
Transform for Growth:
Advancing Process Maturity

David MacDonald
Director, Business Process Management
IBM, Software Group – Worldwide Team



“Once a company 
runs up against a 
major stall in growth, it 
has less than a 10% 
chance of ever fully 
recovering.”
Reinvent Your Business Before It’s Too Late, 

Jan/Feb 2011



CIO visionary plans are evolving

Source: 2011 CIO Study, Q12: “Which visionary plans do you have to increase competitiveness over the next 3 to 5 years?”(n=3,018)

2009 2011

Business Intelligence and analytics 83%

83%

Mobility solutions 74%
68%

Virtualization 68%
75%

Cloud computing 60%
33%

Business Process Management 60%
64%

Risk management and compliance 58%
71%

Self-service portals 57%
66%

Collaboration and Social Networking
55%

54%

Most important visionary plan elements



Process is a Priority

Data September 2010 Information Week 500 Survey

Get better business intelligence to more employees, faster

Introduce new IT-led products or services for our customers

Make business process more efficient

Lower IT or business costs

Improve Web operations or customer experience

Improve customer service

Engage customers in new ways

56%

40%

36%

34%

26%

24%

36%

Process Improvement is the #1 
Priority for CIOs - 5 years in a row

Gartner, Inc, “Leading in Times of 
Transition: The 2010 CIO Agenda” 



Budget Budget spent 
maintaining 
existing systems 
and processes

Budget 
available for 
new projects

(Innovation)

Process Optimization Improves Business Results

With Just One Sigma Shift
in Process Improvement:

Source: Six Sigma:The Breakthrough Management Strategy, Mike Harry, Richard Schroeder, 2000.

Time

• 20 % margin improvement
• 12 - 18 % increase in capacity
• 12 % reduction in employees
• 10 - 30 % capital reduction 



Executive
Management

Customer
Service

Invoice
Reconciliation
Teams

Finance 
and OpsAccount

Administration

1. Unstructured Tasks and 
Communication (ex 
Paper or email)

2. Inefficient Working 
Environment Spans 
Systems

3. Inconsistent 
Prioritization

4. Incomplete or 
Inaccurate Data Flow 
Between Systems

5. Lack of Control Over 
System and Business 
Events (Exceptions)

6. Poor Visibility Into 
Process Performance

1

2

3

5

4

6

Typical process problems
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Business Challenges:
 Cannot Grow Efficiently
 Poor Customer Satisfaction
 Inability to increase EPS at 

desired level



Executive
Management

Customer
Service

Risk Management
Teams

Finance
and Ops

Account 
Administration

1. Automate workflow & 
decision making

2. Reduce errors and improve 
consistency

3. Standardize resolution 
across geographies

4. Leverage existing systems 
and data

5. Monitor for business events 
and initiate actions

6. Real-time visibility and 
process control

Customer Benefits:

• Significant Reduction in 
Manual Work, Errors

• Faster, More Consistent 
Issue Resolution

• Easier to Manage the 
Business

• Consistent Case Handling
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BPM Delivers a Layer for Control and Visibility
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Auto
LOBCommercial

LOB

Home
LOB

Insurance
Carrier

Agents & 
Brokers

Government

Corp
Account

Out-
sourced
Service

Providers
Financial 

Institutions
3rd Party
Services

DMV

Con-
sumers

Internal
Employees

Business Networks are Becoming Broader and More Dynamic



Proliferation of devices is creating pressure on IT

Employee 
Desktops 
& Laptops

PoS ATMs and Kiosks Smart Phones

& Tablets (iPad)

Customers and Partners 
require access to your 
systems



Complexity

IT Budget

Complexity

IT Budget

Complexity Grows While Resources Remain Static



“To align business and IT priorities,
it’s difficult to choose which is more 

important: ‘business presence in IT projects’ 
or ‘IT presence in business projects.’ The art 

is to create true hybrid, co-led teams.” 
Sabine Everaet, CIO, Europe Group, The 

Coca-Cola Company
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IBM supports client needs based on business objectives

Rules

Information

Collaboration

Content

AnalyticsMonitoring

Events

Modeling
Optimization
Automation

Portfolio Entry Points

 Process discovery and compliance

 Process automation and integration

 Business monitoring

 Decision management

 Advanced case management

Portfolio 
Capabilities



Visibility

Simplify operations and improve 
customer experience

Easy to engage all process 
participants, powerful enough 
for mission critical processes

Centralized visibility and control

Empower knowledge workers 
with real time analytics to

optimize business processes

Simplicity
Scales smoothly and easily from 
initial project to enterprise-wide 
program

Power

Governance
Reduce risk through automated and 
governed business processes to reduce 
manual labor and increase 
accountability 

Reduce complexity and boost productivity



IBM Software for Business Process Management
Vision

• A multi-year strategy delivered over multiple releases

• Leverage the best of all offerings

• All starting points are valid based on customer needs

• Protect and extend all customer investments

• Create the best and broadest BPM suite in the market

IBM 
Business 
Process 
Manager

IBM Case 
Manager / 

FileNet 
BPM

WebSphere 
Lombardi 

Edition
WebSphere 

Process 
Server

IBM Case 
Manager / 

FileNet 
BPM



18

The Forrester Wave: 
"Comprehensive Integration Solutions" Wave

The Gartner Magic Quadrant: 
“2010 Business Process Management Suites" MQ

IBM Business Process Manager v7.5 
Unifying Two Market-Leading BPM Platforms

WebSphere Process 
Server drives IBM 

leadership in Forrester 
Wave

WebSphere Lombardi 
Edition drives IBM 

leadership in Gartner 
MQ
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Out-of-box 
Process Portal

Configurable
Business Space

Optional 
Microsoft Add-ons

BPMN Rules Monitoring BPEL ESB

Process Server

Process 
Designer

Governance of Entire BPM Life Cycle

Shared Assets Versioned Assets Server Registry

Design
DeployImprove

Measure

Business & IT Authors IT Developers

Authors & 
Administrators

Process End-Users 
Process Owners

Integration 
Designer

Process Center

BPM Repository

IBM Business Process Manager V7.5



Out-of-box 
Process Portal

Configurable
Business Space

Case User 
Experience

BPMN Rules Monitoring FileNet Process Engine

Process Server Infrastructure

Process 
Designer

Governance of Entire BPM Life Cycle

Shared Assets Versioned Assets Server Registry

Design
DeployImprove

Measure

Business & IT Authors IT Developers

Case Authors & 
Administrators

Integration 
Designer

Process Center

BPM Repository

IBM Software for Business Process Management

FileNet
ECM

Case 
Designer

IBM BPM Process Server Rules

Case Exts.ILOG 
BRMS

Rule Exts.



Playback – Week 2

VP, Pharmacy 
Operations

Call Center ManagersProcess Developers





The simplest way to get 
started with your BPM 

initiative

The quickest way to 
deliver process 

applications
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IBM Blueworks Live
Document and Run Processes in the Cloud

Ensure your documentation keeps up with change while 
maintaining oversight and governance over process improvement 

 Increase agility by documenting and refining 
processes in a tool that keeps everyone informed 
of important changes

 Make your organization more efficient by 
automating simple processes that run today over 
email - in as little as 90 seconds!

 Improve the way you work by seamlessly 
collaborating across roles, teams and locations. 
Sign up now for a free 30 day trial. 
https://www.blueworkslive.com/signup/trial

 Escape your inbox by automating the 75% of 
processes organizations currently execute as email 
exchanges





Leverage Mandate

Delivering on your organization’s IT “Mandate”

Refine business processes 
and enhance collaboration

Streamline operations and 
increase organizational 

effectiveness

Radically innovate products, 
markets, business models

Change the industry 
value chain through 

improved relationships 

Expand Mandate

Transform Mandate Pioneer Mandate
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IBM is the proven leader in BPM

Largest Client Base
• 5,000 + BPM Clients
• Gartner ranks IBM #1 in 

BPM with 24.7% share
• IDC ranks IBM #1 with 

34.2% market share

Strongest Ecosystem
• 1000+ Business Partners
• Global Users group

Unparalleled expertise 
&  level of investment

• Over 15 years of industry 
leadership 

• 100’s of assets
• Broadest, Deepest 

solution portfolio & services

Broadest and Most Differentiated Software Capabilities 
• Simplicity for fast deployment and full business user participation 
• Centralized governance for repeatability and consistency
• Visibility and Control to continuously improve business operations
• Power through High Scalability, Integrity & Quality of Service 
• Best in class exceptions handling and case management





Addressing the Broad Spectrum of Process Needs

# of Individual Processes

P
rocess and Integration C

om
plexity

IBM Blueworks LiveBPM 7.5 Standard

BPM 7.5 Advanced

Not all processes are the same. 
Different approaches are required 
across the spectrum of process types.
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