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|t mu st be described effectively,
an appropriate domain

Guideline 2: Pro The objective of DSR is to acquir
devel opment and i mplementation o
rel evant business probl ems.
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Gui deline 4: Res|l Effective DSR must provide clear
desagnefdesi gn foundations, and/ o
Guideline 5: Resf DSR relies upon the application o
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conducted. Rigor is derknmewl édogen
Guideline 6: Desf The search dotrefeamacuefescutveéising
process to reach desired ends while satis
Guideline 7: Con Desisgmence research must be pr e-s
research oriented as wellieasecanagéemaces.
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Principle Summari es

Principle A: Explicil]l A design approach should indi

conceptsuwaclhi saesd , machi nes, bi ol o
prisoas it influences on how
domai ns, while it al so provid
enterprise.
Provide a description of the
the underlying theory for the
Principle B: Explicil] A design approach should prov
cl @afs problems, or similar kin
not fully wunderstood, it cann
Produce sufficient evidenceofdft
problem exists, but t hat it i
application.

PrincEgpéei€it paradil A design approach should stat
val ue testable proposition for addr
ofprobl ems

State the paradige. pfiffathe a
instantiated, it wi || achieve
Principle D: Explici|l] A design approach should cl ea
demarcating and reprf demarcate design scope (enter
concerns/requirements) that i
Define the way to demarcate d
per design domai n.
Principide mar cWdleld aft A design approach should defi
defended desi ggncospceop scope to achieve the intended
A clear di st i n-t hkbeoounn dbaertyw eceonmpil
out g ihkkeundary complexities, d
concern for the intended indu
Principle F: Represg A design approach should cl ea
standards that are used to de

adequately.

Define notations to describe
deviation from the standard.

Principle G: Approac design approach should cl ea
the approach. (for example wus
etamodel to identify and def
Define the overgalnlh ssatfri ubchteu rag p
with the mechanisms, practice

Principle H: Justifil A design approach must provid
paradigm of value creation wi

Define kernel theories. on whi
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Principle Summari es
Principle |I: Approac A design approach should cl ea
the approachewii tnreidn dtetse gmr esc o
[dentify possibilities for tai
Principle J: Princip A design approach may incorpo
(conditional) appr.oach
Consi dedefhpegdrédesi gn scope a
advice would add value, e. g
approach has been designed fo
Principle K: Expositf A design approach may incorpo

A r edlnipdteincent ati on of an appr
identification of potenti al p
its worth.
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Awareness support from senior management
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*Publish
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Performance

strategic alignment

*Guide BPM
maturity

Monthly Process Council

clear definition of roles and
/. responsibilities

Centralised BPM Centre of Excellence

full-time process owners

f\ authority and accountability of the process
& owner for end-to-end processes
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BPM Centre of Excellence
Roles & Responsibilities

|

« Create and facilitate the culture « Establish & Facilitate the Process
conducive for process excellence Council
« Provide ongoing coaching and » Guide and Audit the strategic
support for Process Owners planning, selection and execution of
« Train and educate staff around initiatives
process thinking « Coordinate and Integrate initiatives
« Select and Certify Green Belts between process, IT and the business
« Select and Contract Process Owners * Ensure process performance
with Business measurement alignment with strategy
« Ensure the commitment of Executive execution
Leadership to BPM efforts « Develop/Choose a maturity

assessment approach and framework

« Recommend software to support BPM
efforts (Modelling, Performance
Visualisation)

« Maintain the asset of process
ownership

« Maintain the process architecture
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Invisible Underneath Surface unconscious feelings
Culture

Elements
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values shared cognition

underlying assumptions
deeply embedded thoughts

taken-for-granted beliefs
basic perceptions
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Responsible for end-to-end process performance
and Improvement Efforts in a department
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Domadmesi gy Facasier
Aspect Chapter
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the root cauwmg
the env.ironmg
Organi sati BPM govel Discussion of Sect9i.®n 2| Out of
governance required for for ini
(design do transformati ¢ ver si on
financi al ser
environment.
Key acti| Roles and Reg Sect9i.®@n 3| Out of
anrdesour| BPM CoE. for ini
ver sion
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Il nput Practical i mplications for desig

Functi onal( SRereigniiep!| e s

Support from senii BPM CoE should have regular con
ascertian narbdiysupport.

A regular survey to collate wunbi
Lean mindset in t Discussed as part of the Cultf@ra@
culture
Strategic alignmg A strategic alignment fotusbthtesPi®

Figdsed di scus8ed. bn section

System support i s CdDosncaisrs ellle saisg p
secDi on

BPM CoE should also audit the s
indicators of the business.

Clear defiamdi on| The key odchtei vPiQ Heusnec thieoenn di s9c.u2s.s5

responsibilities The key actBRMtoiveessr hafldgy ¢ H & PiMa vCeo E
di scusse®.i2n 3section

Futil me process o It is devised in |iteaarturrees ttahda

capabilitiyembdmasasfull
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Il nput Practical i mplications for desig

Aut hority a
process owners

5
o]
(9]
o

Di scussed in the organ9.s2atliGonal

Functi onal regugarenent s (See

BPM CoE should hg Monitor the activities of the pr

owners accountabl on t he business, as wel | as i
teams/ environment .
Establish the monthly Process Co
di fferent to the current communi
the agenda should be more focuse
project g@grnegrgehsts amud i ng projects
The council should also have exe
Facilitate the monthly Process C
The monthly process council shou
to process, or potential hurdl es

Select and contrg Advertise the available position
Recruit the delegates i n cowmgiumg

competsensi det ai7l. d 5i n section

Contract wi tthadthtree ed e¢loe gahteesgover n
andponsibilities das2sd4ggested in

Create process aV Launwlht cre campaigns with the HR

Arrange for | eadefshihg tcuairmibmg €
on Servant Leadership.

t the construction of t he

Mai ntain the prodq Suppor
intaipnopngsthheecture

ma

Audi probess dr elyidtoedetnyruer e atnhda tu pi
Reporting a health status on the
on the completeness, performance
Publish process g Support the selection of a softw
process performance reporting an
Ensure management teams of the e
performance on the agenda for re

Gui de BPM maturit Choose a maturity assessment fra

DesiPgnnciples

Current design an Align new governance mechani sms
organi sation to Y . ) L
aligned. T I denti fiyedlaecrteidvw t i es

T Contraetw ke i vities witat itcre

Key Concerns

Business contracting with external consultants
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*Create

Process ,,2 :

3 —— { | support from senior management
anateness Prioritise “ \_ 4
*Maintain Process 4 ) \

the Process Improvement mgraming a Iean mindset in the

E
c
3
)
» pro\ S — (
Architecture Initiatives 2 § /‘\ ) orgal | culture
Q B o -
*Publish =3 3 P §
Process g o i
"; 3 ( strategic alignment
Performance Z o o m—\_ y
*Guide BPM £ R
§ S clear definition of roles and

maturity
responsibilities

Centralised BPM Centre of Excellence

| full-time process owners

authomv and accountability of the process
| owner for end-to-end processes

Governance Bodies & Practices
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BPM Centre of Excellence
Roles & Responsibilities

o

« Create and facilitate the culture « Establish & Facilitate the Process
conducive for process excellence Council
« Provide ongoing coaching and « Guide and Audit the strategic
support for Process Owners planning, selection and execution of
« Train and educate staff around initiatives
process thinking « Coordinate and Integrate initiatives
« Select and Certify Green Belts between process, IT and the business
« Select and Contract Process Owners » Ensure process performance
with Business measurement alignment with strategy
« Ensure the commitment of Executive execution
Leadership to BPM efforts « Develop/Choose a maturity

assessment approach and framework

» Recommend software to support BPM
efforts (Modelling, Performance
Visualisation)

« Maintain the asset of process
ownership

« Maintain the process architecture

CAdaNBwz2t Sa YR NBALRYAaAOAT A awSRALIRTI SIRKS . ta / Sy idSNJ

¢KS Sglfdd a2y 2F| SKABOIWA 32 ABONYE VS A% 2dz0 27
FYR (KS @lIfARFa2y (GKSNB2Ffvdha fAaGSR Fa ¥Fdzida2NB 42
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 "Above Surfice . J ccremonics artifacts physical environment o . ‘_ S
Invisible Underneath Surface ‘ unconscious feelings it ‘. g
Culture
Elements . shared cognition
underlying assumptions
deeply embedded thoughts
taken-for-granted beliefs
basic perceptions
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design
Functional Principles
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Il nput Practical i mpl
design

Functi onal requirements

The designa sltiastt sofwitihe requifrredori| Reports should

underlying assumptions that are inf{ for Anumber of

values determine the degprreoeceafs mat

p | o yantetniodn st h
ncshonml! d hi g
ster these v

ser vdrcwisronment , specifically the f
conducted:

T No tolerance for defects or was
T Consistency is key

1T Employee empower hemtdedaosds p' aun é
1T Respect for people and their <ca34g
f Process is .a strategic asset

T Asking for help i.s not a sign g
1T People function better when ins
T Do not jumpunaoerotand ofnisr st

T Learn by doing

f Customers deser.ve excell ent ser
T Process innovation needs to hap
1 Teamwor k #nsotf oosntleyr eidnd.i vi dual b
1T Keeping people busy is a utilis
T Coll aboration is easy and a nec
T Keeping people accountabl.e is n
T Trust is foundational . for rel at
T Success breeds success

activi ies of a P®D. AsadamMomsgutssetdhemyg foster these a

Tha&ctions cul t & ope occoensdsu eoimeneew esthyy pmuc| The appoi nt men
t
exhibited by the people within the

Leadership tra

1 Process excellence training is |with these val
T Process performance. !s vi si bl e Depl oyment act
i Impac_t on processes. is thoroyghfuncsihonld hi g
. Learnings are encour.aged duringfgogster these a
1 Servant | eadership is practised
1T Process improvement projects. ar
T Process conversations take pl acg
T Voice of the casdommuni satmedsur
1T Visual management is done relig
1 Daily huddles are .encouraged an
1 Frequent coaching of staff
1T Process owners have authority g
T Staff activelyi mpggweesemerthanges
Thetruowtiswsridd e in the physicalpreorwisrf Depl oyment act
ownerisshiaps foll ows funcsihoml! d hi g
o . . foster these v
T Process metirndisviadealpéastKBFs.
T BPMohkas senior mana.gement comm
f Job descriptions contain proces
T Process project funding avail ah
T Process simulation is actively
1T Process owners are contracted
T Process excellence vision is ta
T Process data is availabl e
f Process mining is deployed
T Process council is established
T Process values form part of cor
T Process pieprafrotr noafn cbeo ar dr oom age
f Process Excellence training is
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DesiPgnnciples
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organisation
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create the.fiti
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Maintain Process Architecture
Identify Processes X
Maintain Process Metadata X X X X
Select Critical Few Processes X X X X

Manage Processes
Compile Standard Operating Procedures
Define Processes x X X x x X x x

Model Processes x x X
Document Processes x X X
Benchmark Processes
Identify Best Practices X X X X X
Update Process Documentation X X X
Communicate Best Practices X X X X X X X X X
Manage Process Compliance
Approve Variants X X X X X
Review Process Performance
Publish Weekly Performance X X X X x
Publish Monthly Performance X x X x x
Manage Process Improvements
Identify Improvement Projects X X
Execute Projects X X X X X X X X X
Update Process Documentation X X X
Communicate Improvements X x X X X X
Foster Key Partnerships
Attend Monthly Process Council x x X x
Attend Monthly Manco x X x X x x X x x
Facilitate Daily Huddles X X x X x X x X x X x
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Il nput Practical i mplications for ¢

Functional Principles

Model s and visuals an| System cnfucsssterbeby representat

business to interpret|otharsi)ng a fiease of interpr
The system must allow the saeé
templ ates/ activities/ diagr an
The sysbemambetvti i igsalteiberdd f f 6
ent whieé wdhwel PObe ggmai nt ai n
The system must have a daship

Functional requirements for supporting software

Create a Heat map: Functional fReaqgWHierad nvieg(rpd rgd lya taf

exampllesnce the rea@uiememdmlit e

ty Fegh@ e@o-s
Il ds requir g

The ERD fdiitvseybllaeyss consi sting
1. Table where the Val ue(tbdh.aV
a. Namesa V@®lhould be added,

f List value chain d

) Refer to the ent
T List process for g itnpne different fi
component .

i
e
T Add SOP debaekebksper

T Lipdror mance metrid

T Rate the strategi g removed, or renamed i f
prodasend fr equ eRncsyl
to business i fhoper 2. Table where the processes
i mportant the prood component and des(tbdPrboecd) wi
strategy.depl oymen a.Processes on tbl _Proc s
1 Rate the perfor manr value chain component,
str atlddyiegdr o bas=etdh if required.
customer [Rwxpieneé 2n g b. Processes onatbbwPfor m
compliance, intdat processes per same val u
qgual itayaahdbil ity
c. The processes ainl awlf dr
T Obtain ranking wit suchiaae ofanldastd ®perat.i
process. (SQP)

f Visualise. the heat 3. Tabl epewiftordmmarac d or (etatclh_ Rrr

a. Processes on tbl _ProcKP
tbl Prakeyapdrfor mamecel d
addedmevd & thrdeensecnrti ppteirofnor
t aragnedt date of .| ast meas:

b. The processes on tbl _Pr
di f freeternitcs .per process

4. Tabl e where strategic alig
proctséss St Al )

a. Processes shforudmd tbied rsked
strategic al i gnmesnetl,ecwii

b. As strategy tiasl eh asrhgiud g
mansyel ecti ons per proceg

c.Importance i tno dbnudsiienaesiesof n

the process .is not perf
d. Frequencyi 9§ naln ciandircat i 9
use.
e. St rgatce Al i gnmeann ii mdlii catt

i mportance to depdfoyt he
environment .
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Il nput Practical i mplications for (g
f.The calcul ation for <se

mul tiplication of <i mpo

<frequency indicator > Xx

g. Thesel ect ischmourleds wallts>o b e
bool ean when above a ce

5. Table where the perfor mangd
is done based on a weight g
par amgbtliRe sf. )

a. The processeshahthe wmbnthrebrd
green (RAG)y ptaf olshrea nReAe(
shoul d ke detep fusadmt not
process

b. The rating of each of t
a RAG.status

c. Thwei glottihreg f ouorn ctrbil @ ePgéi
contri butttiadh cudb at hen of
scord@he wei ghdafnipyesdbaeal
upf mommdt not .per process

d. The assessaBo-mr odamdictul ig
oft reat pagspamd etstse swelied i

e. Thdneat mapi saakiagking o
resudetscienndi ng order .

Reporting should be avail abl
component , with their i ndi vi
the entire area should al so

The metadata added to each g
mai ntained on an ad hoc basi

(more specifications are avég

study)
Mo d el processes An etasssyye system for model lin
using tntog aBPMn as guideline

The processes should be abl g
as diagr ams.

Benchmark processes Benchmarking should allow f(
benchmarking, the platform/i
identification of best pract
creation of tasks to coll eadg

Approve process varia| Out of scope for this study

Moni tor process perfo|l Out of scope for this study

Manage Process I mprov| OQut of scope for this study

DesiPgmncipl es

Ease of Use Navigation should be intuiti
adoption and reduce queries
hurdl es

Must have a cloud pla|l] The sol ubtei ocih dmEsit t o al l ow e
environment and its stakehol

Enterprise |icense The | icense agreement must 7
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Il nput Practical i mplications for (g
Key Concerns
Budget | imitations fo|l Selection of system that hay

Selection of systems within

Value Chain Component (tbl_VC) Processes (tbl_Proc) Strategic Alignment (tbl_StAl) Performance Assessment (tbl_Perf)

PK | Value Chain ID (text: ####) PK | Process ID (int: 000) PK | Selection ID (int: 000) PK A ID (int: 000)

Value Chain Name (text) FK1| Value Chain ID (text: ####) FK1| Process ID (int: 000) FK3| Selection ID (int: 000)

Area (Text) H—— | Process Name (text) H——— | Selection_date (date) H——< | Assessment_date (date)

Manager of Area (text) Process Sequence Nr (int) Frequency Indicator (int) Customer Experience Rating (int)
SOP Last update (date) Importance to Business (int) Business Partner Compliance Rating (int)
SOP location (text) Strategic Alignment (int) Internal Efficiency Rating (int)
Comments (text) e Selection result (Double) Data Availability & Quality Rating (int)

9{th [A¥KBRIRFWSRA UV HZISa | LILE MIOD Dyt 85 h DIEIDNRA & S
CKSDI fdzZ o2y 2F GKAA AVIABGR f0KS | dIRIEMRAI cAZhya 28T ARFR 4 K
FdzidzNBE ¢2NJg@ Ay / KI LI SNJI

Process Metrics (tbl_ProcKPI)
PK | ProcessKPI ID (int: 000)

Selection result (Boolean)

FK1| Process ID
Performance Measurement (text)
Performance Target (double)
Current Performance (double)
Date of last Measurement (date)

Comments (text)

Assessment result (double)

Heatmap Ranking (double)

Comment (text)

Customer Experience Weight (double)
Business Partner Compliance Weight (double)
Internal Efficiency Weight(double)

Data Availability & Quality Weght (double)

CAduB SYSYwWwh NE2NJ | Sl dal L) { 2Dgl NB

GOH ONE | Y VA If o 2J2 82AFo 2 yhA v 3

¢ KSh ¢gANBLRONYFEXNB2 y¥BE oA lINUZOUAINE 2 To NKS ISYRANEH
NBELI2ZNbY3d U206 KUK SK2 ftRa /(ROS I2FSNYy I yOS o0e gKAOK | t
¢KS RSaAdy CRIAS yMNACloZHaNE/ i K5 MR ofcll ( KY 1 KS @I NR 2 dza
Ayidz2 GKS RSaA3dy aLISOAUOFa2y®

¢ oMYSNHl Yy ¥ Bt o RJ2 AMIe@a/Qlyfa AYLX AOlF a2ya FT2NJ RSaidy
I nput Practical implications for d
Functional Principles
A crucial functional Keep tciorset | ine manager
t he PfOutliilsnea and dedj ca . . .
not shared wi trhe loatthieorr Fut il mentwiatceda cat ed responsi
t he first liisnecrman ad
partnership (d9.sk.ué si
Anot her i mportant prii Same as above
design of the organis .
is the faamusthatavteahmm OE_eIriatlac;_nal_kn_cnwulset_dgbee odf orperq
environment. The auth| SKi s(diomaussi ®nP2ih section
ways, e.g. the placem The design of the organisati
grading scal e, or tl on the availability of comp
knowledge the PO has budget allows for a new pos
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Il nput Practical i mplications for d

to be in pl ace, as tf di scussion elaborates on th

knowl edge a7g.r2p.elt3hbaect|l the contracted PO rol e:

not b & bl}llled lnto 1. A new posi taiton esals@awmed!| ke e

customer i mpact or co | s i @ hFe 6 it

i mpacted. ine manag&erse eonhi ghra @

2.1 f the available staff i g
appointed within the job ¢
or higher. The junior sta
the-tfimel role as the proce
PO whoar |l & h r eprroecseesnst awin €
management | evel. Beghbtenf
3.Yet, another possibility i

structured around process
structure as coRif g due at n ¢
organisation could consi st
the departmental heads) W
reporting to the chief PO,

Functional requirements

Not specified

DesiPgmncipl es

HR r el at etdo abcet iavliitgineesd Di s cmoss sniidtlto MR i gn the journe

Key Concerns

Budget for additional staff

Availability of current staff for this position
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Process Architecture
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Identify process models, metrics
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Process Ownership

Process Ownership

Contracting of process ownership Allocating processes Process Council

Process Measurement

Create Baseline performance Dashboard view of Performance Tangible Processes

Process Improvement
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EECMonstructi d ESPQui dancpr 4 ot itthieoner

Why v ol ve

Wh a't i s

creation? should be nurtured and pr oorecatnendsrad a

the pal Theeseahracshetrhe foundati onal belief

competitive advantage. The process
scienceodo of what the bu(stimaessladeblily
2010, Veatn, a.Pbloly4 )

The vision for( &®s oiclelshisdikrase Htdwddda e
l1Strategic Alignment: Commitment to

2. Sustained Process Excedmmintcme ntL
people, systems and culture.to achi

What is
enteropri

the col The enterprise is pergahnivweidtthasa an ecto
se? and systems interacting and coordin
adjusting beca@ulsiekof, uhC23t ainties

ESP®oul d serve as a badi @ nf dpdorogre s
performance as aa griemgu Intatafr et boifs t he
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Wh atto e ol ve
What are the d As det ai |l @d hoerg asnehncstaihdion i s t he most
the ESPO aphpurnmanc bs,k i WA tstv nahnedr pelenot@mm & ¢
(with appraisalasntdhmd ateswa hdalsi m esetdy It
Ther ganidsoanaidaaseu p p dntthdeCd@ o maiimf r ast r u
and amskiiankisnehwowspteot del i ver the va
activities associ abdaeddeiFRiihghbgBdeoce s s
Thbeuman asnkdi |[Whsewwe peef eskiilmthe nih u man |k
where humameoltéiangsentities with dif
influences, and Tlenmgsiho emd li oo ofoap &/t e
ownerarhe pr .eQpueirraetdi on al prandass | Kiialwl
paramount -rmenglotiisalal eSemd thpatodn ay .ns t
Theul aspeltoul d foster a Leaiiamaliodgye
This invol vaersdethhaevi walr se sof peopl
or i enanadhsetornuct ures in the ppysceas$ .
(SEegate
Culture has been highlighted as a s
as a key enalslher efforr eP@, ssoondcr i ti cal
alignment .
TheCT dompiports the armadukeyrwagthsva
sy staentidree qui r edTihear s yd theeuns ifporecscse s s a
hsbeéemformed with a.few design exam
T he ddansapi éniss $Teadbll Remttee f ot | owi ng
POOrgani sa Key acanrdeistoitiersc { Se c t9i. @n
Met h'ods Sect9i. @n
BPM Gover| BPM goveérnance Sect9i. @n
Organisat Key acdanrdeistoittersc{ Sec t9i. @n
PCBkiadnknoey Competencies Sect9i. @n
how
PAQCT | By st*e ms Sect9i.@n
PQCul ture Cul tdre Sec t9i. 2n
I nside th{ Organisatiohal Sect9i.@n
boundary
enterpris
OQutside t| Kgpartnérships Sect9i. @n
bound&aryh
enterpris
*Wi t hhe design scope
What are the c¢c| The maj osaddo rcE$*mOsby he cul turealvime

and atvltae | abi | i tays dfu drgeed o u raccd suvthi gy sdt

acquiCtear roles and croempmprienigbs bi,®ie
t asks waxihsrtoitimbsggral so a concern.
Each of the design domains have the
Key acdanrdeistoivef Aut hori ty of t he p
concendoivikel ap of du
rol(es g. product owne
Met hods None
Organisational fBudget for addition
TfAvailability of cur
Competencies Career path, develop
amongst others
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EECMonstructi g ESP®Qui dancper 4 ot itthieoner
gui dance

Syst ems Budget | imitations f

Culture Ti meframe to achieve

BPM governancl Business contracting

What i s the sc|l ESPO focuses on t hiel li mg teer mttae d psiei©Ospee ,
framed by some. BPM governance

The maj or purposeplody EBPdc evdiss htbown g
governanceanfd aindeewotriki i eddemnu!| paoaddgprrd
procelsheesenabl ers afieltlhues tPriCgtE@udn citni o 1

Howo e%o(l Mechani sms & Practices)

What i s the ar| The Il nsurance Application Architecg
description, r|{architectural framework developed i
andodel |l ing pr| mapping to the ACORDhdram@war kK ] T
design domains| ACORD Reference Architecture provid

descr i brignagn ntdtmena ion of the insurance

but not prescribed for ESPO.

TOGAF andfZamewamks are al so bei nagn
may be considered as alternative fr

The modelling practices of ESR & ndu
SCORrocess arfchtiheechwsieness ser-acrcie
di agram (RAD) illustrataaoers pEkrthel

constructs ofl nBPtMNe nportoactiisastc sS4 3sseiledt.ri 2.
the case stheayusnwagpgoalebbiE at i on

Addi ti onal guseafmmic@ni4 given in

Key acanrdeistoitiey A° functi onal decompo
organise activities.
Future resear alsiAlygPh
and OMEGA. theories
Met h'ods Usi nqata iom mameet htod st a
t asalss per the literat
Stramaégigoofenbusi ness
val ue chausipagtoirvittiig
Organi satiohal Hor i z d maalrvisx ) Ve rbtuisd g
structures
Competencies Usi ngatatiorapg he compe

detai led pgearsktshe | it
Sy st*e ms ERD aredail ed functusobd
the current Heat Map
Cul trtr e Using t he val ues, a
Lean transfmpremdntont
| cebmorde |

BPM goveérnanc| Liseft principles from

ESPO | iims$ tdarlhcaloint ect ur e modeést hgated
design cyclesedctini athhe @fr etvlhiosisChapt e

Selection and ESPO does not give guidance on how
concerns

Met hodol ogi es Future research shoul @MEGA utsh eairt inesc
essence of thepmooygiahe stalhé ono amdlat ioo
interstriction and interimpedi ment,

The generic steps to enact t he avsapleu
are defigbhddedsied on a combi naanrderf | cef
vi addx yer.i ences
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The roach to the deployment of

and mberger et2 @R2®,1 8G tedvn hadOhless r

seque e of execution i sTmermet hingod
basetiebhby thfemBRBRMmatialand) det ai 19e@
1. Process: shervaetleogpy strategic intent
2. Prockrscshi t e ddindréeentglormgnadnn sat i o

3. Process . Gwratebuptabil ity

4. Process MOpduimememntthamna@hi eéahietoins ¢

corrective action
5. Process |I:mphRsd wgmdrste benefit

app

the process matur i(tywramd kculRtORE& 10 Hre
Ste
nc

P

o

Governing Prin Sevea@ralerni ngangtiamdiapldes harwvde Dreewml d i
Standards consifdoerresduccessfplodeps agwmeat shoif p
The BPM CoE should exist to some de
The foll owing governance principles
T Support from senior management
T Lean mindset in the organisationa
1 Strategic alignment capability
T Clear def i amnrdeisopno nosfi briollietsi es
f Process owners mus-ti me bastsacted
f Process owners must have aut horit
(See 9ed@toormesign guidance)
Governing Bodi| Central gopeerBRMbeubddype®:created
Governing Prac
T Create process awareness
f Maintain the process architecture
T Publish process performance
T GuiRRNhat uri ty
T Establish amdnfflalcy  ptacesdtb@oenstlt
and delivery of the value proposit
fPrioritise process improvement i ni
T Futime contracttd ¢eloicess weaeval u
1

Managnedoni t or process performance.

(See ®edtoBomesiyn guidance

Transformati on

The initial versi omaosfBesmA@ti ®nnoba

Anal ysi s

The initial versioaea afaEB®IOsi s not

Maturity

Mo d e |

The initial versioatofi EgP®oide!l not
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EECMonstructio
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Ski |l I s /Reegaurinriemn

Tle competencies requirean ¢otheatsh biesee|
stipulsac®d @Qn@dmeé as f ol ldews nidre reergdid 1
keyctivibheeBROofunction

Software tool s

T Expertise knowledge of the Ilisted
T Facilitation skills

T Knowl edge of process management

T Communication skills

T Leader shngx p&rildrmsce

T Systems thinkinge¢tdepeegenones)

T Socamamoti onal intelligence

1 Deci-malbinng ability

T Resilience

T Proficiency to visualize process
T Problem solving ability

T Knowl edge of change management

T Knowl edge of project management

f Coaching ability

Every enterprise should select appl
archi tSeamteumgeali dancsec®is@m®ven in
Note: The modnaldltei nagnt -secakstywaoé f or bu
pl ace. - Budinestsems analysts should
a more technical requirements on th

(Additional,
EECM)

Organi sational

The positioning(&dfasttheecmuosedsiamde
pivots ar awunadt b.dp &toivtheg and dedi cat e
wi sbhff aodraimby ett osignokent i Akt werhl mc g
management andwhprodoaéss dewmeéd st he ef
BPM depl oyment

Key Stakehol
Partnership

(Additional,
EECM)

de

I dentification of key patitwietrghies
there is adéapeghydddpeleieveorfy of tper k
outside of the |l egaThéoundart of &éeh

i mportance of p&cr2nérships in secti
The nk@d to foster st hPerrog ersesli &toibaardd K
CoE, the management team of tt h e nsma\g

within mnmearonnvgsrto ot her s

(See 9e@toBormdesign guidance)

(Addi,t iio.ne.l
EECM

Change Managem

no

Stakehol der eamalnesiss azsedssment of At
culture with the intention and <con
ireal 0 througlprbobhessanabiwati vbtijpd

(See §Fe@tiBon

The use -wd&l UGBRTt 0 assess the T eadi
recomménddeShiasfeadgat ova (antds PVaatne Ltohoe
culture that includes focus on the
innovation, responsibility/ account-4
called CERT valwues, as an acrropiymmiri
depl oy Beht

Customer orientation (C) refers to
the customei piemttloéd the deliverabl
to an attitude of innovation and co
and more consistent performance of

owner ship sof atntde dprdda ceati on to the
t he strategic objectives. Teamwor K
engagement or codffluakeri @anmiadn twiatmls an
|l evel s to fosment ppewaide BRNagucce
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Princip| Explanati on Adherence
Princip| A design approach s The enterprise i s se
Explici|enterprise is persegogannéc8&abllye
concept|as machines, biologi_l_h t . .
enterpr| prisoas it influenc e enterprise 1s per
aut hor demarcates de_organnvsnatt_hoa net wor k o
provides a descript ||nteract||ng a_nd coordd
enterprise. al ways ~learning, an
uncer t(aiirkteire s
Provide a descripti
anal ogies, together
for the enterprise ¢
Princip| A design approach sh Research DQ@reass i baen 4
Explici|a phenomenoofn porrobclleany sectZitdm il |l ustrate th
Phenome| ki nds of problems. 1| kind of probl emnodcdtwer
understood, it canno knowl edge and is ther
i mproved. phenomenon
Produce sufficient Al t hough there is muc
phenomenorofporobkbeémse there is I|Iittledesi qaq
that it is inadequa| deplogmpnbach
application.

Princi
Explic
par adi
creati

A design approach s

val ue creation
addraenssexi sting
probl ems.

as t e
p h-@

State the paradinn ho

Gf the approach
t hhent endé@d value

i s

The belief that pr océ

should be carefully

val ue and competeltale

T a bll 7e

AAIi ming to sustain

competitive advantage

depart ment of fers h
strategically selec
make processes and

n

pr

ol
t e
t h
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Princip| Explanati on Adherence
Princip|/ A design approach s| The ESPO approach is
Explici| motivate the way tol design domai n( 2alsl 7p)er
(ways) (enterprise scope, . .
demarcal concerns/requirement The entgrapnrd| Sdee.SS'Cgonpedo
tabl gdblizZansle c t19i. €na b otrhg
and approach. .
r desi gsrcopeer el ement .
eprese
desi Define the way to d
gn
as well as the conce
Princip| A design approach sh Val ue cirseapapbpamount v
We } | intended design scojf procpess or maimde r aondfllyu
demarca| value creation. the customer espeerakh
\éve-b_bfen A cl ear distinct-tihondellbvuesrlyness
esign S . .
and usi boundary complex_l-tt_h'The maendepl.ceyer of th
boundary complexitiq¢would begboher B®Mcwheoéo
areas of concern for majeneficiary woul.d b

The culture in every
t her ef or-e hbeohuen d anrsyo dskcdo
to be designed accord
In every i mphe meeadiagn o
need to be addressed

ESPO can be upsreodc etscs ¢
function at a financ
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Px Vision
Component

Px Vision
Driver

Description

Trainingand
Development

LSS training

GB Certification

Change Managemen

Statistical Analysis

Px training

LeanToolsand
Concepts

LeanLeadership

Community of
Practice

Sharpen the saw

Reviewand Support

Leadership | LeanLeaders

Process$pecialists

Green Belts

Px Leaders

Process Owner

LeanStrategic
Alignment

Leanimplementation

IT Priorities

t mPEwMT P

GB Certification training (1 year) following the DMAIC methodology incl spec
tools for Santam Curriculueng. ABC/BOGZustomer moment map. Dedicated
coaching throughout the year. 15 selected candidates (out of 50+ applicatior,
doing arealtlife project within Santam + simulated project in class. Each succes
delegate gets a certificate. 69% certification rate.

Added a special Change Management chapter at every module to increase the
of deployment of projects. The culture is such that pkeobeing sent on training
seldom implement any changeB.. &trQggled with deployment and hence the

added module.
Using SigmaXL for statistical analysis on LSS premata after certification.

Leantraining over 3half daysncludingLeantools and concepts keanleadership.
Certificate of Attendance to people attending all 3 sessions. Activity based trai
online and irclass. Selectedeantools with simulated LEGO process. (no projec
required)
Reaching 100+ people per year with 2 trainers doing about 5 waves each per
People request training + being selected from HR list. Expectation is for Px Le
to supportD . an@ to look at processes differently and use the Px tools in praci

New capability for all certifie® . .J2023)
Every 2 weeks to review toatsg.VSM, process mapping etc, but also to talk an
train on new concepts and tools.g.heatmap simulationconcepts, et
During the CoP we aim to also review current projects or concern® theéd Q
experience in their GB execution.

Leadership should ensure that the qualityl@anlLeaders are upheld to ensure the
fulfil the responsibilities allocated to them
The Process Specialists perform internal consulting (and training) to facilitate
awareness, content and knowledge around Process Excellence, and the ong
application of theLeantools.
The Green Belts who are responsible to execute on the Px concepts, rituals i
projects
Px Leaders who should enable the culture of process excelléncet (i K S
R2y Qi aKz2 g2 39S NEPx leddersishould hold GBscountable
and
Process Owners who should protect the processes from losing value and whc
accountable to manage processes as strategic assets

TheD . fefform the execution of LSS tools and behaviours with Px Leaders, |
hold theD . ac@ountable and participate with them in initiatives.
The Process owners manage and measure and govern process perfornidnce
Study detail

TheLeanleader recognizes the need for systems and structure to align with
strategy and creates a process of redesimerefore the alignment ofLean

transformation to the overall strategy is important so that process excellence is

just seen as only a philosophy, but the way we work.

Leadership is accountable for theanimplementation across business units anc
different processed.eanimplementation goes hand in hand with maturity of the |
tools and concepts.

Leadership is responsible to bridge theantransformation with IT priorities and
align strategies.
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Continuous The leadership of therganisatio should have continuous improvement as part ¢
Improvement their long- and shortterm strategy for business agility, and they need to drive the
Strategy management teams to achieve thiss. keep them accountable. Leadership neec

to define the culture and values that underpins this behaviour and focus as pa
their strategy, as change does not happen in isolation. Leadership needs to ple
it to happen. They should encourage their leaship teams to drive the
deployment of Px Rituals (Huddles and PDCA's) It needs to become part of
Mancoagenda and narrative. Leadership should monitor and define the ideal le

Encourage Px Ritual

Process Performanc

Metrics
of process performance.
LeanCulture Servant TheLeanculture needs to create, define and embody the requibathavioursto
Leadership support process excellence. A Culture is always creaistbntionally or

unintentionally.
Leanvalues Servant leadership is an intentional culture required for achieving Process
Excellence, ie it is planned, communicated, talked about and visible. "How cz
helld6 A& G GKS KSFENI 2F &SNP yleanvafiesk
Daily Huddles ~ of e.g.teamwork rather than individual brilliance, no tolerance for defects, etc
Servant leadership is embodied through daily huddles to ascertain how the le¢
can removehurdles and empower the team to maintain theanvision.
"Respect for people" is a pivothkanvalue as we fix processenot people.
Employee Employee Engagement is the result of a culture that empowers employees to
Engagement their best_and encourage partlc!patlon in process excellence initiatives.
At Harley Davidsoa.g.they have Cornihuousimprovement Cards where anyone
Empowerment,  can complete a card with issues and suggestions, and those cards gets disct
weekly. That created the collaborative approach to advance genculture.
Process issues should not be hidden in fear for retributibmeeds to be recorded,
Coaching and  prioritized and discussed iorder to remove the hurdles. Intrinsic Motivation is
Development| leading to more engagement and happy employees when they are coached ¢
developed to master their own performance. Happy people Eadto happy
customers.

Leam'_ng . A learning oganisation embraces failures as learning opportunities and do not sf
Organisation shouting ifthe course of eventderail, but rather learn from the situation. Bean
culture defines the expected behaviours of people as guiding principles, ani
iterates theLeanvalues uwerpinned by Servant Leadership.
HR Practise®(g.Job descriptions, recruitment, reward and performance
management) is highly affected by th@ention to be a learning @anisatia. The
values of the companynderpina Leantransformation and leaders with that
attitude and demeanour are employed and developed.

Rules oEngagement

HR practices

Process as | ProcesyVisibility

Strategic and Design Another key principle of eantransformation is making the process and its
Asset performance control visual. Visual management of the process is key: Proce
perspectives (map, VSM, etc), hurdles, ideas for improvement, data (boxplots
charts, etc), kanban, etc
Process Mining is a kepabler to make all the variants of a process visible to
understand the voice of the process. (visualisation on historic data)
Process Simulation also visualise the effect of certain changes on the proce!
predict the intendedand unintended consequences of planned changes.
(experimentation)

Visual Management

Process Mining

Process Simulatiol

Customer Focus

Customer focus is the startimpint, and no process can be unpacked without
knowing the customer needs and expectations. Customer obsessed compan

KPlandRewards leverage design thinking and incentivise customer satisfacBorcontracting and
rewarding customer focus and satisfaction is critical taeanorganisatian.
. Subsequently important is knowing what the customer is actually saying by
Voice of the L ;
obtaining the voice of the customer.
Customer

tEmPpFWMT P
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Proces‘_sf Focusing on the capability of the process to actually make the set target or

Capability customer promise, is the purpose of aantransformation or the LSS project. It

LSS Project needs to be measured on an ongoing (daily) basis. The improvement initiatives

LSS projects should focus on processes with a low capability and the aim is

improve the capability. Thieeatmapis a tool to assess the maturity of the proces

based on a weighted average of 4 different components of process capabilit
Customersatisfaction internalefficiencies, data availability for process

management, and broker/supplier compliance.

heatmaps (Maturity
Assessment)

Relentlessly

Reduce Waste _ — , .
The relentless drive to identify and remove waste is allegnvalue, and it needs

VSM | to be visible and actioned. Waste should not be tolerated. It should be visible w
in the process the waste is taking the processes hostage and create bottlene

(VSM). The action of removing waste on a continuous pagisout huge
PDCA interventions requiredis the PDCA of regular checking, experimenting and learr
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