Contents

(@ aF= o) (=T gt A 1 0 o LU o3 1 o ISP 1
Chapter 2 The NAatUre Of PrOCESSES ...uuuiiiiiiii e e e e e 3
a1 =T (=] F= 10T o = Tt AV 1 1 = PPNt 4
LTS U £ PPt 4
The purpose behind the FESUILS .........cuiii i e e e e r e e e e s srnr e e e e eeeeeanns 4
The importance Of StAKENOIAEIS ..........eeiieii e e e e e e e e s e s e eeeeaeeeans 5
Distinguishing OULPULS frOM OUICOMES .....ciiiiiiiiiiieiii et e e s e e e e e e st e e e e e e s e nnr e e e e e e e snnsrnneeeeees 7
RESOUICES ...ttt ettt e oottt e e o4 ook e e e ettt e e oo oo aa e E b e e ettt e e e 4o e R R b e e et e e e e e an b b eb e et e e e e e e e b rrreeeeeeeaean 8
LI L= (=T o L0 (o= TP RPRTR 8

L 0}V (o= I =TT o U o 8

L (U= T I ST o 1N ] o = PP 8
FINANCIAI FESOUICES ...uuuitiiiiiiiiiieitietteeteeeeeeesesesesesessssseessesesssesesssesesssssssssesssssssssssssssssssssssesssssnssseseeerererererernees 9
KNOWIEAGE FMESOUICES ......eeeeieeeie ettt ettt e oo oo ettt et e e e e e e e s e e bt et e e e e e e e e e nnbbe e e e e e e e e e e nnbbeeeaaeeesannbnneeeaans 9
L= oY o TU = 10
SUMIIMIATY oottt e oo oo oo oo oo oo oo oo oo oo oo e oo e e oo e oo e e e e e e e e e e e e e e e e e e e e e e et e e aaaaaeaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaaans 10
0TS o o SR PURPRRR 11
Chapter 3 RECOQNIZING PrOCESSES ..uiiiiiiiiiiiiiiiie e e e e e ettt e e e e e e e eeeaeba e e e e e e e eeeaasaa s 12
Problems wWith ProCeSS FECOGNITION .......oiiiiiiiiiiiiii ettt e e e e e e s sbb b e ee e e e e e e sabbeeeaaaeeeaans 12
o Tt U o) o I =TT U L 12
2 Te] 0] s gV o X el g (o] o o [o11LY o NPT PPPPPPRRTN 13
KEY DUSINESS PIOCESSES ....tieiiiiiiiiiiiitie ittt e e e oottt e e e e o s e hbe et e e e e e e s e aaa bbb e e e e aeeeaaanbsbeeeeassannbbeeeaaaeeeanns 14
FUNCLION VEISUS PIOCESS ...eeeiieeieiiitttieeee e e e e ettt et e e e s e sttt et e e e e e e s e s aabee et e e e e e e s aabbbeeeeaaeeeaansbsbeeeeeeaasnbbeeeeaaaaaanns 14
Transactions and VAIUE SEIEAIMS ........uuiii ittt ettt s bt e e s sttt e e e bt e e e s bbe e e e abbeeesanbbeeeeaneee 15
ST ] 1= Y27 19
Chapter 4 Managing processes effeCtively ..., 20
e (o Tol Ry RN T W O 0] o1 (=) S 20
DEtEIMINING PUIPOSE ...ttt ettt e e ettt e e e e e et b bttt e e e e e e s e bebe et eaa e e e s s nbebeeeeeeeseannbbeeeeeaeeseaannbbeeeeeaannbbeneaaaeeeanns 21
Determining StAKENOIAEIS .......ooo ettt e e e e ettt e e e e e s e abbbe et e e e s e nbbbeeeaaaeeeaans 21
StaKehOIdEr WaNTS......cco o 22
StAKENOIUET SUCCESS MEBASUIES .....uveiiieitiiee e ittt e sttt e sttt e e sttt e e st be e e e abb et e e sabb et e e sbbe e e e snsbeeeesnbbeeennseeeeeanneeeas 22
S DTt ot TSl = ot (o] = RPN 23
Process OULPULS aN0 OULCOMIES. ... ...uuiiiiiieeieiiiieiiee e e e e s s st e e e e e e s s st e e e e e e s sasataeeeaaeesssnnseseeeeeeeesassnnnnneaeeenanns 24
[0 [T 1Y o TR A= o] o Lo ST T Y= PSSR 25
o Tod= TSI o] o] [= o3 1)Y= SRS 25
PrOCESS IMEASUIES ..uuuiiiieiieiiiti i e e e ettt r e e et et et e e e e e et ee e et e e e e e e e aebateeeaeeeeebaa s e e e e eeeeet s san s e eeaeeeeebssnnnaaes 26
o U = g T=T 0 0= 1 1o Lo £ 27
L= 1 L= T OO PP P PP PP PPPPPPPPPPPPP 27
e (0 To S ST v (o [T F T TP O PP PP PP PTPPPPPPPP 27
ACHVILY FIOW CRAITS ...ttt et e e e e e s bbb e e et e e e e e s et e e e e e e e e aanbbbeeeaaaaaeaans 29
ACHVILY FIOW CRAITS ...ttt et e e e e e s bbb e e e e e e e e e s e e et e e e e e e e nbbbeeeaaaeaeaans 29
L CoTot =T [ =T PP TPRPPTIPR 29
YIS (= Y=t o g =T o | PP TPRPPTRPR 29
RESOUICES ...ttt oottt e e o4 e o a b e ettt e e e e 4 e e R s b h e ettt e e e a4 e as b bR e e et e e e e e sabe e e e e e e e e aanbbrnneeeeeeeaan 30
PIOCESS FBVIBW ... .eeiiiiitiie ettt ettt s bttt e e ettt e e ekt e e sk bt e e ek bt e e e e ebbe e e e e sa b et e e e snbeeesabbeeeesabbeeeessnbneeenas 31
o Tod =TT 1 0] o1 €01V Z=T 0 =T o S SPRPRR 32
ST 1] 1= Y7 32



Chapter 1
Introduction

The notion of Process Management has been evolving over a number of decades
but has gained real momentum during the 1990’s through a number of fashions
and trends including “business re-engineering”, “the business as a system” and
“process mapping”. The introduction of national quality awards such as the
Malcolm Baldrige Award in the US (MBNQA), European Quality Award, UK
Business Excellence Award and many others across the world has also brought in
the notion of Process Management. All of the ‘excellence’ models are based upon
a number of common, underlying principles, namely Leadership including
organisational culture, Planning including strategy, policies, stakeholder
expectation, resources, Process and Knowledge Management including
innovation and problem solving, and finally Performance Results covering all
stakeholder expectations. Pivotal to organisational success is effective and
efficient process management. The EFQM Excellence Model® below clearly
illustrates these principles and the importance of processes as an enabler of
results.

ENABLERS RESULTS

People People Results
- . Key
Leadership Policy & Processes Customer Results Performance
Strategy Results
Partnerships & Society Results
Resources

INNOVATION AND LEARNING

Figure 1 EFQM Excellence model®
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Introduction

However, on first encounter, the EFQM Excellence Model® appears to suggest
that processes are separate from Leadership, People, Policy and Strategy,
Partnerships and Resources because Processes are placed in a box with these
factors shown as ‘inputs’. This also suggests that the processes are more
concerned with the ‘engine room’ than the ‘boardroom’. In reality, there are
processes in the boardroom as well as the engine room. Clearly there must be
strategic planning processes, policy-making processes, resource management
processes, processes for building and maintaining partnerships and above all
processes for leading the organization towards its goals. The model therefore
must be viewed as representing an organisation as a system with each of the
factors continually interacting with each other to achieve the goals. Whatever an
organization desires to do, it does it through a system of processes. However, we
must not forget that fundamentally the EFQM Excellence Model® is an
assessment tool. It was not intended to be a design tool. Also it was designed as
a diagnostic tool although it can be a helpful input to a diagnosis. It is used in
assessing an organizations commitment to the excellence principles and to allow
comparison of such commitment and performance between organisations.

This publication sets out to examine different perspectives of processes and
presents an overview of an approach that can be used as a design tool to assist
organizations develop their business processes and manage them effectively.
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