Service Management
System Policy - External
Version

PURPOSE

To promote excellence in customer service
through delivering added value using industry
best practice and standards.

To demonstrate management commitment on
fulfilling service
improve  the

requirements, continually
effectiveness of  service
management system.

SCOPE

This policy applies to all OQ services and
applicable Stakeholders.

EXCEPTIONS OleLoCw Ul

None
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OQ management and all Stakeholders shall
demonstrate commitment towards best in
class service using customer focused and result
oriented approach backed with technology
innovation.

All relevant Stakeholders shall communicate
and manage respective suppliers with the goal
to deliver services in line with OQ business
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objectives and customer expectations (derived
or stated).

All Stakeholders shall focus on delivering
beyond the expectation and always strive for
continual improvement by following service
management best practices and international
standards.

Overall governance

1) All Stakeholders shall follow processes
and policies of business process
management framework and contribute
towards continual improvement.

2) EPMO (BPM) shall review the framework
periodically (Annually) and assess the
need for improvement.

3) Inputs for improvements shall consists of
feedbacks, audits, best practices and
international standards.

Plan

a. Service strategies shall align with overall
Organization strategies and suitable best
practices/ standards.

b. Plan shall include but not limited to
strategy, design, transition, operation and
improvement of service.

c. Plan shall reflect the highlights of supplier
contribution towards service delivery.

d. Planshall constitute customer expectations,
obligations on 0oQ and
dependencies/constraints.
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Execution

a.

Service life cycle shall make use of
applicable processes, policies, guidelines
etc. as per business process management
framework.

Execution records shall demonstrate the

customer expectation handling with
involvement of supplier.
Service delivery mechanism shall

incorporate service level agreement for
customer in alignment with supplier

agreement.

Monitor and Review

Monitoring of service execution shall follow
service management life cycle processes.
Periodic management review shall highlight
financial and operational performance of
service management at all levels.
Independent assessment shall demonstrate
the verification of adherence to service
management system.

Maintain and Improve
EPMO (BPM) and process owners shall identify
opportunities of continual improvement of

service management.
All Stakeholders shall provide inputs for full or

part of Service Components as per defined

process.
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