Copae |y o Shee g 6,lw slaasly ales Sy 4 olojles cilises slaasly o 45lSe 5 bLs)|
Eﬁ;riise;zzn:neitnscaenzrr;:):gﬁtgfsbus|ness units. Manage the risk of all 5 055 bl laslr sl pms 15 lcSany) U315 5 U5 e alolih (sly 4z )l s S £ sine} S
) fansl Salen 00 b Sy o e o laasly aen
16439 11.1.1 Establish the enterprise risk framework and policies Slosle Sy Copas slo cuslew 5 szl sl Creating an agenda for the rules and regulations of enterprise risk So5l il 5 Gldes (( Jlo «Sblas slacSun, a5 4 Slojle Sy &l ie g uiled (gl )l 5w sl
that deal with hazardous, financial, operational, and strategic risks. O3l ca
16440 11.1.1.1 Determine risk tolerance for organization ool sl Sy Joo e Cpaens R i ation's fol or risk kret JB sl wix b SO gl 003b 5 Sy yhoe dolie 28,5 k50 b lojle Sy Joos i (ool
ecognizing the organization's tolerance for risk, given risk-return , o . . .
. _ b o> 4> b Jlas] glavuly 5 ogw 4 495 b oylojle 0usS aseise s g - lasl
trade-offs for one or more anticipated and predictable consequences. a BTl standds s o il U ST RIS S o
16441 11.1.1.2 Develop and maintain enterprise risk policies and procedures Sloles Sy S pae sloays, g bl Li> 5 50 Establishing and maintaining the policies and procedures for o ecSb s slacSiny, b Lo o e 5yl S, i ppcie (5lazs, 5 acamlins L g aloe
. . . . . . ¢ ¢ %) b = - %) <R 4 et
managing risk. Create rules and regulations for enterprise risk dealing s L ol - sllee
with hazardous, financial, operational, and strategic risks. 25 g ) olesle gl o Solls Sl
16442 11.1.1.3 Identify and implement enterprise risk management tools Sl Sy e slalil g5lwesls g (olulis Recognizing and implementing tools for managing risk. Identify and LS 8 g olulis | @uiu Sy S e (sla 5l Sy o e sla il (s5lwesle g (oluwlis
apply enterprise risk management tools. Leverage methods and 9 bl im0 00 Lo T8 5 Lo by 5l e los Slaal b o ye (slacs b g lacSin; Sy ppie (s
processes tg manage risks and opportunities associated with olejles Blaal b Lo o slacas b 5l solail 5 lacSis ) J,18 sl o] 51 g oS law 1) 5Y (sl i,
business objectives. { oS oolie]
16443 11.1.1.4 Coordinate the sharing of risk knowledge across the olojbe pulp 30 S, s (5, I8 ST xsl Sslea Communicating the knowledge about risk within the organization. 22 e ledlol S ki |, Sllae (slacSim olajlr S50 3 S, 4 Logsye il Jlas
: : . . . . . . s sl g PR 2 O J Shaliad d
organization Identify operational risks. Share risk information within the - .
Organization. b\‘)“"5“ ‘5‘)""““ & UL")L‘“‘ )““‘l)"“’ P ‘) ‘S"""l)
16444 11.1.1.5 Prepare and report enterprise risk to executive management [JES N iojlw slacSus 50155 5 s 5lweolel . . L
andpboard P P g 9 7l S o Fojls Sy (B95ST 5 el proparing and presenting reports about enterprise risk to the Sy 35 ke sl olojles o ppcko & oilojls GoSsy 0,0 2l 3 ] 5 augs
s L
oyt management of the organization. Create reports for managementon | ¢ . o ey, asle) s csloSn, ( Bsi> slacadyione 5 bl &l asle) ST s
hazard risks (e.g., property damage and liability torts), financial risks S g B 1E (el o clos s ) Sl
(e.g., currency and liquidity risks), and operational risks (e.g., product S A P (5 e ez gz 2ile) Slles slotinn 5
failure, customer satisfaction, social trends, and competition). oS @)l g oolel laae sl 1y LT 3155 5 00,8 o 1) (Lol oee (slocSins glsil  sinaf
16445 11.1.2 Oversee and coordinate enterprise risk management activities Slosbos Sy S e slacllad (Siales 5 )18 Coordinating to plan, organize, lead, and control the activities of an ol JBlas 4 jelateds lojle slacadled J,uS g colan ( aorlojlo «s3,a0bp sy (5 5loSonlon
organization in order to minimize the special effects of risk on capital Sy, il a8 0S Sialon g psb 1) sl slacellad : mf aalys 5 aployos 5 Sy hto Sl
and earnings. {al Jeals Ses 0o b asl,s 5 ayleyes
16446 11.1.2.1 Identify enterprise level risks leosle mlaw slacSns ) olulis 5 < i dth o 5 g gyl 5 08,5 (53luaiins 1y oo plulids slo S, aigd Blaal Gams wle aiily o 45 oS, yurnd
etermining risks that could thwart objectives. Document an .
Communica%e o conoonn J 5 0 Laeie 5,5 |, Blanl & o) ol anl SKae 45 oo fains) S eyl |,
1S el abgy o ol )3l a9 o 1, o]
16447 11.1.2.2 Assess risks to determine which to mitigate b zals Wb G plaS 4l s 6l S, b)) dentitvi fons/act t " it 4 red 1y oo olwlid slacSus, lado, hYo lassags (als g lacus 3 cogis gl Slaladl g a5 oLl
entifying options/actions to enhance opportunities and reduce . _ L L .. e s
, TS & lacde 3 auss _zals | law, 501381 1) Lacias b 45 0usS asedee | Sloladl s in} oums as
threats. Recognize the root reasons of the identified risks. SIS A D LIRS s L e ST e ©
1S bl 3 1) b, Lol
16448 11.1.2.3 Develop risk mitigation and management strategy and integrate laassl 3 b T alesl g Sy 2alS ol aaas . - . "
evelop T g d ol d SEIRS R OIS Sy Sunte s SBB S0 Developing activities to improve opportunities and lessen threats. b el asS asia Lol sl basosss  £lS o acs o aclld damcs
with existing performance management processes . . e L . . Ol & @ Gl D pain ) Glojle Blaal ey (8D 5 oo )8 d9un Sln oS drwg
38bes Zanae 9975+ Specify the organization's objectives. Evolve strategies and policies et Sl | s ot et | s « Lo <55] 5l Sl
to attain these objectives. Assign resources to project objectives. SRS QPRI OgR FOR R L B T gk D et 5 RG] R
16449 11.1.2.4 Verify business unit and functional risk mitigation plans are 5 S gemS slaasly o S, LialS slaasl p sl slojl ol Ll sy 4 6 s slagidu g basly 5l G o 48 Koy Copae lp oo sl 7yl LT aSL) o)
implemented {ofloslo Giliee} 615 sloojo Chgcklng th.at the blule.pljlnt created for managing risk in |.nd|V|duaI S i i) ) o oo LncSiany ) alS (6l 45 olacaled oles (s jlmoskey i by ol o
business units and divisions is correctly effectuated. Validate the s sl s o ) b s Lo | |
implementation of all activities geared to mitigate risks. sl 45 Glladl o 5 b [zl copo lanly 53 Sy e 4l 057 Joolo pliabel i
Lol oad Lo Wlodds oty Sny, ialS
16450 11.1.2.5 Ensure risks and risk mitigation actions are monitored Ngd o Ll Saas, GialS Sloladl g oS, aSil 3 licabs! Slaaags als 5 lacus b Cogis 4 by e Sloladl (S (2ol slacled § oSy, (b 51 ol
Ensuring risk monl.tgrlng and mitigation actlvmes: Monltpr qctlons to sl 5 Ll 5 a5 a5 3] ol st} S sl | 05 colaal b Lus
enhance opportunities and reduce threats to project objectives. .
(el Sl 5 0,Skes s sladags (0,5 o5 5 oo b 05 ol 5 50
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16451 11.1.2.6 Report on enterprise risk activities Sloile Sasy o e slaclad o)bys ool Croat + of activitios {0 add hrard risks. liabilitv tort Sei> slcgine Gusloblbre slacSus; 4 (Soww; lp 1oaiplxil sf lacudlas 51 i35 aws
reating a report of activities to address hazard risks, liability torts, Voo s culs) o clas] o -
. L . : . " S ops g Saldy > Sl ( Shlee sloSius ;) (Jb slocSius ) ((Soe Cdgiunn soled)
financial risks, operational risks, social trends, competition, etc. ) 0 S TR S SRR e 8 s )0 <3
1S @)l g ags oo plowl loslo e sl Elgil o e (sl a5 Seladl 51 5158
16452 11.1.2.7 Coordinate business unit and functional risk management 5 5 S slaasly 48 Sy Co pae glacJld  Siales
activities e ) Sy S ypin s gy cslacadled s imr} 6,15 cslnos> Coordinating risk ma.nagement a.ct|V|.t|esl to |mpr9ve oppo.rtunltles and S adeia ) Slojles Glanl Ladsags aalS g lacus b sgmgr sl Sy Co ke slocadles _Sialon
e LS. b s Ll e lessen threats. Specify the organization's objectives. Assign e laal ] s
Pl ezl pgoe B oS Snlen plejlo Blize slaaxls  osiurces to project objectives. RS el n SR L &
{ g
16453 11.1.2.8 Ensure that each business unit/function follows the enterprise Sy s pe 3 1)8 51 g 0j9/axly yo aSul 5l bl Checki H bus e function _ 4 activit laan 35 : i} lasuags Lals 5 laces b sgupe 1y S gemS 0592/axly o slaclad g loan 35w
risk management process e ol ecking each business unit's/function's options and activities to b ams. o slocl bsoss  5alS « locs s o - bl asle 225 1 Lol
" S ™ improve opportunities and lessen threats. e At P SRy Bl S SR Sk S ST 22 2 8L SR
16454 11.1.2.9 Ensure that each business unit/function follows the enterprise 235155 a5l IS e oj9xlaxly o aSl I Ll . . _ o
risk reporting process e L Checking the reporting process of each business unit's/function's Gl g s B 35 ln ) g 0392/ axly 1o Glacld 5 laan 357 (oo (558wl b (om)
"SI ST options and activities to improve opportunities and lessen threats. {ohlas S 5 lacas s 5l oolital (gl Lislaladl oyl ool ao b I35 052 syl sisins) Loduags
17462 1113 Manage business unit and function risk S g slaojem g ldasly S o o Analvzing the threats a busi tunction f o orioritive th Ll aS ola S samcoddsl 6lp sl axlge oyl b S gems oj9/axly S a5 olaasags Julos
nalyzing the threats a business unit/function faces to prioritize the . , .
contr{)Is ﬁ implements i ool e Lo o 05 i B ] 22l 12 55, i lasesed i) 5
{iga 1,
16456 11.1.3.1 Identify risks oS, o lolis QLS e 1 059 o Blanl ol (Sow a5 lac s olulis sly s § gBgeds Goi] B drwgs
Developing a timely and continuous process to identify activities that .
might h?n dgr a pronct's goals P y GRlaal & 0352 (o) lo Al 0 45 )5 (09,5 Wy (s e 5 pole e S Sl sistaa
. (s
16457 11.1.3.2 Assess risks using enterprise risk framework policies and S e w9zl sladyg; g by ciedas 5l ooliiul b lacSus, b)) Sleadiimeed Glawgz )l 5 laghs) dalnl sl eslinal b (aseie Collasl slayg) Sy g585 Jloi! (e
procedures skl .y, Determining the possibility that a specified undesirable event will plil ol el b ()05 als po o b LT 09 aseioe ¢ Jlis (sl (b 0uiS oolisn] Sy sla b))
occur using establlshed.tools, implements, and frameworks. Use risk . ,is| - s s, ogilly slagl; giese G552 5 ol p3Y ey Ky gl a3l 4 39
assessments to determine, for example, whether to undertake a s | b e 6y JLoznt a5 it closss o o Unfod f ozl b 5 ias} o
particular venture, what rate of return a particular investment requires, 2 °™7 <77 wotlaali slaslarg, g8y Jloiol oo bl slooszl 5 o)l jloslinal sy ol
and how to mitigate an activity's potential losses. ool 5 Logg laSale s JUATH 5 590 033 Glyee daedled plowl 0)l)0 (655 prenad 51y Sy b)) S
oS soliul Jlas! slagl uals
16458 11.1.3.3 Develop mitigation plans for risks ey, 205 sboasliz (295 Developing possibilities and arrangements to improve opportunities SLladl g b lSal, s simf ogg Slasl sl Sl Gl 5 o b o9y (sl ek 5 B3 damss
and reduce deviations to project objectives. fal Lials 059 laal 5l 28 Salold Jlois! g wigd Cogii it 3 b oS >,k
18129  11.1.3.3.1 Assess adequacy of insurance coverage Slaes slatng colis’ JU3)l Evaluating the changing needs for insurance coverage. Research ) S s |y 297 Slaen lasliiny 5 (Bl slaes (ibs sl it sl b))
available insurance providers and offerings. {05590 dos slag,b o S 15 0)l,0 3ados § shows (lajls Ol pss iomins
16459 11.1.34 Implement mitigation plans for risks laSn, 205 slaasl 51,21 Executing mitigation plans to improve opportunities and reduce S 1y SLldli i) 05y Slanl 5l il alS 5 oo b 250 sl Sy 2015 slaasliy 2]
deviations to project objectives. 1S Lol wiloads 1yl o pens Blaal 5l 059 5 o433 Sakold 5| 6 uSel> g lacus b cogis sl
16460 11.1.3.5 Monitor risks oS, Lol dentitvi o g A _ ability L Jelge s cimnf 6 a8 aLe yu (slags puS aonai 1o g Joional aigS o g3l anseis § o)y« o lolids
entifying, examining, and recognizing/justifying any improbability in . y g w e . .
investr);e?\t decision Sr;naking gnizingiustiying any imp y 5 ebolid a5 4y e b alingdly o S ke o Slapeaal jo Conl (S a5 ) o558
LS 4z g g Jalos | lag)T pg)) Oy90 50 5 98 (o)
16461 11.1.3.6 Analyze risk activities and update plans asl p Slwyje,a 9 S,y b o o slacles Julos £535 Jloxal Sy Cappie 39290 b Sl 30,8 Holiieds Sy b o po slocdled 3G ow
Exrz]ﬂmlnlngf theklmpact of rISktaXtIVIItIeS in c()jrde[)t? up;q::\tetrtlhe e>t<|st|tr1g.: Cande 6ly S5zan Lo by, 5 cadled b o o (olocSny, S Aiiane 5 b |, allasls clanal,
scheme of risk management. Analyze and substantiate the potentia . - ;
g y . . P : Tk b Syge o B oS pwyp |y S, b b e slaolagg, g lacJlad s‘”} VP O Y
for adverse consequences to occur. Consider the risks associated
with the activity and the methods available to manage those risks. § S i 5 Joloi | e glaaaly oy Jleil rizren 05 55,4 ¢ 2Dl Sy g
LS b)) gy T So e 5 J5S sl oslistul B slagby, 9 cullad ;2 4 by po slacSms,
16462 11.1.3.7 Report on risk activities Sy b das o slacdlas o,b,0 (23 )5)l55 €589 Jizl 05l 50 ola )55 o o 4 ] Jlal g S, b oo slacdlad o)bys ()15 as
Creating reports on risk activities, and communicating them to sl ol lacllad 5 oS, & bgsye ST it} 5 03kl Copllaols ool slavialy
management. Prepare reports on the potential for adverse safety R FEIPCSRVET PUPS N PO T SRRV SRVET gL/ FCHURUAPU AN [ U [ AP SN PURCS J PN JCVRON
consequences. S ol B el Jai o] Jleis] lime 5 00 &) Sl S siio gioul Edlgm g laasly ax oo
{ogs plnl caslio
17467 11.2 Manage compliance gbkil e nae Managing steps to confirm enduring compliance to industry lp Sl el s inaf - g (il 5 Canto Sy b Gl gl 31 Gliebol (sl Sloludl 2 e
regulations and government legislation. Lo Lulgs ¢ go ouilgh sails cule; 5l licalsl
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17468 11.21 Establish compliance framework and policies ldasl slacaslow § gl sl Develoo Cof g dotail at _ Old g Ol yie o Jandljgiws b Gldail )0 1) Glojle iy Blije a5 baays, 5l lacgazme (12905
eveloping a set of procedures detailing an organization's progress in i . o - . .
: . . . . o Caley 4 lojlo wms (Lis b apungy sl 5 et slaayg, i) S oo g pE5 00D s
complying with established guidelines, provisions, and legislation. el © TR G e SRt e
1S o ood 5 Gl (55 ) Slske 5 gl Ll
17469 11.2.1.1 Develop enterprise compliance policies and procedures Olosle zehaw 5o 3ldasl sladyg, g acuslow (g5 Creating a standardized approach to ethics and compliance. Have a 2 a8 ol ansls sldal sy Hemmednls p (60,505, - 3ldail § BT (sl o lasbinl 5,505, s sl
programmatic approach for compliance that focuses on the definite 0 Hhb Sy Gaz e St S e 55 a8 Gl az e T b lojls a5 castine oS,
risks the organization faces. LaS 55 505 plojlo e 5 o28ly slocSion, 5 08 3551 aiapllss (69,50, 5
17470 11.21.2 Implement enterprise compliance activities olejle v yo el slacJlaé g, asls Slojle Glbail (gl ol @ YU 5l g jemadalip (50,50, t3ldail § BB slas lailiw] gjlwesly
Implementmg standardized for ethics and compliance. Havg a by oS Lol 1) 5551 cslns Jorbil s s} w15 55 a8 colojlo S5, s omedn (5lacSms, 2 45 snl
programmatic approach, built from the top down, to enterprise Ll i s ol el T . e
compliance that focuses on the definite risks the organization faces. G2 Ol 9z 5 o88ls sl 5 5ed sl seells 50,845, e e oo Sl 85
14133 11.21.3 Manage internal audits S5 ol <o pae  Managing accounts and prepare regular reports on financial 405 5 s uben jgal o)lol sginf . Jlo o Shos 390 50 plate slat)liS (silwodlsl g laclus o pas
performance. { Il Canig o,by0 loyeo slai)S
14137 11.21.4 Maintain controls-related teChnOIOgieS and tools b xS b s e slalnl 5 las,slis 5l ‘sil.m:-t.an.l 5 &l Manaaina technologies and tools related to the confidentialit }‘ Obamebl jolaio 4 ools 009 i )0 g &)LSJ 4L5_<JL0).’>LQ L s o slalnl 5 bas,glid o o
ging g Y,
integrity, and availability of data in order to ensure the security of the 5 oo (Sl e b 0 Sy e 1) Sledbl el sl g bags 9k s simf olojlo Sledbol caial
organization's information. {09 cbidloe lojlo Sledbl 5l 5 Lais lajle sbrosls (5 iy o iws
16463 11.2.2 Manage regulatory compliance Ol yae b glbail oo i ideli [ [ [
g g ry p e b L 5y Obe.ylng laws, guidelines, strategies, and stipulations related to the IS g b L o byl L]l i ol g s ol
business.
16464 11.2.21 Develop regulatory compliance procedures Slyyhe b sl slodsg, cpgas o ) ) . ‘ ' )
Developing procedures and methodologies to comply with relevant Ollgh & plojles gy Sl pliebel 5 e Sl jhe g Galgd b Bl sl 59 slacg, 5 s, s
laws and regulations of an organization's obedience to laws, Oloslo B 0 (Sl olabs; g g, i) S geenS b s o Sl g bag3s il s o] g
guidelines, strategies and stipulations related to business. {5 cgle, 1, onisipemnd Lol g b fonllygins eizmas g S goens b Lo po &, e g Cpuils
16465 11.2.2.2 Identify applicable regulatory requirements Ll bl 150 Sbal 3l o luliss Determini.ng t_he regulgtory requ.irements that are most apprgpriate for i s creilyd 5l spm sl 1y o3 el ot Seanlio lajls gl 45 5, ke Sl cyand
the organization. Identify goals in order to follow the appropriate rules S s s ela et < e sl
and regulations, guidelines, and strategies. 25 plelid s slagTlial g o Jasl gt
16466 11.2.2.3 Monitor the regulatory environment for changing or emerging D0 g ,5ebe Ol yie b Ol slolis lp S,k e il .
regulations " Analvzi q ina th lat : in order t t {obesbo S5 b Lo Ol jie g ilsd pole oy 5 (09,8 JLio) (S ie L o)l g oo
g nalyzing and overseeing the regulatory environment in order to spo . j
any changing or emerging regulations. This process element calls b Shse bz walsz oo plojl jfeanlf 5l Ghow ol ooy Slijie b i 435550 (olulis pslaiens
upon the organization to monitor the regulatory environment for any a5 (6)lge by abgy o (9o axlie (gom loads plo waz lhgas g lataslw ((ilsd 4355 0 (sl
new statutes, poI|C|.e.s, and enactmgnts issued by the respective (ol B oS Soy g ey |y losle SIS L dass o &l e g cuiled i) oS il wleads Sl g4
government authorities or those which have been updated. {ass ololid wish o ol dgs axlre awgs a5 glonizdlol b wyaz Slgas b badwlow
16467 11.2.2.4 Assess current compliance position and identify weaknesses or b ol b cans bla olubis ¢ bl Jsd cunsy b)) i ici i i
_ p p y sl gt b < 9 dbbsl b cusnsy U551 Evaluating current regulatory policies and regulations. Assess their S sl | m¥ Sl oes S o)1, Lo s sy o &l e s sl L)
shortfalls therein ol 595250 performance. Make necessary changes. i T e ’ e
16468 11.2.2.5 Implement missing or stronger regulatory compliance controls Fssb b ogiie ) ke 3lbal slaceiliw 5 a0 (s5luosly Assessing the current policies and policies. Implement missing and g 419l ¢ cmlins ¢ e Ol poss 4 a5 b 1) 09 g oY Sl . ad sla dwlas g lacalw b))
and policies necessary changes environmental changes, political changes, b omlns cslzme Sl pis olasl s 5 0uiS a0 1) S92 50 sladys) g sl i} 08 Jlogl 0,08
technological changes, etc. {ag2s ol 1) o3Y gla b5, 5 Slodlol «g,5lid
16469 11.2.2.6 Monitor and test regulatory compliance position and existing Sezge oS 5 ke Gl coaxsy iolesl g il o . . . N Sy Sl L 3 . Dol Skl (g 3luaigy jehateas slojle Gldail cunsy ob5l g Liomiw (iab
controls " Monitoring, appraising, and evaluating the compliance position of the R b el s s e N Sl sl 5 Ll
organization in order to fine-tune for effective remediation. Track WeRTIF ST s p S G SR T 0PB T R E L St 5B S e
efforts for handling regulatory and compliance requirements 9y s p3Y S 4igS 50 U oS bl 1) Ll cnl sy (Sas) sl (A1 slagss) 5 eass,
necessitated by law. Test the robustness of internal frameworks, &l ool Sloladl S b5yl g owyn |y oloslo 5o ouilsd Cole) Condy i sm) 09 (olulis
procedures, and approaches for dealing with these requirements, in 09 it B asS slesl 1) L3l cladss, s boem o 5 oiS o |, Seils Slalill ol ]
] . T 0w AT b Ao (bl ) sy, g bogr )l g oS G5 1) G9 Sz
order to clearly identify any necessary changes. fod oy oSl
el )Y &
19595 11.2.2.7 Compile and communicate compliance scorecard(s) Skl ()il o5 Slo,edbl s 445 Creating a graphical representation of metrics in order to Bkl g S, b alaly 50 clojle S cumsg JEm! jghiteas laasls 5l (S8LE ole G sl
communicate the general health of the organization in relation to risk G g b oS @l fogai b pugal O jgons |y Ol she Culey 5 Sy b b pe slaasli s n
and compliancy. faums Lioles wgd B g =y 1, olojles
19596 11.2.2.8 Compile and communicate internal and regulatory compliance Sy 5 s Gl sla i )l3S Slo,edbl g cyg0s » . . Mol 3ol ey Lamme slagylojls ay ailss oo Lo 35 cnl (558 slaoles & lkail la 155 JLa )|
reports Submitting compliance reports to regulatory agencies. These reports sole, slo il st} i 4] el o i oSl olgs Lamgs azl 3o sl golie
. L ) P T S Pl p) lem + d 4
can be made to environmental, securities, or human resources L sl ol e L L ol el e oS s 5 Ll ol
agencies as stipulated by the local governing body. 2 Mol Bl et yhzme Jro byt G slasled sl 5 05kl e a0 0810 BB, 0
foss Jlo) Sl molie
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16470 11.2.2.9 Maintain relationships with regulators as appropriate psi) Sype 3 s slasle b Ly, ki~ Developing and preserving relationships with the regulators, without €)% 5 sbrl i snaf €alaly S5l6 (slie 09,5 Joadas gy oSS slaolys b Laly, L 5 axwgs
compromising the legal basis of the relationship. g bas alal) Sgl Jgol a5 sligS 4 ylo il g ol,bL L bLs )}
11185 11.3 Manage remediation efforts ol Slaladl o R R o o o
Administering the efforts and activities for remediation. This process 5 Sl Ol pilins il f 5l A2 cnl 3ol Sleladl iy by yo (slacelld 5 Lo il g e 5 o)1
element requires the organization to create plans for corrective action $lady> Sleds Slage (izmen 5 (5o slasles 5,100 b (Mol Sleladl sl plaasl ool
in collaboration with government agencies and pertinent professional ol 52 odle IS g3 Wil st ol lacled 4 by e >Sol Slaladl 035> 4o a5 La e
services agencies which specialize in remediation efforts relevant to . o ) .
Slas (AiiS e |y milie Larass S o Litel | alp b ouS & giee bl )15 b aob oybojbles
the organization's operations. Additionally, the organization needs to < e R T Em e
consult experts to validate the plan, determine resources allocation, S i) bl Ga9as (ol Sl gl galr Gl el Sy 5 WS Sl |, (i
resolve any legal concerns, and formulate a company-wide policy for lp Oolid 5 b & jpdn laasiin 5 (Hgo lasle b S i 3 a0l Goyb 5l (adly o3, anl
remediation. {obMol 6l slojle Glacalos mos o o> Jlas Jo caulio (amass dog,b asl
11201 11.3.1 Create remediation plans ol glo by (py90 Creatlpg plans for remedlqt|on effor.ts. Make a plan to addres.,s ACBSE | ¢y s Lo ool 3y50 o 4 Sy sl sl o ool Slabadl g1y olmasliy g
of environmental adulteration. Identify and treat the adulteration so o 5 o bos ains T s o sl fadi
that the area will become operational again. 258 S S ol O s ) 7>
11202 11.3.2 Contact and confer with experts Ol 5L Sl g wles ()85 !Z)lscussmg and. soliciting .adV|ce from experts for in or.de.r to 2o Lmgas 1) o] Slolgiin 6,05 54 sokiieds Lol 5 51 6slie il o 5 b Jols 4 o
incorporate their suggestion (regarding Create remediation plans
[11201]) DY ] Mol sloask
11203 11.3.3 Identify/dedicate resources el Lavass! ool Identifying and dedicating the resources for managing remediation a1y (Mol Sleladl glys 5L5s 90 golie . Dol Sloladl g ppoe (sl lio Larass g olulio»
efforts. Discern the resources needed for remediation efforts. Sl Y alie i} €auds (anass sdumiv (6 S el p (i g (ibaie g0 | plie aued
Dispense with resources in a sound and well-reasoned manner. {awms bzl ihie g oddoles |y byl g 08 ot |, >l Sloladl gl
11204 11.34 Investigate legal aspects SBei> slbdi> wyp . o ) Slaladl 456550 g oaey 1> dacs lus ol ook 51 losle 6,135 066 § S)Us lacsga )l o)y
Examining regulatory and legislative frameworks. Obligate the o 15 s ] Lo et Sl el a5 “l
organization to remediate any damages through compensations, st gt B Gl S Ol @ pile el (509,20 Iacens £ e e
fines, and any other remedial efforts necessitated to correct the Jelo by 5 Gilsd 0550 )0 (Boi 8o g jsbaie ar ]y 08 g Hslalill (Mollins slaplon
situations. Analyze local environmental laws, binding international p3Y ool 5l 1y e s asS pike 1) loslo casS owyp 1) Sl 5ie 5 99 slasga oz cimfanles
covenants, etc. in order to examine legal accuracy about the rules s g5 155 51 La g, 5 aelsB ayph ytaae b 0S|, ULl 5 sl 5 a8 e
and procedures.
11205 11.3.5 Investigate damage cause R RE PV P Studying the causes of damage, which could be environmental, yokiieds il ;i o 13 0 5 elainl o (S jud ¢t jhame Wil o 4T LS 5 Jle )
physical, social, etc. at country level in order to institute better policies 0l b 0S50S mhans 50 1) Ol calise slacde s} iy O yhe 5 lacaslow (g0
and regulations. PRV S NPRTIPSCPTRCH IV IR PN O
3. i s . .. . Cna (A | Slolad Cslows 5 o
11206 11.3.6 Amend or create policy b 295 L L Crafting a new framework of policies and procedures for deploying oy 9 Loowlow Lol b (ol Ll izl sl loars) 5 locuslw Sl iz sz)lz (g
remediation efforts, or change existing policies and procedures. e Gl Lo (Mollinm o o (SO slocsz a5 anes 4 4z b ]) Culow LSl 09250
Adapt the policy structure to the context of the apposite national and 5 08 Pl 1) 39250 3150 b asS b wax slaasg) g bewbow ol Slaidl g2l gy )
international regulatory frameworks. {8 Sanlon b ye Ml 5 e e b 1, o
1216 114 Manage business resiliency g 5,910l o poe Sl Ll . et o L N T
Including the processes required to rapidly adapt and respond to any 7% & ol g b PEATLSE o 6550 @ gl 5 e Gl sl Y sloaal S
internal or external opportunity, demand, disruption, or threat. sbnl glaoanl b it oS (b Gl Sl co poe slp Faz Lo 5 3ol il 69,50,
Develop a more dynamic, strategic, and integrated approach to S8y g 098 85l G b (s slassags e DS dajls dacus 3 b g e Silgn lojle b oS
managing compliance obligations. {0mS 12l g ol 3kl lelll o ke (sl 4z S 5 (50 el g 0,525 <5 g amo L
11221 1141 Develop the business resilience strategy W gewS ysll 55l (b OS5 g oS Lo 1) 1SS slaoild pglas WM b g o Gusdad (sl (555l S (>
Cregtlng a strat'egy for rapidly adapting to dllsturbances. Maintain b gy s lojls b 08 oo (635l Sy 5 im0y IS ) 5 Lol
continuous business processes and protecting employees, assets, . } e .
and overall brand equity. OS5l g auS oy aslsl aBgy g IS genS slacdled asS (615 e ol 5 3l Lo Dl
1ogs cbli> wiy Lael g la ol
11222 1142 Perform continuous business operations planning S g pgloe Sldos (i 540k plo! ) _ ) _ aalsl Gigs 9o ylymu b S 59 oley 4o oo B gem lacdles b oS b oleasl p iz mf
Developing plans to ensure continuous business operations. [
11223 1143 Test continuous business operations 5 oS lhlac polas yiules] [ [ iviti ithi izati
p s des pglas Luls; Assessmg ongoing actlvme_s within the organization that are not g Gisie i s el Ll 5 3 45 el o)l slocalles L)
intended to stop except for in an emergency.
revenues, perform best, and provide good returns. Ax o d8l)] mlio
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16471 11.4.5 Share knowledge of specific risks across other parts of the Olosbo ot plo 3 P GlacSin, (s (58512504 Sharing information about risks and resilience strategies of business 'z lesbe el 3 S senS Sllee G3ll slasil il § S ) (s0,by0 Sledlbl (g JA5S sl
organization operations across the organization so that prospective risks can be Slesle o Caglie slags3l il § Slilas 4y by e Sledlbl Ll g} Jlois| sl 5l 6 S ol
avoided. {5 8ol Jhisl GlacSus, 59, 51 G
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Fostering external relationships with stakeholders of the entity,

10012 12.0 Manage External Relationships > klgy Co e including investors, government and industry, the board of directors, e s L
and the general public. This is not related to customer management. DFS e Qe mapde & £9950 O P8 P

11010 12.1 Build investor relationships LIS ale s U Laly, s g olom sl ol Cale) 5 2lll (bl Il soel (55luaz )L (6l Sl (S poe S sie S olox]
Creating a strategic management responsibility for integrating 5o wal 3 1) laiied plo g (Jlo anal> (lojlo (ylo adybogs bLs | o 5 550 (551,80 Sl - jlolee
finance, communication, marketing, and securities law compliance. Sy ) S eslial lejles Cu e as ik sla ulo 5 bl @il gl i ale s b Ly, 055>
Allow the most effective two-way communication among the .

, , , , , Sl L bk s albls )l e Jbe Hael b o o slacdled b g co olx! (65 0] S e LS
organization, the financial community, and other constituencies. Al " < T ¢ '}“‘f “f ool e 2 S “’m
Enlist the investor relations function to provide market intelligence to ' = 5 Olesbs Gm 485k 5 Sad (b)) iz rish az LS 5 Salon ol gl 0j9> 556
corporate management. o1y olesle copae b laJudos g Sleddol 3l L 55 ol a8 agle s b daslg ) 0595 9 00,5 1,8

1S slais alalST slas 115 v
11035 12.1.1 Plan, build, and manage lender relations OB aisply b balg ) o e g ol (i yal
- . . , KHPRESPRERY ; 5 syl il usas b 5l SBamssly s LSSL L Ly, oy L
Building and managing relations with bankers or lenders through 2>y Dpaze 0jp> 5o 558 Slaslid (st Bk Jl o amoly 5 oSSl b By e s ol
strong products/services strategies that bankers would want to Omb oste S S a plites ln el ndy e ail 6,5l BB 5 Sl LSSl gl o5
invest in. Foster a receptive environment for low rates of interest, L oBamsply o ool b Luly, o gl g anS sl conlio Jlo ol Lasl 15 g Laply s Lol oo s
easy access to loans, efc. Lobl s o5 slaply <l (sls sl ol 5 o5 i asbe s iz (slagsl il &)

11036 12.1.2 Plan, build, and manage analyst relations Ol XL b Ll o o g ol o5 ,400, Creating .and maintaining long-term r.e.latior)s with analygtg Involve o Lie o a2 by e 5 6000, slapamat 5 |, oSl o], Kot b tenils Ly, L ¢ olou!
analysts in strategy and product decisions in order to elicit valuable :

. . Wl s 4y gaied )yl Sledbl b ages
information.

11037 12.1.3 Communicate with shareholders ol b bLs Practicing regular, transparent communication with shareholders slaasl,o el gloyg0 (sla wles Vlo Slad> 6,55 5 o,k 51 o) losloaw b Blas g glate LLS | sl
through annual shareholders' meetings, quarterly earnings calls, slogiyy plo g (ol uled b ool 35k 50 8400 ,8 Slbols )l ] el 4 Cllas glaasl Jlo )l ¢ Lab
shareholders letters, one-on-one emails or calls, etc. alie

11011 12.2 Manage government and industry relationships fio g g Lalg, o [ intaini [ [ ' [

0 anage g y p S g Sgo Ll <o pae Creating an.d maintaining relationships with government and industry ooy g sl b Ly, L 5 slou!
representatives.

11038 12.2.1 Manage government relations sJgo Lailsy o o ) . ) )
Persuading public and government policy at the local, regional, sin (g Sy pha b Bl Slez 5 o cshilaie o e a0 (50 5 (cagas Cumlw (30,5 aclie
national, and global level (subject to government regulations). {iolss cole; b (ol i Galises zolaw jo (5o slacnlin § o pSpuoai p 108 50

12869 12.2.1.1 Assess relationships Lys, oU;,l Ascertaining how t.he business entity relates to all levels of 5 i drmags kel 45 1) olbojen g o aled b S g anly bl | g lolss 035 s
government. Identify areas that needs further growth and resources e Lls e ok ool .
to foster those relationships. i P R S B o

12870 12.21.2 Appoint responsible executives s oy olas! igni [ i

pp p Jgms ol e o ASS|gn|ng.exec.ut|ve level resourcgs to manage, grow, and drive s ool b Ly, i 5 Coss s pite sl syl gl 5 ke 5 e awaid
relationships with government bodies. o ©

12871 12.21.3 Monitor relationships albls )| o)l _ , ) ) ) i ‘

P 7227 Analyzing current relationships with government bodies and entities. 30 slaglojlo g laole b (Jad Lasly, Jolos

12872 12.2.1.4 Receive input from internal advisors 1o Gyl 5l @5 5 k3 23, Garnering internal advice from an informal group in order to tlotaly 8L, 1 i) Ly eelidinn 05ty g Lai jslaiods ams)ef 09,5 S | (SIS 05l S
successfully maintain and advance relationships. { g, sgupe g L g1y loslos S50 10 (comny pué 09,5 ST 5l oy9lie g

12873 12.2.1.5 Receive input from external advisors ) Olsliss 5l &eie 5 1 28L > Garnering third party advice from an informal group in order to 28y sim Lol sreloeiBne oy o Lo jolate 4y geuwy e 05,5 o 5l (5 S0lay 05l S
successfully maintain and advance relationships. {daly, Sgupe 9 Lo (glp comoy e Sgym 09,5 ST 5l 0y5lie g oloal,

12874 12.2.1.6 Liaise with authorities Slalie b bL3 )| )3, 5 Sealen , , _ _ _

PSSO Meeting with government heads and representatives. dgs B anles g Lug, b ol 6155 5 5 5l

11039 12.2.2 Manage relations with quasi-government bodies Sgeans slaslys L Ly, o naw Managing relations with quasi-governmental organizations, e Jsol 5 s e 45 6,505 gnand olgd o b b S g dacS i dalojlu b Laly, c pyoe
cor_porahons, busme_ssc_es, or any other agency that _|s. treated by 555 o5l > il 65 5 loze ey 31 o lblo 5 5 o e s Wl s ls 8 ey oo llss co
national laws and principles to be under the supervision of the
government but also distinct and self-directed from the government. ——

12875 12.2.2.1 Establish relationships with agencies ooles g b lojlos b L)l 13, $lp ¥ bl g Jol e s O jge )0 dalyy sll gl o b () o g sbaoles 0,5 15 50
Enggglng .government, regulatory, or |.ndustry agencies to establish S eekiss (sloolys g0 cslogslojls b ssins} oS Julont 1, Loyl sy 5 (538,518 Ly g
relationships. Analyze steps and requirements necessary for "y | ol s e b e (Soan <l oS e 15 L i elaeon]
inclusion, if needed. sy s e az gl o Cugas b )Sen lp aS (ow)n 9 95 )85 BLI) o slagres

OIS

12876 12.2.2.2 Respond to audit inquiries ; localgs )5 g by s 4y oyalogenly , _ , , , .

P g S SETETS S Bomn = 07PCE Cooperating with auditors regarding potential or ongoing inquiries. Gl b ogilly sla sy (ogas 53 lipas b (5)Son

12877 12.2.2.3 Maintain documentation of contacts Lo poled g Slbls )| a4 bgsye loiias (5,05 ool b1 ilga ol )b yiie g 0gill (b i S b St ledlbl (gol> a5 golil oSl (5 ,lagSS
Keeping a repository of documents that contain information about Aol g o o 5| sliegazma s in) S 2ol LT Lo oy 15 5 o 455 5,4 csloyss 5 s,
the network of partners, prospects and customers. Keep records up- ) T N
to-date with routine reviews and modify as needed. D32 550255 won [ B0 plite jsber 5 005 ) ) e 5 St sl 55 ¢ Losye

oS Dol b Sl jig,4 psy)
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12878 12.2.24 Plan and manage meetings ol o pae g 0,406, ENsuring regular. intgraction betwgen .business. entity anq qua§i- sloesls onbolml Ly Lais jslaieds goant (sloolys 5 5 g 4y oo phite Jolss 5l oyliall
government bodies in order to maintain established relationships. s s . ! cloosliind " 1l
. . S e ] Sl - . -
Collect and record meeting data for further analysis and use. 5 2 5 Spgleer Sl slaoslitl s o sladild sl |y bl
11040 12.2.3 Manage relations with trade or industry groups o b o)l glaeg 5L Laly, o poe . .
s ST . . , L . , Lo ol g el Lateis Canio S5, Jlad sl IS geenS Ly a5 olaloglo b dalg, <
Managing relations with organizations established and financed by e ol 5 s ) 2 et sle )55 P SBORI kB i
businesses that operate in a specific industry. Participate in public b (o oSS 5 (hgel colinhs wcdllas jLasil o6 5 (oY wiile (ages Laily; slacJlas ;o aiload
relations actions such as lobbying and publishing, advertising, Colex g olml Caro )] GlocS 18 Lawgs a5 st slaglejle b lacyess b bLs )| a} S o8 Liv
education, and political donations. (il anils o5 Jlie Conto wilio 8yme 5 608,055 gl LBl 1o 5 S oy |y Wigd oo e
12879 12.2.3.1 Evaluate the requirements for strategic relationships S5l l Lulsy (6l basaiasls b)) a3 L beodled a4z 0iS ) oo b o)l slaoled b 3815 4 09,5 sl p3Y Ll s
De.termlnlng the r_equwements to enter |r1 to an agreement with trade 3155 e L (6K (gl AiS ymiio iy} 395 uolo 5 e dests (3554 b igdd placl alsi e
or industry agencies. Discover what activities or processes can be ol i e il L Ny Ll e ol b Lo
conducted to provide the best mutual outcome. Sl 48)bgs ardie iy lgicge Ll az g cl oY nld 4 aie slapleflo Lager
{ass
12880 12.2.3.2 Monitor the success of the partnerships las,Sen 4 lacS L » o Lk Analyzing current reIation;ths with trade and industry groups. 15 5 At 3gn S e ] 45 0 Lol lisabl . tais 5 (6, (slaog,S b (sl Laly, Julos
Ensure that the partnership in successful and make modifications ol 1. 2y olaSh 1L
where needed. B P £ 2 e
12881 12.2.3.3 Extend or change the relationships Ly, joss b dxwgs i bt o b o)l () S0k (slaslys (sl o8 L (Sl 0,5 wal 3 b (oSS Sledbl )0, a8l
Providing additional information or inclusion for third party trade or 2 St Sl g 25 Gyl |y s o el ol (sl 39750 sl
industry entities; or changing existing parameters to modify the gl 9)lg lagg,Ked o aileny B oS ol bl i b ases j8 o b )0 (6, Sl slaolys Loz
current relationship. Communicate and execute changes. oty 53t |y s al s § 955 2ol 1y 5790 (650 (slo ol b slis cel p3¥ ST prion
1S oldee 1) Lol g 08,5 el
11041 1224 Manage lobby activities $ Y slacadlas 0,5y poe , , o . e - .
g y S5 saad 00,5 e Managing lobbying activities to affect government policies. $H90 sl 5 )18 ,50 Gl 65 Y lacadlad (0,5 Ly o
i i i 03,8 o , , . I Jilics 0,)L,0 5 9uiS ns |, &5 15 g ppite b o o lacaslow o)) Sales b Ly, Lais
11012 123 Manage relations with board of directors o powciia b Lulg, 00,5 Cu pae Maintaining relations with representatives of the stockholders. kol Blue 0)l)0 9 9iS aad 1, &8 10 S e b lad e (6 e OLoplees G anlel b Ll
Establish corporate management-related policies and to make hb e g sloiel (bls sl sl a5 a8 2l 1) (Sleladl g beoged 08 (6 S prenal 25,0
decisions on major company issues. Implement practices designed 3190 33 (65 poon ¢ e slamln (pg5 plos (lrlo Banle b bl | Lais : nf .asloads
to engender communication, trust, and cooperation. {65 g olatel bl ) Casis sl oo, 6zl 5 5 1 wge e
11042 12.3.1 Report financial results S mls U558 Reportln_g financial .resul'_[s to management, an_d relea_smg results to 5 e oy ezl S U155 | e 6las g pgec sl s Ll 5 e 4 e glis 5155
the public. Report financial statements, including the income i L T
REV-H : < Aoyl ¢y
statement, balance sheet, and statement of cash flows. °FTI ORIT Sx8 9 RIS OR)
it findi 5o E . N . . : by gt S S 0wl gl ol b b L5 b S5 . b ol 5,155
11043 12.3.2 Report audit findings =2l 2B 5 Reporting audit findings to management. Practice an internal audit ~ * =8 2% Soie S anlily ploens b B o PR & et @ S
with criteria for confirming a problem, a description of the situation, s )i ] S Sl | alas oS 08 &) olaslring aams ploxl St ol ay ) (peass
and the root. cause of the problem. Make recommendations that &) sl ety @l gl ad; g bl s Chuogs (St olulis b (A3l w3k plosl o)l poe 0 (ol
resolve the issue. (s
11013 124 Manage legal and ethical issues B g i Jlaws o o \ e legal _ _ . ' - aon )l z g} S sladsg, (10,5 Cu pde uizen o5l 4 ool sl SBei> sladg, o poe
anqglng egal practices to abide by the law, as well as ethica s Jatlial 5 ol Cols, ioiomon 5 oilys b JalS el 5 slcalol pplitads oo 5 Lnclles
practices. ©
1. S
11044 12.4.1 reate ethics policies M slacawlw olog! . . . N s bt Bt 5 s Lol s Y
0 Create P P sl ol Creating a code of ethics that communicate the organization's P30 pyes g O MS anxlre (b yiiie (HaBg 8 (LSS ) lojle ddls oS (S j9die S Slon)
philosophy to employees, vendors, customers, clients, and the public. &S e
11045 12.4.2 Manage corporate governance policies ECEURCNK (PP INCHN VN o _ Blo Jolss 098 oo Sy 5 Culan o508 S ol @bl as Sbeanl)d g baays) (slod wituns S o
Administering the system of rules, practices, and processes through ] e« L o FaisS ol (FasS s oL | ks o
. . . - ‘ . .o . 5o .o . 5ot o o KVY o . IR
which a company is directed and controlled. Balance stakeholder Ayl s g e e o 0P €O Ol Ol i e e el aloz 5 (il
interests including shareholders, management, customers, suppliers, SrS ol B (s sla iS5 Slles laaslp jleglojln Slaal 4y lotws sl 351l S
financiers, government, and the community. Outline a strategy for oilgd Jalis 58 18 ConSTo Ly la (s ) S i,k | Slejle Sledlbl slidl g o Slee
achieving organizational goals, from action plans and |r1ternal GBlasl 4 o, lp S5l 2905 5 (laiied ded @dlie o ojle Sl S 18 Colaa slaan] )
controls to performance measurement and corporate disclosure. o ' ‘
Leoledbl cudlas 5 o Slee Ghomiw o d3ls 8 (s5,400 0 3,k 51 olojle
11046 12.4.3 Develop and perform preventive law programs 0l iy Bei> slaasl 1> 5 4xwys Creating and applying programs and activities. Encourage the f g e e il aiile Kty uilsd 4 suial Lol o sl 5,05 4 5 olx)
adherence preventive laws, such as environmental law, sex
e ’ : ’ _ 955 |y 2yl OMlolae 5 ) g (5,400 1 ¢ 55 18 sLail (SOl 60,40l i), Foi> o St
discrimination, computer law, estate planning, corporate compliance, Gor Do 7 ol S5 S FOTER ERD S
business planning, and property transactions. e
11047 1244 Ensure compliance Sl she 5 pilsd Cale ) e s g}l 5l Laels! , . . " . Iy & sl Jondl g ccalize (418 b Blail . lejlu ldal comdg 51 o > ool
P bl s ol Sale o srind Sl ol Ensuring the organization's compliance position. Validate Jrels ‘f) | g ORI S ‘ 2o oo o
compliance with different statutes, regulatory directions, and legal QLS L (CDVFPAL GLE glocalow 5 oozl ol wil)d jlealital ) 08 (e Liel ) (5
principles (using Establish compliance framework and policies o Ladly lojles 45 0SS g oy st ) dudo plol  Sialon Sy o e 5 lail sloo o>
[17468]). Coordinate with compliance and risk management G e 5 Bkl slaasly b oS 5 S5 Sllyll b)) b1 IS ol S e cale, 1) &l e 5 oyuils3
personnel. oo ol S,
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11053 12.4.4.1 Plan and initiate compliance program ldasl a5l g (650,40l Y b s <. 5 s ol b sl L < ‘i
Employing an internal system or process to identify and reduce the ~ ** =727 3 <5 08 (A8 Sy 22l 5 lulid sl 2 222 b e 2 025 60
risk of breaching the Competition and Consumer Act 2010. Remedy S i) S (b Glbsil (gladsl  0uS slwl Bllail San b a8 Plel | Gak 45,8 AT -
any breach. Create a culture of compliance. Design compliance Ol alss 585 Oygo 40wl LEBLS 0aiS B pan 5 culd, yeild 5l alss Jleisl B osS slol A3l 5g50e
programs. LS anolys Glojlo o 1y gl Cule; Sam b pasin slaasliyy ()b b g 9SSk |,

[ 3Ll aals : : . . a5 0sS ol glbal o S gs & yhe g uiled cule, ol Sl gl asli s sLwosly

11054 12.4.4.2 Execute compliance program bl sl gl Implementing the established compliance program in order to meet S ol Bkl o S (9o Dl 5he g (lsd Cole) jglateas cadoll Blail adliyy (505 (3lwesly
the government laws and regulations. Create a compliance team that i) 455 il 5 swsn ) Ol Bisl s (092 e il (5 sloolys Lansgs odbas aclsd
scrutinizes the rules set out by government bodies such as the s Iy oo &l yie b aws JSis 5 cand g awiS Lol lesles yo 1 cilgd cule ) asli

Y9 9 @R h P9 S AT (50 9 IO 3 ) Gl ) 4oy
Securities and Exchange Commission. {055 i s o] 31 lojlas s cligabsl

11048 12.4.5 Manage outside counsel olesle 5l 2,15 Bsi> ol j5lie <o pae Managing professionals, sought externally for assistance over legal wd T Sy W g B> Slegdge 1 S8 Sl sl 4 lejle g Bsi> planiie Cu o
and ethical concerns. Administer and oversee assistance from .

_ ) : n _aass s el lp |y olaasie b9 35 15 Lawgs oadall,l Sleas ¢ eSS . wigd
subject matter experts and professionals for sourcing expert opinion ? A sla b TSI R e i
and counseling over legal and ethical matters. A )l 5 0)lol B 5 (Foho Jlos 050 05lie

11056 12.4.51 Assess problem and determine work requirements 5 plosl Slobdl s 5 St b)) o o . ) . . _ .

P g R P ot s <> Examining the problems and deciding the action requirements for slessld 5l Gige ol plesle 5l 255 (Seii> jglie (552554 (gl a8l Sl (yad 5 OSLe (s
engaging outside counsel. This process element calls upon the S el 1y 5l )5 sl 51 SaS g 5L aS 1, blece L35 &g a4 a5 amlys e lejls
organization to internally analyze the issues for which assistance . ) . .
sl Lie a5 1, alaccdled g Lo 1S 5 auS LS s jmaue ;> | alins 0l ylojlos copmizmon
from external counsel is needed. Additionally, the organization - i ‘33’“ ”? “"J A SR e e
needs to break-down the issue, identifying the tasks and exercises o ol o s wms (aeints S 1y USitie il plojls i ooled oLl 0387 S5 L]
where outside counsel can help. {us Jasein |y ol 4y 6,381y BB Gullsg 5 0,15 5L3 S pslie b S5 &

11057 12452 Engage/Retain outside counsel if necessary £33 Do o plasle 3l @)l sk pslie b s)lSee Liis fi5.15S% Recruiting the assistance of outside counsel for any legal and/or (SN U (o> altae 35 18 4y (S ln Glosle 5l )15 (Bodo (yslie S5 (53,5 65 54
ethical concerns. Engage and/or retain any external counsel sought Lo 1) a1 b ()8 bfg 025 )54 1) glaasite 5 (ego50 o 13 e 51 5L8,00 (95w Ol psline
from subject matter experts and professionals. Wty

i 5]l . , , . N j9> 5 S i a3, 5l ooliiwl U1 oylesbe oo Wil LS o pnly ol Jlo dalipy SO ags

11058 12.4.5.3 Receive strategy/budget o9 [s3l7l <L5% \Making a financial plan. This strategy sets out, using figures, an 397 S 5 on pen ) [l il plojl o T 0,90 gl 0 ponl, (il o iy S a0
organization's expected future results. Enlist the finance function to Calox b 05 eolatd wigd oo Sloml S geenS” slaojs> pl g o5 placdled I Gloiy sl Jle
support work generated by other business functions in order to build 39 O ygod |y 0o T ol a8 lejle o aalip pagas s ) 09 Sl 9 cd> ax0g sl Loy
and secure their support for the budget. {5ice > 42391 (gl Woojom b o o Lo 03> sl b 5 0iS o s

11059 12.4.54 Receive work product and manage/monitor case and work saiplil sl IS 5 oaigp o ylailcg paw 5 IS 9,5 <l 0 Receiving deliverables from outside counsel, and monitoring the WS (5565 1) 55 bty Lol basgs sadid o (30 (l5ee il 5 (Som gl Loz s il

performed effgrts commﬂted_ by them. Track the progress qf, collect, and 5 6slanz (Som yslice Hlsie @ ol 25,8 eadse (S 5 Glaasis I 5Lis e e,
validate the required work product from the subject matter experts b oclo s o o elin ol et sstiosls slatl NG e aiS e Licl
¥ 4 Il [ y .
and professionals engaged as external counsel. Verify the amount of . “5’4'" 7 ST "0 MR
effort dedicated by these counsels to the issue at hand, in order to | OIS iS5 Sy S Lo |y s Ol Slaizs S gt S s i li5>
confirm their fees. fos 0l 1) oyl e g o Laddl oliwe owyp b g 0uiS bs,l 5 JLos
11060 12.4.5.5 Process payment for legal services oy lp o g sl Jolpe plol s i} (Boi> Sleas gl cslopy (ol Making paymenFs tq legal advisgrs for their services. ngments Ssled b Pl ar (S, ol bl ol plasleas cul (Bodo o jslie 4 lacsls  pll
{ Bgi> sladzn include addressing issues or suits by customers, suppliers, Lo e closles okl L. o lFansS - as ool s s
" competitors, bankers, government agencies, etc. 2yhse Ginle s o slaslyd daCl L3, (BT 5esb ke 55 Sl eaig s
11061 12456 Track legal activity/performance sga> oo Slas 5 oodled ¢ .5 Keeping track of the legal activities and performance of the - L.
g yip XS 9 - S Orgapnizgation g p QLO)’L» B> Sloc 5 lacles S

11049 12.4.6 Protect intellectual property 658 oSl 5l clslas 653 slaalls 5l glos S abs 5l plojlu a5 S o Sl sl cpllejle (6,58 cuSTLe 5l cdslax
Safeguardlng the mtellectugl property of the orggnlzatlgn. This 6 e5as ANDA) Ledl e (slaasli 58155 e g sl ol sl il S’ liblone 055 Lamsgs ool
process requires the organization to protect a wide variety of s o] ol sl Comtis 21250 s el s Lol s Lol o5 lnos b s
intellectual property created by it. It involves creating and managing Alye Slestitel oy wil (oS €2 Sty Sl ool 0 plejle &5 lpels> o )lr S5
non-disclosure agreements (NDAs), following up on current sleblis 4 bgpe slaceslow ool 5 (B35970) j92m0 joohe Ll pd Lad g slml ol 125 3> (sl
developments in the areas where the organization holds patents, Lzl pae sladab3ély IS cnl sy 1S cdidlne Glojlo (5,58 slaolls 51 cm) ol 5,58 coSIls
tracking thg usg of th.e organization's copyrlghjted ma_telrlal, creating S5 s g ) ool S (6 |, iy sl (slbozem Vo aniS S e 5 ol
and upholding licensing terms, and administering policies for ) . '
safeguarding intellectual property. ) 6,58 coSb 5l cblis slacasbow 5 S 12l g 2995 | je2me joio lalyl S ao) 1) (losl

Lo o plojl 5,58 Goir jIb 0iS Cy e

11062 12.4.6.1 Manage copyrights, patents, and trademarks ES I [JEEICON S PR SAON

96 copyrign's. P A PP B G e _ _ G355 (SIS 5 el senlys el bast 62K S 53 b S9750 ot 3 5 Loy Ca e
Managing the patents and copyrights already held or sought by the e ol NN I I TR e
organization. Administer and oversee applying for, securing, and ) G5 il @ by slacelsz o S )l oo G5 ity B o plejle 650
maintaining intellectual property rights in the form of patents and (B3> oo el p3Y (6,58 CoSlo Lai> b 2o (52 45 o, (slaenlysyo dan Jlolf a8 JLs)|
copyrights. Submit applications for such rights. Handle associated 455, 1S (5 glaex 1) Lajliial 5o 0w @MUl 5 (g 1) e slaslu] 0SS, |y ad ye
legal issues. Qraft and c.ommunlcatel proper attributions. (?ollect B s oty (6)agSs 5 s any T o))z i} S S 5 il |, (6,55 anSle gk 5 solitilsgus
royalties. Monitor any misuse of the intellectual property rights. o _ ' i X _
Uilome s ool 5 (Sl )l g slitel 3o 250 cdas po (Sl Jlus (55 Loy
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11063 12.4.6.2 Maintain intellectual property rights and restrictions 6,58 coSIle slacusgame g Gea> L e el b - I e )
Managing the upkeep of intellectual property rights by creating and Al el oozl K canae s bl Bk Sl 88 cafle Goi SBlag® 00,5 S0
managing a framework of rules, policies, procedures, and 95 00,5 plulid |y Soym Jole yo lawgs Goi> (ol jl ooliiwl (e (slogy lw Lgsgaze g ey,
restrictions. Outline a clear policy for any possible scenario of their oSl soi> Laa> gl lacudgame 5 opuilsd 5l el i dm ) OiS w5 9oyl 5 Sl pbg, (Sl
use by any external agent. (05 905 ely s S e o0liia] Jain] Cornog 1 (6l g RS o ppie 5yl (655

11064 12.4.6.3 Administer licensing terms 2839 Ll d o e 9 wbow plojle (6,58 CoSle 3l (5)ls po g (205970 b Lo po slacawbw g Ll 5 ojllai g o poe
Administering and overseeing the terms and policies associated with Sy Orsy 97l DS o e g ol 1) Sgym Jele jo a4 jeme Jleist sllael (oS> Lyl
Ilcen3|ng the organization's m_tellectual pr(?perty. Crgate and. manage ol 5 Ll ) S et el 4 blaie S5 35 L ity g5 8 Jorme 3 1 CeneSlo
the policies and terms governing the possible granting of a license to s . Ll - e e oS5 el s <l sl bl
any external agent. Demarcate a clear framework that governs the sty 4 Sozme slhel Gl S S ey Slejle 50 slaglls Jleslitnl jzme 2l 4 by e
licensing of any patents or copyrights held by the organization. e Glojle slacaly o5 5 Ly Semme joao sl pamie Loz lr o5 0 J5BS 5 s 1) S

{oss

11065 12.4.6.4 Administer options ka3 <o »ae Managing options regarding licensing agreements. Follow favorable ‘ . .

s termsgang cgnditionsg ° 9% S Cale) |y ogllae Lyled 5 Ll om0 jome (sladsliBdlys 0)50 0 oy 5 g e

11050 1247 Resolve disputes and litigations gi> goles g B oy : _ _ . . . ) )

P g SIS 0355 Jatsd Resolving disputes or civil lawsuits internally or externally. B L B O ppon Sae B gsles b S ()35 faby |

11051 12.4. Provide legal advi nselin Sgi> 0,5l 45| idi i i

05 8 ovide legal advice/counseling 9> 0 5l a3l ProY|d|ng Iggal advice .concerr.ung .the substance or procedure of a e by 5o b LS o g5 s s, b Comnle 90 50 Bk o,5lie 4l
law in relation to a particular situation. -

11052 12.4.9 Negotiate and document agreements/contracts laals )| 3/leasl 3855 s5lwasins 5 0,513 Negotiating terms to reach a final draft of a contract that is e L . .
acceptable to all parties Qb Jgu8 BB lald,b aan (gl aS solo )8 olos giyien 4 i jebaiedy dayl il o )by 90,5 0,51k

11014 125 Manage public relations program Ly, 44l <o »ae Managing a public relations programs through business and

(S ) TR Commgunigc]:atigns skills prog 9 Sl g B gems lac e G2,k 5l (oges Laly) slaasliy (5,5 Cu puoe

11066 12.5.1 Manage community relations sleiz! Ll oy »ae Developing and administering community relations. Establish el bl 5l plejle 5 aams oo JSas ) (lojlo codlad Laos a5 63181 L assl> b daily) o105 angs
business connections with the people constituting the environment sbnl aloasl s 555 Cusis Culam 5 slazel ( blite 5,5 b oS 350 6 )5 g lbls )| a8 oo 2l o
the organization operates. in and draws resources from in order to el el 3131 el s} 5 s pgomedanls 5 ke ot | el g < S
foster mutual understanding, trust, and support. Create programs i . )
that promote the organization's image in a positive and community- 2 Ol Sl (ke g g 050 lr lagl calem 5 2loel b uiiS Pk plaaelin g 05 )13 abal,
oriented way. {05 S anal>

11067 12.5.2 Manage media relations Glala, by o o T . BB asS 180 blsd 118 s b laale . b dale. = ;
Developing and managing relations with media. Develop A s Satie Gl 5 Lo BB 01185 LUl 555 b Laail b daly, o e 5 s
connections with journalists to solicit critical, third-party Syl abaly il 5 oS53 bigin) 058 Cdlys Glajlo b cwns ggdse (Jgame Sy o)l (&b
endorsements for a product, issue, service, or organization. {oss jeme cute I b 5,155 lejbe b Jsame o5l 0 s & jgods byl b oS

iti ili ol gy . . . e , a5 bl 5. ol S g bagyl 5o ylojle a5 bl b LS 5 Casal (48,5 g

11068 12.5.3 Promote political stability =l =W @37 promoting political security and stability in the regions where the sblin 2 ansign ool oot lag] o plosl &5 bl 1o ol 2l 5 Sl 005 s
organization conducts business. Encourage political stability in the Ol et Sl Se Sladeli 5l oS SeST (clow DS ol 5 Sl 4y w5 oo Zdled losle
regions where the organization operates. Support civic programs, slaculad 5l asS o 5 ol a5 sla e o im0 Coles alin o)lge g bls | slap il
citizen engagement, connection platforms, etc. [ polazel LB 5 5lily cip] oo 6l b S Zoles b 5 elaz]

11069 1254 Create press releases Slegdas slaagly 03,5 sl i) olejle 4 Cond az g g 4Bl bl 5 Y55 0,0 Sl oMbl (sl Slegbae sladsily cngos
Developing press releases to communicate developments and .

arei b wS Jite bale, 4 |, ool Lot b oo jobiws docd piny a5 > slooyie ags
generate interest in the organization. ‘y it foale; oy ool e LA oo T e e SR M‘J
{958 o Hlaisd 5 ages 1S3

1070 1255 Issue press releases Sleshas slaasls Lazil Issuing press releases to carefully selected media in distribution aiile g5 GBS Gaybo ) (onds ol cds @) ottt glaail) sl Slegalas slaaily Lax]

channels such as the web, newspapers, and social media. stloix! laaSis g loaslsy, dacoluwoy
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