Business Processes

A Framework For Outcomes
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Need to Standardise Knowledge Workers

Little work-flow
IT failure
Duplication

* Unassured

« Hidden costs
Poor service
High risk

Knowledge Worker
Produce the Mumbo Jet

* Where information is stored?
» What application to use?
* How to get information?

* Where to use it
in the process?

* Go to the parts
Collect parts one g h& .
at a time T
» Creating multiple instances of parts not required




Applied to All Other Areas

* Apply to
knowledge
workers

* Address IT,
information
management,
work-flow,
out-sourcing
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Wisdom Wanted

« Data overload

Power/Profit  Information in context as
Application of knawledge —— part of work-flow

at the right time

@E mherightvay o nformation relationships
.

Application of information ¢ Need data management

with experience

with skills to get knowledge
Viue addedsenice. © DElIVEr any device
el ok o anyWhere anytime

Real time decision making

Purpose of Process

* Qutcomes

* Provide a framework
for delivery

» Recipes to customise to
meet need

* Only follow if of benefit
Process and information




Audience - Task - Recipe

* Who is the audience

* What is the task they
want to achieve

* What is the recipe you need
to complete that task

Standard Recipes

» Standard rules for branding

+ Formulas for newspapers and incks =4
TV shows

i
Standard techniques to handle ¢% hiE

the media * McDonalds de.veloped and

. owned the recipes for
» Recipes apply to all areas standardised fast food - #1
« Own the recipes & create * Hungry Jacks - copies - #2

Dominos etc. apply to different
foods and have market
dominance

market dominance

Empowering Business for Today and Tomorro\

Real Estate Sales Process

o Write Present Sell After
9 Proposal Client Property Care

Letters - Establishneed, + Customise . [teratebenefts * Advertising + Thank you letter
« Calls authority & template « Ally concerns « Mail-out «  Congratulation
- Cards money + Zoning . Agreenextsteps * Flyers + Personal visits
+ Newsletter * Whyyou - cm . Signagreement * Board + Mail-out
« Flyers + Leave * Market trends « Brochure + Contract copies
information .. Gouncil valuation . Edioral  + Settlement
: :eaveca'd Comparable « Inspections + Follow up
gree nextsteps  properties . Lettersto - Regular contact
© Rent& buyers « Cards

capitalisation
+ Land & building

« Agreement




Common Process - Refunds

FX Trades Wholes_ale
Lending

Contact details Contact details Contact details Contact details
Account details  Account details Account details Account details
Product details Product details Product details Product details
Reason Reason Reason Reason
Amount Amount Amount Amount
Approval Approval Approval Approval
Terms Terms Terms Terms

Signature Signature Signature Signature

CTP

Process Properties

* Name

* Purpose

* Owner
 Activity

* Function

» Description
» Logic

» Hand-off

Swim Lanes - Drive Issues

* Map end to end as s
customer interacts -

 Drive out issues as map ==
» See wood for trees
» Layers of complexity 3
 Tie to information — —
» Simulate
» Exceptions

g Business for Today and Tomorrol




Continuous Improvement

* Regular review

* Role descriptions

* Reward

» Recognition

* Ownership

 Pipeline of improvement

Performance Measurement

—
¢ Values focused, empower delivery, reflect
mission outcomes

¢ Need to be clearly defined, easily measured
and quantitative

¢ Realistic - not demoralising and degrading
e Define criteria for success

e Become minimum standard to operate too
o Not encourage contrary activity

o Not a limit on performance

Questions
e




