Business Process Management
Introduction to Concepts
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Eindhoven University of Technology

Business Process Management

Relation with  Process minif;g (Re)desigm of workflows
BPR

Simulation Resource management
Logistical aspects_ @ 0 Analysis of workflows
Protos Concepts
Guidelines FLOWe management dydtemd

Techniques for business process modelling
‘AWWQ/ w O'V'kﬂOW INTERORGANIZATIONAL WORKFLOW

Workflow management WITH OR WITHOUT WFMS



Business Is a Process

American Productivity & Quality Center
(APQC) 2007

Structured processes account for only 10% of
the work performed within organizations each
day;

the remain 90% is executed in a completely
dynamic, unstructured environment.



The value generation pyramid describes Business
Performance built on an operational foundation.

Valuation
Share Price
Top Line Growth
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Business is a Process

Time in Job
lin4onjob<lyr
1lin2onjob<5yrs

Competency is low

Ability to innovate drops

Lack of commitment

Quality is low

Processes

\

Enabler rather than core
Hidden costs

Rolling refresh cycles
Disruptive by design
Outsourcing

> Technology

S



Which is better for improving?

* People can be trained up to the limit of their
packground and fundamental ability.

* People can still commit mistakes and errors.

 Technology can be improved to the best
available but other competitors can do the
same.

 Technology can be useless if not used in well
designed processes.



For most organizations
Change
is difficult
and
Significant Change
1S
almost impossible

Newton's First Law of Motion: “An object in motion tends to stay in motion."



Business Process Management
(BPM)

A method of efficiently aligning an organization
with the wants and needs of clients.

It is a holistic management approach that
promotes business effectiveness and efficiency
while striving for innovation.
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ROI of BPM

A method of efficiently aligning an organization
with the wants and needs of clients.

It is a holistic management approach that
promotes business effectiveness and efficiency
while striving for innovation.




ROI of BPM

Impact Value
Effectiveness mmmmssm)  Productivity
Optimal Standardized Process Do More With Less
One Language — Multiple
Dialects
Efficiency V|S|b|||ty
Visibility to key process metrics ]
and ability to monitor overall Continuous Improvement
performance
Innovation — Agility
Changes implemented rapidly
while maintaining control Speed to Value

It’s all about Results



Business Process Management is to “process”
what Master Data Management is to “information”

Accurate Optimal
Information Processes

Business
Objective

Governance :

Method MbM BPM
Governance [ Master Data Master Process
Technology Repository Repository

BPM and a Master Process Repository drive predictability
and repeatability into work processes and operations



The Master Process Repository is the
hub for continuous improvement

Optimal e Provides a context for how the business operates
Processes — Interdependencies of processes

— Accountability

v — Cause & Effect

BPM e Drives technology independence

— Decouples “how” the business operates from “what” it
operates on

v — Sustains operational predictability through technology
cycles

Master Process
Repository

e Delivers efficiencies
— Creates persistent processes across the enterprise
— Provides analytics to uncover under- or unutilized processes
— Enables accurate costing of (operational) processes



Process Visibility

Visibility
Provides
Time
To
ACT
Vs.
React

On Demand Measurement and Analysis
of actual running processes
mAutomated collection
mAlways-on monitoring
mEarly Detection of anomalies

mAlerting
mRoot-Cause Analysis —
et iy
A

High Visibility

Possible -
Manage Runwa
Impact & ’ v

© IDS Scheer AG  www.processworld.com



Monitoring, measuring and analyzing operational processes &

events provides the base for “com

Monitor and Measure

How many calls violated the SLA last week?

Where are the bottlenecks within the
process?

Which regions and customers performed
best?

Analysis: What, How, Why

Automatically monitor performance
indicators

Uncover actual process behavior patterns
and compare to target patterns

Determine root cause for anomalies in
behavior
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Modelers and simulators enable rapid process reengineering
for “control” of operations
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Modeling

— What are the new business
needs?

DO0D800D000000000@®@BO0 7|

— Can manual steps be
automated?

— Is the new model documented
and broadly available?

Simulation

— Automatically capture time
steps in simulated process

— Project performance against
targets o

— Discovery of “best” processes
for safeguarding organizational
changes




How do you get started with BPM
No Point if it is not Transformative

To truly Create you must first let go:
of the past - of preconceived ideas!
See Orbiting the Hairball p216

Processes are dynamic and subject to change.
We will do what we have to do to get our jobs done.
All VOIDS will be filled!
Think about:
— What problem are we trying to solve?
— What is really important to get right?
— How do we know the VOC?
— How will we measure success?
— What happens when we leave?
The more you know about our processes
the quicker you can respond to change: AGILE
The longer the cycle time between today’s “To Be” design
and implementation the greater the “gaps” will be
BPM Approach: Iterative Story Boarding / Sticky Note



BPM shifts “Project Thinking”

“Process Thinking”
PH Solution Li

s o Rl
]

Manage BPM Solution

Define

* Collaborate across functional boundaries to understand
the complets value chain.

* Communicate business reguirsments in simple format.

* Direct translation into implementation requirements.

* et better requirements faster.

of solution imglementation.

)
*

Implement
* [teratively validate business needs through all 2tages

* Integrate control over manual and adhoc tasks.
* Ciost effectively leverage exisiing technology assets.
* Implement end-to-end improvements faster.

Operate Measure

* Built-in visibility to current process status and resource * Rezal-time meazurement of service level and
utilization. business productivity goal attainment.

» Standardize work management practices within and * Built-in analysis of histoncal process rends and
acress funclional teams. simulated impacts of proposed changes.

* Standardize control over your business operating + Align improvements around quantifiable impact
maodel. busziness process perfonmance.

—
M anﬂg e * Establish roadmapivision forthe  * Establish phazed releases of * Align effort and resource prioritiss
Process. solution functicnality. with business value.

» Accelerate realization of business value.

& 2002 |8M Corporation



BPM Project Method

11to12 13

Test Go Live >

Dafinttion Mapping

PLAYBACK 0
“Define the Process”

* As-Is and To-Be
Process Maps

* User Stories
«Problems and Pain ~ PLAYBACK 1 PLAYBACK 2 PLAYBACK3
Points “Build the Process” “Connect into the Refine the Delivery’
* KPIs/Metrics/SLAs _ Infrastructure” “Madel Coriicr @
+ Opportunities for + Author the Business ' E)? e dedeeef :hs%s (i
Lo e * DataHow -Thiough . Buﬁj‘:\netrics ::\d Pe?:mlw;ne:e
* Process Triage . Deﬁpe_: the Roles / - Other Systems of Record iots (TLrar i
» Process Charter and Participants .SMTP Megosurement)g
ROI \E;aerfil;gl g;e Data Elements/ Daita Watcidiiss . Othor typos of Processing
» Configure the Screens *LDAP/SSO Automation
« Model the Rules across the  * EAl « Feedback from Playbacks

Screens and Model
& 2009 IBM Corporaticn



How do you get started on BPM

Pick a Pilot Project
Small or isolated process with minimal # of users
Achievable in short time period (90 days)
Tangible business benefits as a production application
Follow an iterative methodology
Start to build a BPM Capability

Complete certain knowledge transfer with experienced resources
Establish Standards and Guidelines
Establish deployment process

Build Out Your Team
Project Manager (full or part time)
Business Analyst
Developer(s)
SME from Other Integrated Applications
Quality Assurance
Select a BPM tool



Think about the types of

Processes

Process
characteristics

Examples

Required features

Human-centric

» Claims processing

* Employee on-boarding

» Task list / workflow portal
» Organization management

= U] development

Integration-centric

» Order fulfillment
» HIPA transactions

» Straight-thru processing

» |ntegration tools
* Transaction management

» Partner profile management

Content- centric

» Contract management

» Claims dispute resolution

» Document management

Decision-centric

» Loan origination

» Underwriting

» Business rules engine

» Business rules management

& 2009 186 Corporatien




Model Pilot Project Outcomes

Design Criteria
#1 Customer focused
#2 Data integrity

#3 Integrated & automated process flow: Key KPI: paperless
#4 BAM & CPI

Define the Happy Path —i.e. “The Perfect Order”
Documented Workflows with Accountability Swim Lanes
Develop Process documentation

Heat Map: where are the biggest issues

Action Plan

— Next30-60-90-120 days

Who else do we need to dial in?

What will you do different when you return

How will we educate the masses

Transformation KPI’s - how will we measure implementation?
BAM & CPI



Modeling for the To Be:

ldentify the Start and End Point milestones: i.e. Scope

ldentifies the key milestones in between; limited
number 8 — 10

|dentify key activities under the milestones

Add owners and roles as we proceed

Capture and rank problems / concerns as they come up
Align for the Happy Path

Action Plan; who, what, when

Communications & Training Plan

Transformati(_)n KPI’s - how will we measure
implementation?

BAM & CPI



Think about

How do | keep the existing momentum going?

How do | generate interest in BPM projects?

How do | gain new BPM customers in my organization?
How do | gain funding for future BPM projects?

Where does BPM fit:

— Review approved projects where BPM technology could be a
better fit ie. become a solution architect

— Review process and workflow requirements where existing
vertical applications fall short i.e. become a solution architect

— Target small initiatives: Think small funded projects, with short
implementation durations (sprint not a marathon) with a
significant impact (reduce the pain)



Generating BPM Momentum

Your process leader(s) must become an educator of BPM and the tool
capabilities
— Leverage the BPM product and BPM materials

— Use the tool’s capabilities to the full extent like using the simulator to justify
projects

Nothing sells like success:
— Early adopters must be an advocate for BPM in the organization
— Advertise the BPM impact

The demand will exceeded available funding & resources.

— Mange the demand, secure funding, prioritize, secure and train resources,
coordinate the timeline. Repeat as needed.

At one local Financial Services Company
— In eight (8) business days, they went from one (1) pilot project to
— Over forty (40) project ideas
— Five (5) additional funded BPM projects
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