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 A Process is an activity or group of activities that takes an input, adds value, and provides an output

· More formally, A Process is an ordered set of activities that transform a resource to a product

 Everything is done by a process … from designing and building an airplane to frying an egg

· Some processes are efficient

· Some processes are not

· Some Processes are documented

· Some Processes are not

Process Design and Process Reengineering are all about the development, management, and then improvement of business processes to enhance an organizations ability to optimally meet its tactical and strategic vision and mission

Introduction

A Process is defined to be an activity or group of activities that takes an input, adds value, and provides an output; an ordered set of activities that transform a resource to a product.
Learning Objectives:
· A Process Model is a graphical representative of the process created to promote understanding and to facilitate analysis, improvement, etc
· To improve the efficiency, effectiveness, and adaptability of business processes one ought to: Identify opportunities, Eliminate Bureaucracy, Eliminate non-value added steps, Simplify process, Error-proof process, Reduce process time, Standardize, Automate, Train People.  

· Process modeling is an enabler to all these actions 

Perspectives and Frameworks and Ontology
Processes can be modeled from a variety of frameworks.
Learning Objectives
· Different process frameworks have been developed to suit a variety of business needs

· A framework must be able to fully and accurately represent reality
· Recent research  has explored the validity of frameworks from an ontological point of view 

· A general process is applicable for process modeling
· Alternate ways of evaluating processes are available Development in modeling approaches and languages is continuing

As-Is and To-Be Process Modeling

A Process Diagram or Flowchart is a graphical representation of the activities that make up a process … akin to a roadmap detailing a driving trip or the blueprints for constructing a factory 
Learning Objectives:
· As-Is process modeling leads to a better understanding … collection of data in support of the as-is process modeling step is a major effort but yields invaluable insights and information later needed in the to-be stages

· Modeling is the basis for identifying shortcomings or areas that might be improved

· As-Is knowledge is necessary if we are to design a migration strategy

· An As-Is process model can be used as the foundation for a to-be model
· Processes can be modeled using multiple frameworks and from multiple perspectives;  the analyst should understand which framework and which perspective(s) are appropriate for a given process

· Why Process Management / Why Process Modeling

· Organization documentation

· Process oriented re-organization

· Standards certification

· Benchmarking

· Knowledge management

· Software design / selection

· Workflow management

· Evaluation and simulation

· To Improve

Process modeling schema and Ontology.

Processes may be modeled from several perspectives …

· Numerous frameworks have been developed to give structure to this action … DoD, C4SI, ARIS, FEA  

· the perspectives used ought to be chosen based on the modelers’ objectives

Learning Objectives

· Different process frameworks have been developed to suit a variety of business needs

· A framework must be able to fully and accurately represent reality

· Recent research  has explored the validity of frameworks from an ontological point of view 

· A general process is applicable for process modeling

· Alternate ways of evaluating processes are available Development in modeling approaches and languages is continuing

Process Simulation
Process models are valuable for several reasons;  process simulations provide a powerful tool 

· Understanding

· Documenting

· Analysis

· Improving

Changes can easily be effected and the results of such changes quickly evaluated 

Learning Objectives:
· Simulation is a rigorous, computer supported was of evaluating a process though stochastic modeling
· Typical uses for simulation in a process modeling initiative include

· Documenting, visualizing, and demonstrating the dynamics of a process

· Predicting system performance based on key metrics such as costs, though-put, cycle time and utilization 

· Identifying process bottlenecks such as queue buildup and over-utilized resources

· Planning staff, equipment, or material requirements

Process Drivers

Business, Business actions, Business strategies and hence Business Processes are driven by a number of factors in industry
· Linguistics and Linguistic Relativity

· Cultures and Business Norms

· The drive towards quality (TQMS), Lean Manufacturing, and Lean Six Sigma Initiatives
· Socio Cultural Drivers
· The drive towards manufacturing improvement / Just in Time Manufacturing (JIT)

· Lean Six-Sigma … the conceptual joining of quality and effectiveness

· The growing significance of Green and Sustainable enterprises

· E-commerce and globalization

The evolving practices of dashboarding / scoreboarding, strategy mapping, and five forces modeling provide a set of ways to evaluate a business and its processes

Linguistic Relativity

If it is true that people develop the way they thin concurrently with their acquisition of knowledge and if it true that the language which they first acquire imprints a fundamental way of thinking, is it rational to think that business processes developed by people with one language can ever fully represent optimal ways of doing things for people who “think” in a different language?

Premise ... The Sapir Whorf hypothesis ... Sapir espoused the viewpoint that because of the staggering differences in the grammatical systems of languages, no two languages were ever similar enough to allow for perfect translation between them. Sapir also thought because language represented reality differently, it followed that the speakers of different languages would perceive reality differently. According to Edward Sapir: No two languages are ever sufficiently similar to be considered as representing the same social reality. The worlds in which different societies live are distinct worlds, not merely the same world with different labels attached.
Sapir never made a point of studying how languages affected the thought processes of their speakers but the notion of linguistic relativity lay inherent in his basic understanding of language,  Brown & Lenneberg stated explicitly that:
1. Structural differences between language systems will, in general, be paralleled by nonlinguistic cognitive differences, of an unspecified sort, in the native speakers of the language.
2. The structure of anyone's native language strongly influences or fully determines the worldview he will acquire as he learns the language. 
Learning Objectives: 

· To understand that one key to understanding other peoples is an understanding that the language they acquire when children shapes their fundamental thought processes
Cultural Norms

In an increasing global business economy it is increasingly important for us to ensure that our business processes recognize and accommodate the difference cultures present in the areas of the world in which we will do business.   Some nations are inherently aggressive;  some are inherently reserved.  Some nations value and thrive on competition;  others exhibit harmony and peace.  Geerte Hofstede, 1980, Owens and McLaurin, 1993, et.al., have offered models for understanding the cultural differences among countries and the impacts those differences can have on projects

Learning Objectives: 

· To understand that differing cultures must be accommodated in doing business
Socio-Cultural Forces

Socio Cultural changes in the work environment must be reflected / accommodated in modern business processes if the optimal work system is to be realized

· Communities of Practice

· Learning Organization

Communities of practice are self organizing groups of people who share a technical expertise or area of passion; COPs have a finite life cycle 

A learning organization is an organization where people continually expand their capacity to create the results they truly desire, where new and expansive patterns of learning are nurtured, where collective aspirations are set free, and where people are continually learning to see the whole together

Learning Objectives:

· Socio-cultural factors can and do drive how business perform … they drive internal processes

· Companies must understand the socio cultural forces at play in our changing world and harness the productive influences of these factors

· Communities of Practice are  self-organizing systems 

· They are informal organizations of individuals that form to develop, share, and use knowledge

· They organize around things that matter to the members

· COPs offer the company:

· Development, exchange, local interpretation and application and exploitation of information and knowledge

· Retention of knowledge

· Stewardship of competencies

· The Term Learning Organization is ascribed to an organization that values and cultivates the accumulation and application of knowledge.  Learning Organizations all have several things in common

· Systems Thinking

· Personal Mastery

· Mental Models

· Shared Vision

· Team learning

Total Quality Management
When one says “quality”, too often one means inspection and rework ... i.e., conformance of a product to specifications

We will talk about the Big Q in Quality when we talk about TQMS ... managing the enterprise so that it excels in all functions and outputs that are important to internal and external customers

Learning Objectives: 

· Total Quality Management (TQMS) is a philosophy that makes quality values the principle drivers in all areas of the enterprise 

· Quality is

· An abstract requirement

· A sense of purpose

· A state or condition

· Something that takes reality in the mind of the customer

·  When one says “quality”, too often one means inspection and rework ... i.e., conformance of a product to specifications;  We will talk about the Big Q in Quality when we talk about TQMS ... managing the enterprise so that it excels in all functions and outputs that are important to internal and external customers

· Design quality refers to the inherent value in a design ... it refers to features, reliability, durability, serviceability, and reputation

· Conformance quality … refers to how well specifications are met

· Quality Control / TQMS Tools include

· Muda … a Japanese word for Waste

· Cost of Quality … Waste costs money

· Kaizen … a Japanese term for continuous improvement

· Benchmarking … studying how best in class firms do their work

· Pareto … analysis of major impacts

· Fishbone diagrams … cause and effect analyses

· Taguchi techniques … driving variation out of a product

· Statistical Quality controls ... validating that the product conforms to standards through use of SQC tools .... sampling techniques, process capabilities, Taguchi methods

Lean Manufacturing / JIT Manufacturing:

Little JIT speaks to a scheduling of activities in a production environment 

Big JIT is a philosophy built around a set of integrated activities aimed at elimination of waste at all levels and all points in a production environment and all aspects of a firm’s working 

The two keys to Big JIT are 

· Elimination of waste 

· Respect for the human being

Learning Objectives:
· JIT is one of the most significant development in production operations in the post World War II era. JIT forces one to rethink all his processes.
· Little JIT speaks to a scheduling of activities in a production environment

· Big JIT is a philosophy built around a set of integrated activities aimed at elimination of waste at all levels and all points in a production environment and all aspects of a firm’s working

· JIT is a business spanning concept

· Waste can be reduced by using such tools as 
· JIT Production

· Pull vs. Push Systems (Kanban)

· Elimination of WIP

· Focused Factories

· Group Technologies

· Quality at the Source

· Minimized Set-up Times

· Plant Layout

· Lean  Operations

· Respect for the human being implies the use of such processes as quality circles and bottom round management to capitalize on group intelligence and knowledge to make business decisions
Lean Six Sigma … Green and Sustainable Enterprises

There is a growing emphasis on green and sustainable processes

Learning Objectives

· Green makes economic sense 

· Green is mandated by laws and regulations

· Green saves

Synchronous Manufacturing / Theory of Constraints

Synchronous Manufacturing is a philosophy that looks at an enterprise from a holistic point of view… Synchronous Manufacturing translates into “ do what it takes to get the entire production process working in harmony to achieve the profit goal of the firm”.  

· When manufacturing is synchronized emphasis can be on total performance

· When emphasis is on total performance you can maximize profits.

· In Synchronous Manufacturing one must think of things differently than one does in other scheduling and planning systems

Learning Objectives:
· Synchronous manufacturing entails a radically different approach to processes and process design when compared to traditional thinking about processes and process efficiency 

· The Theory of constraints is neither a TQMs-like Push system nor a JIT-like Pull system … it is a system that drives for production synchronization and productivity improvement of the enterprise as a whole

· The theory of constrains suggests that one make process improvement initiatives where there are bottlenecks, as improvements elsewhere are mirages.

· TOC suggests that the ultimate metrics for process improvement relate to the ultimate success criteria, the making off money (Goldratt’s “Goal”) 

E-Commerce and Globalization

In the face of a changing economy and business environment, companies are driving to become global for three types of reasons.  

· To b recognized and hence favored as  a Global Company

· To Support Sales Opportunities / To increase Revenue

· To Garner Quality and Cost Benefits

Major economic drivers

· Emerging markets promise massive revenue opportunities

· Many economies require “local content”

· Post Cold-War Russia 

· Many markets have distinct local preferences 

Learning Objectives:
· E-commerce is not just doing things differently, it is doing different things.

· The world is becoming a single economic engine;  companies must learn to compete in a globalized world or face extinction
· Companies globalize to expand their global reach (i.,e, to become a global comp[any), to gain cost and quality benefits, and to provide access to global markets
· Anything can be sourced … locally or globally

· Sourcing is a way to improve competitive position

· You Get What You Ask For … And That’s Both Good and Bad

· Requirements must be clear and correct

· There Are Cultural Issues to be Dealt With

· There Are Workforce Issues to be Dealt With

· At home politics

· “Loss of jobs”

· With e-Commerce Companies can:

· Have a global presence

· Improve competitiveness and quality

· Analyze customer interests

· Collect detailed information

· Shorten supply chain response times

· Realize substantial cost savings

· Create virtual companies

· Level the playing field for small companies 

Strategies vs. Actions

Kaplan and Norton Strategy Mapping

· Can be used to ascertain how well a company’s actions match its strategy

· Can be used to define actions that are appropriate for a firms to take

· Can be used to define and shape a firm’s processes

Porters Five Forces Model may be used to evaluate a company’s position in its chosen industry and to gain insight re: where process work may be required

· Supplier Power

· Barriers to Entry

· Threat of Substitutes

· Buyer Power

· Rivalry

Learning Objectives …

· The processes a company develops must reflect and support its strategies and tactics and must be compatible with its vision, mission and goals

· The Kaplan and Norton advocated balanced scorecard (BSC) is a method for real time measuring a company's activities in terms of its vision and strategies by giving managers a fast comprehensive view of the performance of a business.

Process Development
· The Requirements Phase

· The Process Development / Design Phase

· The Software Analogy

The Requirements Phase

Business Processes Design and Development Ought to be based on formal requirements

Learning Objectives

· Requirements development is the most critical part of process development

· Formal methods for requirements discover include

· Document review … review of source documents and contractual requirements

· Interviews

· Delphi Method … a piece wise refinement of expert panel members’ inputs based method

· Surveys or Questionnaires … survey design must include considerations of data validity and reliability

· Direct Observation

· Archival document analysis

· External research

· JAD and Spiral prototyping … these two approaches from software engineering are in fact development approaches that added specificity and correctness to requirements though a piecewise development process ( a define requirements a little, design a little, code a little,  test a little process)
· Good Requirements must be

· Necessary … an unnecessary requirement leads to gold plated processes and products

· Attributable … it is important that one understand from where a requirement flows

· Verifiable and Testable … the requirement must be based on facts that can be verified and validated through collection of data or observation of reality

· Unambiguous … an ambiguous requirement can never lead to a single solution

· Spanning / complete … One must have a whole set of requirements if one is to develop a whole set of processes

The Process Development / Design Phase
People Oriented / Work Integration oriented Process Design principles … principles and suggestions for process design based on a work perspective …a perspective favoring what is to be done and what is to be produced

Work Flow Design oriented process principles … principles and suggestions for process design based on a work flow perspective …a perspective favoring how things are done and how it is to be produced

Learning Objectives

· People / work Oriented and Workflow / Design  Oriented   perspectives ought be chosen to fit the situation

· People / Work Integration Principles … these principles are an outgrowth of traditional process development maxims
· Organize work about outcomes

· Let users of the output perform the work

· Integrate IT functions with process functions

· Make information capture part of the process

· Build control into the processes

· Treat distributed resources as if they were one

· Link parallel activities

· Design for dominant flow, not exceptions

· Mistake proof the process

· Avoid sub-optimization

· Work Flow / Design Oriented  Principles … these principles are an outgrowth of lean thinking
· Establish a product oriented concept

· Eliminate buffers

· Establish one at a time / lot size of one processing

· Minimize sequential processing / handoffs

· Balance workflow at bottleneck

· Minimize multiple paths due to exception processing

· Allow for but do not plan for exceptions

· Optimize mainline path

· Improve quality to eliminate exceptions

The Software Analogy

Principles from software design are directly applicable to process design

Learning Objectives:
· Development of processes and development of software systems are analogous problems.  Study of the methods attendant o Structured Design of Software lends insights into how to improve the processes we develop

The Simulation As An Evaluation Tool
Learning Objectives:
· A model constructed in an appropriate simulation language (such as Rockwell Software’s ARENA) is a useful tool for the analysis of a process

· Process alternatives can be modeled and their effectiveness readily considered

