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The Company / Ooredoo

Ooredoo Q.P.S.C. a Qatari Public Shareholding
Company

(Ooredoo Qatar)

oQ

Ooredoo Qatar

SMS

Service Management System

EPMO

Enterprise Portfolio Management Office

BPM

Business Process Management

Service Component

Any part of service management system such
as service life cycle, design, delivery, incident
handling approach, transition and retirement
etc.

Stakeholders

All related people/ parties relevant to service

management system according to this policy.
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Policy Statement &l 1 glus

0Q management and all Stakeholders shall
demonstrate commitment towards best in
class service using customer focused and
oriented

result approach backed with

technology innovation.
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All relevant Stakeholders shall communicate
and manage respective suppliers with the
goal to deliver services in line with 0Q
customer

business objectives and

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
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strategy, design, transition, operation and
improvement of service.

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

Plan shall

expectations, obligations on 0Q and

dependencies/constraints.

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
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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.

VERSION HISTORY

Approved by

This policy is an extract of
the original SMS Policy
(POL/2020/4)

Juuaillg @b dlaall
6lah) d5)p il qolp &)la] (ifo ole g
alelall ge gugg—wallg (@4l alelpal

.doaall &ylall paiumall Juuaill jnpd Apaai
alayidoll gy di (utieall dalb gle waug
Ldag doxall aligio o cljaf gf JoLAl

63310ll alelppull

Description of

Policy Reference

1 Apr 21, 2020 CEO
Executive Director
1 Nov 22, 2023
Strategy & EPMO
Page 5 of 5

Change
Initial version POL/2020/4
Editorial Changes POL/2020/4



