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Term Definition

Aggregator
Source

An organization that acts as a middleman between 
application and content providers, and mobile 
carriers. Provides message traffic throughput to 
multiple wireless operators or other aggregators; 
provides mobile initiative campaign oversight, and 
administration, as well as billing services.

Key performance indicators
Measurable values used by managers to assess 
the effectiveness of processes and functions in 
meeting organizational goals.

Measures or metrics
Source

Numbers or quantities that record a directly 
observable value or performance.

Mission statement
Source

A short statement of an organization’s purpose 
identifying the scope of its operations: what 
kind of product or service it provides, its primary 
customers or market and its geographical region of 
operation. It may include a short statement of such 
fundamental matters as the organization’s values or 
philosophies and main competitive advantages.

Tactics
Source

Microstrategies that take advantage of business 
situations as they develop. They are quick, 
actionable plans that support an organization’s 
overall strategy.

Trading company
Source

Businesses working with different kinds of 
products which are sold for consumer, business or 
government purposes. Trading companies buy a 
specialized range of products, maintain a stock or 
a shop, and deliver products to customers.

Vision
Source

An organization’s road map, both indicating what 
the organization wants to become and guiding 
transformation by setting a defined direction for 
the organization’s growth.

http://digitalimpactalliance.org/
http://www.brainardstrategy.com/wp-content/uploads/2011/06/OGTM-Mgt-Training-2011.pdf
http://www.businessdictionary.com/definition/measure.html
https://en.wikipedia.org/wiki/Mission_statement
https://business.simplicable.com/business/new/what-are-business-tactics
https://en.wikipedia.org/wiki/Trading_company
https://en.wikipedia.org/wiki/Vision_statement
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Term Definition

Average revenue per user 
(ARPU) Source

The total revenue divided by the number of 
subscribers.

Break even
Source

The point at which revenue received equals the 
costs associated with receiving the revenue.

Burn rate
Source

The rate at which an organization is consuming 
or burning its financing or store of capital to 
support operations in excess of cash flow.

Business model
Source

A plan for the successful operation of a business 
which identifies sources of revenue, intended 
customer bases, products and details of financing.

Business plan
Source

A formal statement of business goals, reasons 
they are attainable and plans for reaching them. 
It may also contain background information about 
the business organization or team.

Business-to-business (B2B)
Source

A situation where one business makes a 
commercial transaction with another.

Business-to-consumer (B2C)
Source

A service or product exchange from a business  
to a consumer, whereby merchants sell products 
to consumers.

Capital expenses (CAPEX) 
Source

Funds used by a company to acquire or upgrade 
physical assets, such as property, industrial 
buildings or equipment.

Incremental costs
Source

The increase in total costs resulting from an 
increase in production or other activity. Also called 
marginal cost.

Interactive voice response
Source

An automated telephony system that interacts with 
callers by gathering information and routing calls 
to the appropriate recipient.

Market share
Source

The portion of a market controlled by a particular 
company or product.

Operating expenses (OPEX)
Source

Ongoing cost for running a product, business or 
system, such as rent, marketing or payroll.
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http://digitalimpactalliance.org/
https://en.wikipedia.org/wiki/Average_revenue_per_user
http://www.investopedia.com/walkthrough/corporate-finance/4/project-analysis/break-even.aspx
http://www.investopedia.com/terms/b/burnrate.asp
https://en.oxforddictionaries.com/definition/business_model
https://en.wikipedia.org/wiki/Business_plan
https://en.wikipedia.org/wiki/Business-to-business
https://www.techopedia.com/definition/1424/business-to-consumer-b2c
http://www.investopedia.com/terms/c/capitalexpenditure.asp
http://www.investopedia.com/terms/i/incrementalcost.asp
https://www.upwork.com/hiring/for-clients/interactive-voice-response/
http://www.investopedia.com/terms/m/marketshare.asp
https://en.wikipedia.org/wiki/Operating_expense
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Term Definition

Pay-as-you-go model
Source

A system where the consumer pays for a service 
before using it and cannot use more than they have 
paid for.

Payers
Source

A person or organization that gives someone 
money that is due for work done, goods received or 
a debt incurred.

Positive cash flow
Source

A position where the cash that flows in to the 
organization is higher than the cash amount that 
flows out during the same period of time. A positive 
cash flow will not indicate for sure that profits 
have been made, but it means that finances are 
improving for a firm.

Revenue assurance
Source

A function within some telecommunications 
companies designed to ensure that corporate 
activities improve revenue generation  
and/or profitability.

Revenue share
Source

The distribution of profits and losses between 
stakeholders, such as partners, employees, or 
companies in an alliance.

Runway
Source

The length of time in which a company will  
remain solvent assuming they are unable to raise 
more money.

Sustainable Development 
Goals

A set of 17 global goals developed by the United 
Nations for improvements in areas such as health, 
education, poverty reduction and environmental 
well-being by 2030

Strengths, weaknesses, 
opportunities and threats 
(SWOT) analysis Source

A structured planning method that evaluates 
internal and external factors that are favorable and 
unfavorable to achieving a business objective.

Total addressable market
Source The total market demand for a product or service.

Total cost of ownership
Source

A financial estimate intended to help buyers and 
owners determine the direct and indirect costs of a 
product or system.

Value chain
Source

The full range of activities that organizations 
go through to bring a product or service to their 
customers, including production, marketing and the 
provision of after-sales service.
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http://dictionary.cambridge.org/us/dictionary/english/pay-as-you-go
https://en.oxforddictionaries.com/definition/payer
http://www.businessdictionary.com/definition/positive-cash-flow.html
https://en.wikipedia.org/wiki/Revenue_assurance
https://en.wikipedia.org/wiki/Revenue_sharing
https://www.davemanuel.com/investor-dictionary/cash-runway/
http://searchcio.techtarget.com/definition/SWOT-analysis-strengths-weaknesses-opportunities-and-threats-analysis
https://en.wikipedia.org/wiki/Total_addressable_market
https://en.wikipedia.org/wiki/Total_cost_of_ownership
https://en.wikipedia.org/wiki/Value_chain
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Term Definition

Addenda 
Source

An addition to a completed written document. Most 
commonly, this is a proposed change or explanation 
(such as a list of goods to be included) in a contract or 
some point that has been subject of negotiation after the 
contract was originally proposed by one party. Although 
often they are not, addenda should be signed separately 
and attached to the original agreement so that there 
will be no confusion as to what is included or intended. 
Unsigned addenda could be included fraudulently or 
confused with rough drafts or unaccepted proposals.

Aggregator
Source

An organization that acts as a middleman between 
application and content providers, and mobile carriers. 
Provides message traffic throughput to multiple wireless 
operators or other aggregators; provides mobile 
initiative campaign oversight, and administration,  
as well as billing services.

Annexes A document appended to another document to make it 
clearer or to give further details.

Assignment and 
assumption
Source

An assignment and assumption agreement transfers 
one party’s rights and obligations under a contract to 
another party. The party transferring their rights and 
duties is the assignor; the party receiving them is the 
assignee. Sometimes, an assignor is not completely 
relieved of liability even after they assign a contract. 
Parties must look to a contract’s specific language to 
determine applicable restrictions, terms and conditions 
for assignments and assumptions.

Creative Commons (CC)
Source

One of several public copyright licenses that enable the 
free distribution of an otherwise copyrighted work. A CC 
license is used when an author wants to give people the 
right to share, use and build upon a work that they have 
created. CC provides a creator flexibility and protects 
the people who use or redistribute another’s work from 
concerns of copyright infringement as long as they 
abide by the conditions that are specified in the license 
by which the creator  distributes the work.

End-of-life
Source

A term used with respect to a product supplied to 
customers, indicating that the product is in the end of its 
useful life (from the vendor’s point of view), and a vendor 
stops marketing, selling, or rework sustaining it.
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http://legal-dictionary.thefreedictionary.com/addenda
http://www.mmaglobal.com/wiki/aggregator
http://legalbeagle.com/6931197-definition-assignment-assumption-agreement.html
https://en.wikipedia.org/wiki/Creative_Commons_license
https://en.wikipedia.org/wiki/End-of-life_(product)
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Term Definition

Indemnity, 
indemnification
Source

To guarantee against any loss which another might suffer. 
Example: Two parties settle a dispute over a contract, 
and one of them may agree to pay any claims which may 
arise from the contract, holding the other harmless.

Intellectual property (IP)  
Source

Any of various products of the intellect that have 
commercial value, including copyrighted property such as 
literary or artistic works, and ideational property, such as 
patents, business methods and industrial processes.

Made for hire
Source

Work subject to copyright that is created by an employee 
as part of his job, or some limited types of works for 
which all parties agree in writing to the designation. Also 
known as work for hire and work made for hire. 

Service level agreements 
(SLAs)
Source

A contract between a service provider (either internal 
or external) and the end user that defines the level of 
service expected from the service provider. SLAs are 
output-based specifically defining what the customer will 
receive. SLAs do not define how the service is provided 
or delivered. The metrics that define levels of service 
should aim to guarantee a description of the service 
being provided, reliability, responsiveness, procedure 
for reporting problems, monitoring and reporting service 
level, consequences for not meeting service obligations, 
and escape clauses or constraints.

Statement of work (SOW)
Source

A document routinely employed in the field of project 
management. It defines project-specific activities, 
deliverables and timelines for a vendor providing 
services to the client. The SOW typically also includes 
detailed requirements, pricing, and standard regulatory 
and governance terms and conditions.

Termination clauses
Source

Contract provision allowing it to be terminated under 
certain circumstances. Also known as terminate 
provision.

Work for hire
Source See Made for hire.

http://digitalimpactalliance.org/
http://www.thefreedictionary.com/indemnify
http://www.thefreedictionary.com/intellectual+property
https://en.wikipedia.org/wiki/Work_for_hire
https://www.paloaltonetworks.com/cyberpedia/what-is-a-service-level-agreement-sla
https://en.wikipedia.org/wiki/Statement_of_work
http://thelawdictionary.org/termination-clause/
https://en.wikipedia.org/wiki/Work_for_hire
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Term Definition

Agile methodology
An approach to project management utilized in software 
development. It uses incremental, iterative work 
sequences, commonly known as sprints.

Aggregator
Source

An organization that acts as a middleman between 
application and content providers, and mobile carriers. 
Provides message traffic throughput to multiple  
wireless operators or other aggregators; provides 
mobile initiative campaign oversight, and  
administration, as well as billing services.

Annual maintenance 
contract
Source

A written document that sets forth the terms of an 
agreement between a client and a maintenance service 
provider. The overall purpose for a maintenance 
contract is to have consistent fees and regular 
availability of the service provider at a savings over 
random or emergency calls.

Application  
programming interface 
(API)
Source

A set of protocols, routines, functions or commands 
that programmers use to develop software or facilitate 
interaction between distinct systems.

Business intelligence 
(BI)
Source

Any information that pertains to the history, current 
status or future projections of an organization. BI 
software enables users to obtain enterprise-wide 
information more easily, letting users slice and dice 
the information from their organization’s numerous 
databases without having to wait for their IT 
departments to develop complex queries.

Carrier grade
Source

A system or a hardware or software component that is 
extremely reliable, well tested and proven in  
its capabilities.

Cross-operator

A service that is made available by multiple mobile 
network operators (MNO), typically in an identical 
fashion. For example, dialing the number “911” will call 
emergency responders in many countries in the world, 
regardless of the MNO being used to make the call. 

Data-flow diagram  
Source

A graphical representation of the “flow” of data through 
an information system, modelling its process aspects.
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http://www.mmaglobal.com/wiki/aggregator
https://legalbeagle.com/7736037-maintenance-contract.html
https://www.techopedia.com/definition/24407/application-programming-interface-api
https://www.pcmag.com/encyclopedia/term/39071/business-intelligence
https://en.wikipedia.org/wiki/Carrier_grade
https://en.wikipedia.org/wiki/Data_flow_diagram
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Term Definition

Drop-down fields
Source

A data field that allows the user to choose one value  
from a list.

Health management 
information system 
(HMIS)
Source

An information system
specially designed to assist in the management and 
planning of health programs, as opposed to delivery  
of care.

Interactive voice 
response (IVR)
Source

An automated telephony system that interacts with 
callers by gathering information and routing calls to the 
appropriate recipient.

Interconnect agreement
Source

A business contract between telecommunication 
organizations for interconnecting their networks and 
exchanging telecommunication traffic.

Level 1 support
Source

Basic help desk resolution with lower-level technical 
personnel trained to support simple customer issues, 
such as solving usage issues and fulfilling service  
desk requests that need IT involvement. Also called  
Tier 1 support. 

Level 2 support
Source

In-depth technical support from experienced and 
knowledgeable technicians, but not necessarily engineers 
or programmers, for problems that cannot be handed by 
Level 1 support. Also called Tier 2 support.

Level of effort (LOE)
Source

The most realistic amount of effort (expressed in terms of 
person-hours or money) required to develop or maintain 
software based on incomplete, uncertain and noisy input. 

Long code  
Source

A normal 10-digit mobile number used for two-way 
communication. 

Metadata  
Source

Data that describes other data. For example, data 
dictionaries and repositories provide information about 
the data elements in a database.

http://digitalimpactalliance.org/
https://en.wikipedia.org/wiki/Drop-down_list
http://www.wpro.who.int/health_services/documents/developing_health_management_information_systems.pdf
https://www.upwork.com/hiring/for-clients/interactive-voice-response/
https://www.techopedia.com/definition/26059/interconnection-agreement
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
https://en.wikipedia.org/wiki/Software_development_effort_estimation
https://en.wikipedia.org/wiki/Long_number
https://www.pcmag.com/encyclopedia/term/46848/metadata
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Term Definition

Minimum viable product  
Source

The most pared down version of a product that can still 
be released.

Product owners  
Source

The product owner represents the product’s stakeholders 
and the voice of the customer; and is accountable for 
ensuring that the team delivers value to the business. 
The product owner defines the product in customer-
centric terms (typically user stories), adds them to 
the product backlog, and prioritizes them based on 
importance and dependencies.

Queries  
Source

Searches performed on a database. In addition to 
obtaining lists of records that match the search criteria, 
queries to a database allow for counting items and 
summing amounts.

Request for information 
(RFI) 

A process that uses a standardized format for collecting 
information from possible vendors or suppliers

Request for proposal 
(RFP) or Request for 
quote (RFQ) 

A document used to solicit detailed proposals or bids 
from vendors or suppliers

Service level agreements  
Source

A contract between a service provider (either internal 
or external) and an end user that defines the level of 
service expected from the service provider. SLAs are 
output-based specifically defining what the customer will 
receive. SLAs do not define how the service is provided 
or delivered. The metrics that define levels of service 
should aim to guarantee: a description of the service 
being provided, reliability, responsiveness, procedure 
for reporting problems, monitoring and reporting service 
level, consequences for not meeting service obligations, 
and escape clauses or constraints.

https://www.techopedia.com/definition/27809/minimum-viable-product-mvp
https://en.wikipedia.org/wiki/Scrum_(software_development)#Product_owner
https://www.pcmag.com/encyclopedia/term/50064/query
https://www.paloaltonetworks.com/cyberpedia/what-is-a-service-level-agreement-sla
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Term Definition

Short code  
Source

A numeric code assigned to a commercial  
organization for SMS text messaging. Users send a 
message to a short code to receive a prepared (not 
interactive) response.

Software development 
life cycle  
Source

A framework defining tasks performed at each step in  
the software development process consisting of 
a detailed plan which describes how to develop, 
maintain and replace software. The life cycle defines a 
methodology for improving the quality of software and  
the overall development process.

Unstructured 
Supplementary Service 
Data (USSD)  
Source

Sometimes referred to as quick codes or feature codes, 
USSD is a protocol used by cellular telephones to 
communicate with the service provider’s computers. 
Unlike SMS text messages, USSD messages create a 
real-time connection which remains open, allowing for 
a two-way exchange of a data. This makes USSD more 
responsive than services that use SMS.

Visual mockups 
Rules built into a software’s user interface that validate if 
data entered into a data field is acceptable and prevent 
erroneous data from being entered.

Visual mockups

A visual representation of how a digital solution’s user 
interface will look once it has been developed. Mockups 
can be simple sketches on paper or more detailed 
visualizations created using visual design software.
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http://digitalimpactalliance.org/
https://www.pcmag.com/encyclopedia/term/60145/short-code
https://www.techopedia.com/definition/22193/software-development-life-cycle-sdlc
https://en.wikipedia.org/wiki/Unstructured_Supplementary_Service_Data
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Term Definition

16/5 support A support service that is provided 16 hours a day Monday 
to	Friday.

24/7 support A support service that is provided 24 hours a day and 
seven days a week.

Above-the-line  
marketing
Source

Mass media marketing, through television, radio 
and print media, which is not targeted at a particular 
customer but to a wide audience.

Aggregator
Source

An organization that acts as a middleman between 
application and content providers, and mobile carriers. 
Provides	message	traffic	throughput	to	multiple	wireless	
operators or other aggregators; provides mobile initiative 
campaign oversight and administration, as well as billing 
services.

Agile methodology
Source

An approach to project management utilized in software 
development. It uses incremental, iterative work 
sequences, commonly known as sprints.

Below-the-line  
marketing
Source

One-to-one marketing through the distribution of 
pamphlets, handbills, stickers, promotions and brochures 
placed at point of sale or roadshows.

Closed user group  
(CUG)
Source

Closed	User	Groups	are	groups	of	mobile	telephone	
subscribers who can only make calls and receive calls 
from members within the group. 

Fast-moving consumer 
goods (FMCG)  
Source

Products that are sold quickly and at relatively low cost, 
including non-durable goods such as over-the-counter 
drugs and food.

Level 1 support
Source

Basic help desk resolution with lower-level technical 
personnel trained to support basic customer issues, such 
as	solving	usage	issues	and	fulfilling	service	desk	requests	
that need IT involvement. Also called Tier 1 support. 
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http://digitalimpactalliance.org/
http://www.theadvertisingclub.net/index.php/features/editorial/3256-difference-between-above-the-line-and-below-the-line-advertising
http://www.mmaglobal.com/wiki/aggregator
https://linchpinseo.com/the-agile-method/
http://www.theadvertisingclub.net/index.php/features/editorial/3256-difference-between-above-the-line-and-below-the-line-advertising
https://en.wikipedia.org/wiki/Closed_User_Group
http://www.investopedia.com/terms/f/fastmoving-consumer-goods-fmcg.asp
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
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Term Definition

Level 2 support
Source

In-depth technical support from experienced and 
knowledgeable technicians, but not necessarily engineers 
or programmers, for problems that cannot be handed by 
Level 1. Also called Tier 2 support.

Level 3 support 
Source

Expert-level product and service support with access 
to the most skilled technical staff for problem resolution 
or new feature creation. Support is provided by chief 
architects, engineers or product developers who attempt 
to	duplicate	problems	and	define	root	causes	using	
product	designs,	code	or	specifications.	Also	called	Tier	
3 support.

Outbound dialers  
(OBDs)
Source

An outbound dialer, also known as a predictive dialer, 
dials a list of telephone numbers and connects answered 
dials to people making calls, often referred to as 
agents. Predictive dialers use statistical algorithms to 
minimize the time that agents spend waiting between 
conversations, while minimizing the occurrence of 
someone answering when no agent is available.

Revenue share
Source

The	distribution	of	profits	and	losses	between	
stakeholders, such as partners, employees or companies 
in an alliance.

Service level  
agreements (SLAs)
Source

A contract between a service provider and an end user 
that	defines	the	level	of	service	expected	from	the	service	
provider.	SLAs	are	output-based	specifically	defining	
what the customer will receive.

Short code
Source

A	short	digital	sequence,	significantly	shorter	than	a	
telephone number, that can send and receive SMS and 
MMS	to	and	from	mobile	phones.	Users	send	a	message	
to a short code to receive a canned response such as a 
web link. Each country has its own system.

Top-up shop A business where an individual can add value to their 
mobile phone package.

Train-the-trainer (TTT) or
Training-of-trainers (TOT)
Source

An	education	model	whereby	individuals	identified	to	
teach, mentor or train others attend training themselves.

http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
https://en.wikipedia.org/wiki/Predictive_dialer
https://en.wikipedia.org/wiki/Revenue_sharing
https://www.paloaltonetworks.com/cyberpedia/what-is-a-service-level-agreement-sla
http://computer.yourdictionary.com/short-code
http://classroom.synonym.com/definition-train-trainer-6800041.html
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Term Definition

Unstructured 
Supplementary Service 
Data (USSD)
Source

Unstructured	Supplementary	Service	Data	(USSD),	
sometimes	referred	to	as	“Quick	Codes”	or	“Feature	
codes”, is a protocol used by cellular telephones to 
communicate with the service provider’s computers. 
USSD	can	be	used	for	browsing,	prepaid	callback	
service, mobile-money services, location-based content 
services, menu-based information services and as part of 
configuring	the	phone	on	the	network.

Virtual private network 
(VPN)
Source

A	virtual	private	network	(VPN)	extends	a	private	network	
across a public network, and enables users to send 
and receive data across shared or public networks as if 
their computing devices were directly connected to the 
private network. Applications running across the VPN 
may	therefore	benefit	from	the	functionality,	security	and	
management of the private network.

Waterfall methodology
Source

A sequential, non-iterative design process, used in 
software development processes in which progress is 
seen	as	flowing	steadily	downwards,	like	a	waterfall,	
through the phases of conception, initiation, analysis, 
design, construction, testing, production/implementation 
and maintenance.

http://digitalimpactalliance.org/
https://en.wikipedia.org/wiki/Unstructured_Supplementary_Service_Data
https://coresolutions.ca/blog/core-business/choosing-best-project-methodology.php
https://en.wikipedia.org/wiki/Virtual_private_network
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Above-the-line marketing
Source

Mass media marketing, through television, radio and print 
media, which is not targeted at a particular customer but 
to a wide audience.

Account manager
Source

An account manager is a person who works for a 
company and is responsible for the management of 
sales and relationships with particular customers.

Aggregator
Source

An organization that acts as a middleman between 
application and content providers, and mobile carriers. 
Provides message traffic throughput to multiple wireless 
operators or other aggregators; provides mobile 
initiative campaign oversight, and administration, as well 
as billing services.

Agile methodology
An approach to project management utilized in software 
development. It uses incremental, iterative work 
sequences, commonly known as sprints.

Below-the-line 
marketing
Source

One to one marketing through the distribution of 
pamphlets, handbills, stickers, promotions, brochures 
placed at point of sale or roadshows.

Break even
Source

The point at which revenue received equals the costs 
associated with receiving the revenue.

Burn rate
Source

The rate at which an organization is consuming or 
burning its financing or store of capital to support 
operations in excess of cash flow.

Business development 
Source

The activity of pursuing strategic opportunities for an 
organization, such as  strategic partnerships, commercial 
relationships, and new markets for products or services.

Business model
Source

A plan for the successful operation of a business, 
identifying products, revenue sources, customer bases 
and finance details. 
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Term Definition

Capital investment
Source

Funds used by a company to acquire or upgrade 
physical assets, such as property, industrial buildings or 
equipment.

Direct-to-consumer 
Source

Marketing aimed at the customer who will buy the 
product rather than the shops where it will be sold.

Economies of scale Cost savings realized on a per unit basis as production or 
activity increases.

Gap analysis
Source

A process comparing an organization’s actual 
performance to its expected performance to determine 
whether it is meeting expectations and using its 
resources effectively.

Institutional memory
Source

A collective set of facts, concepts, experiences and 
knowledge held by a group of people.

Key performance 
indicators (KPIs)

Measurable values used by managers to assess the 
effectiveness of processes and functions in meeting 
organizational goals.

Level 1 support
Source

Basic help desk resolution with lower-level technical 
personnel trained to support simple customer issues, 
such as solving usage issues and fulfilling service desk 
requests that need IT involvement. Also called Tier 1 
support.

Level 2 support
Source

In-depth technical support from experienced and 
knowledgeable technicians, but not necessarily engineers 
or programmers, for problems that cannot be handed by 
Level 1 support. Also called Tier 2 support.

Level 3 support 
Source

Expert-level product and service support with access 
to the most skilled technical staff for problem resolution 
or new feature creation. Support is provided by chief 
architects, engineers, or product developers who attempt 
to duplicate problems and define root causes using 
product designs, code or specifications. Also called  
Tier 3 support.

http://digitalimpactalliance.org/
http://www.investopedia.com/terms/c/capitalexpenditure.asp
http://www.investopedia.com/terms/d/direct-to-consumer-advertising.asp
http://www.investopedia.com/terms/g/gap-analysis.asp
https://www.igi-global.com/dictionary/institutional-memory/14802
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
http://www.bmc.com/blogs/support-levels-level-1-level-2-level-3/
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Term Definition

Mentor-to-mentee A relationship by which a person (the mentee) is advised, 
trained or counselled by another (the mentor).

Non-financial incentives
Compensation given that does not involve cash, such 
as job title promotions, awards, and sponsorships to 
conferences or training programs.

Notice period 
Source

The time period between the receipt of the letter of 
dismissal or resignation and the end of the last  
working day.

Operating costs 
Source

The day-to-day expenses incurred in running a business, 
such as sales and administration, as opposed to the 
costs of production.

Peer-to-peer 
Source

A relationship between two or more people or groups, 
without any implied authority to any individual in the 
relationship.

Performance indicators A measure to assess the performance of organizations or 
business units and their employees.

Product Manager 
Source

The role responsible for the strategy, road map and 
feature definition of a product.

Secondments 
Source

The temporary transfer of an official or worker to another 
position or employment.

Standard operating 
procedures (SOPs)
Source

A set of step-by-step instructions compiled by 
an organization to help workers carry out routine 
operations. SOPs aim to achieve efficiency, quality 
output and uniformity of performance while reducing 
miscommunication.

Success profiles 
Source

A process that articulates the competencies and 
motivations needed for successful job performance

Train-the-trainer (TTT) 
or Training-of-trainers 
(TOT) Source

An education model whereby individuals identified to 
teach, mentor or train others attend training themselves.

Waterfall methodology 
Source

A sequential, non-iterative process used in software 
development in which progress is seen as flowing 
steadily downwards, like a waterfall, through the phases 
of conception, initiation, analysis, design, construction, 
testing, production/implementation and maintenance.

https://en.wikipedia.org/wiki/Notice_period
http://www.investopedia.com/terms/o/operating-cost.asp
http://www.cdtl.nus.edu.sg/success/sl13.htm
https://www.aha.io/roadmapping/guide/product-management
https://en.oxforddictionaries.com/definition/secondment
https://en.wikipedia.org/wiki/Standard_operating_procedure
http://www.bersin.com/Lexicon/details.aspx?id=14827
http://classroom.synonym.com/definition-train-trainer-6800041.html
https://coresolutions.ca/blog/core-business/choosing-best-project-methodology.php
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Term Definition

Aggregator
Source

An organization that acts as a middleman between 
application and content providers, and mobile carriers. 
Provides message traffic throughput to multiple wireless 
operators or other aggregators; provides mobile initiative 
campaign oversight, and administration, as well as billing 
services.

Business model
Source

A plan for the successful operation of a business which 
identifies sources of revenue, intended customer base, 
products and details of financing.

Codify
Source

To establish or express in a conventional or standard 
form through documentation.

Digital channels The use of digital technology to market, sell and distribute 
products and services.

Distribution
Source

The movement of goods and services from the source 
right up to the final customer, consumer or user.

Fast-moving consumer 
goods companies
Source

Firms that sell non-durable, relatively low-cost 
consumer products.

Gap analysis
Source

A process comparing an organization’s actual 
performance with its expected performance used to 
determine whether it is meeting expectations and using 
its resources effectively.

Governance structure A defined management framework in an organization 
within which decisions are made.

Health information 
exchange (HIE)

A mechanism for facilitating the interoperability of data 
systems and the sharing of data. 

Landscape analysis
The process of gathering and analyzing information 
related to the environment in which a product, service or 
solution operates.
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Term Definition

Memorandum of 
understanding (MOU) 
Source

A nonbinding agreement between two or more parties 
outlining the terms and details of understandings or 
partnerships, including each parties’ requirements and 
responsibilities. An MOU is often the first stage in the 
formation of a formal contract.

Program charter
A document articulating and delineating the goals of a 
program, communication processes and the roles 
and responsibilities of participating partners.

Project management 
office (PMO)
Source

A group or department within an organization that defines 
and maintains standards for project management within 
the organization. The PMO strives to standardize and 
introduce economies of repetition in the execution of 
projects. Sometimes called a project management unit.

Public filings A financial statement or other formal document submitted 
to a government authority.

RACI table
A matrix of all the activities or decision making authorities 
undertaken in an organization or consortium lined up with 
the individuals and partners involved in them.

Request for information 
(RFI)

A process that uses a standardized format for collecting 
information from possible vendors or suppliers.

Request for proposal 
(RFP) or Request for 
quote (RFQ)

A document used to solicit detailed proposals or bids 
from vendors or suppliers.

Service level agreements 
(SLAs) 
Source

A contract between a service provider (either internal 
or external) and an end user that defines the level of 
service expected from the service provider. SLAs are 
output-based specifically defining what the customer will 
receive. SLAs do not define how the service is provided 
or delivered. The metrics that define levels of service 
should aim to guarantee: a description of the service 
being provided, reliability, responsiveness, procedure 
for reporting problems, monitoring and reporting service 
level, consequences for not meeting service obligations 
and escape clauses or constraints.

http://www.investopedia.com/terms/m/mou.asp
https://en.wikipedia.org/wiki/Project_management_office
https://www.paloaltonetworks.com/cyberpedia/what-is-a-service-level-agreement-sla


242   digitalimpactalliance.org 1 2 3 4 5 6 7

BEYOND SCALE  |  Partner Relationships Module: Glossary

Term Definition

Short code
Source

A short digital sequence, significantly shorter than a 
telephone number, that can send and receive SMS and 
MMS to and from mobile phones. Users send a message 
to a short code to receive a canned response such as a 
web link. Each country has its own system.

Steering committee
Source

A committee that decides the priorities or order of 
business of an organization and manages the general 
course of its operation.

Tariffs 
Source

The fee charged by a telecommunications operator to its 
customers for use of mobile services.  

Technical working group 

A group of subject matter experts working together to 
achieve specified goals. The group is domain specific 
and focused on discussion or activity around a specific 
technical area.

Top-up shop A business where an individual can add value to their 
mobile phone package.

Tripartite agreements
Source An agreement between three parties.

Value-added services 
Source

A telecommunications industry term for non-core 
services, such as all services beyond standard voice 
calls, SMS and data.

http://digitalimpactalliance.org/
http://computer.yourdictionary.com/short-code
https://www.google.com/search?q=define+steering+committee
https://en.wikipedia.org/wiki/Telecommunications_tariff
http://www.businessdictionary.com/definition/tripartite-agreement.html
https://en.wikipedia.org/wiki/Value-added_service
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