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Organizations Turn to BPM to Transform the 
Traditional Development Process

Define, Measure, 

Analyze
Improve Control

No Integrated 
Operational Control

Implementation 
Highly Variable

High Investment –
Low Leverage

Process Improvement Disciplines 

(i.e. Six Sigma)

Inhibitors to Increased 
Effectiveness:

� No direct traceability to business 

objectives

� No integrated measures of success

� Separation “gap” of business 

knowledge from implementation

� Difficult to communicate and visualize 

business impact of change

Solution Development Lifecycle

Analysis, Plan, 

Design

Code

(Buy vs. Build)
Deploy, Maintain

No Systematic 
Operational Control

Rigid knowledge 
buried deep in code

Functional Focus vs. 
Business View

business impact of change

� Not oriented towards the needs of 

making people more effective - as 

collaborators and participants



BPM Shifts Development Towards a Business Driven 
Approach

Strategy
Mapping

Process
Mapping

Process
Analysis

Process
Development

Process
Monitoring

Business Driven Process DesignBusiness Driven Process Design

Business Strategy Process Improvement & Implementation

Analysis

Process
Optimization

Platform
Install & Config

Environment
Configuration

Environment
Configuration

Production
Tuning

Infrastructure ActivitiesInfrastructure Activities



Business Process Management is a team sport…

Business Business 

Process 
Owner

Business 
Analyst

“How can I work 
smarter supported by 

understand and define business objectives 
within the boundaries of the organization 
constraints

show how Process Engineering efforts 
are guided by the business strategy 
and show a clear path from strategy to 
results

Business 
Users

Business 
Leader

IT Leader

IT Developer

IT 
Architect

smarter supported by 
flexible and dynamic 
processes modeled 

for the new way 
people buy, live & 

work?”

link strategic intents to actionable 
entities and computable measures

collaborate on the operational 
aspects of the business to ensure 
the right actions are being taken

Focus project efforts on the areas 
and processes that bring the most 
value to the business



Case Study: China's largest regional Retailer Increases 
Competitive edge through Process Efficiency

Client Pains
• Streamline and automate its supply chain 

business processes

• Improve efficiency among its 1,800-plus 
local and international suppliers

• Maintain market leadership position

Real Results
• Reduced order lead time from 2.5 days to 4.5 hours

• Improved order acknowledgement rate from 80 to 99 percent

• Reduced order error rate from 9 to 1 percent

• Achieved ROI in 9 months

• Maintain market leadership position

Efficiency



Case Study: Globe Telecom Gains Marketing agility 
through smart Promotions

Client Pains
• Reach a new level of agility in the creation 

and management of promotional service 
offerings

• Extensive paper based administration

Effectiveness

Agility

Real Results
• 60 % increase in sales with new promotions

• Expected 1 year payback from BPM program

• 95 % reduction in time and cost of developing new promotions

• 600 % increase in promotion effectiveness (reward dealers and 
customers in real-time, down from six months).) 



Client Pains
• No visibility to sales and inventory info across 121 

store locations in 4 countries

• Different versions of same information inhibits 

timely decisions

• IT on fire-fighting mode instead of innovation to 

support business

Case Study: Australian Retailer Improves Inventory 
Visibility and Response to Business Changes 

Real Results
• Provide business managers with timely, single view of product, price, sales 

and inventory info for better decision

• Legacy systems is service-enabled for rapid assembly to support business 

processes (turn-on and off selective business functions)

• Developed road-map for BPM implementation

support business

Effectiveness



Case Study: Large Insurance Provider Automates Invoice 
Disputes
Fortune 500 Company. Leading writer of voluntary insurance coverage

Client Pains
• Resolve 150,000 invoice disputes 

per month

• Maintain excellent customer service 
as business grows

Real Results
• Automated work assignment and tracking

• Real-time visibility into at risk invoices and tasks

• Reduced manual work by 80%

• Deployed first version in just 90 days. 

Efficiency



Establish the Owners 

Who should own the BPM project - Business or IT? 

The business should own the process improvement 
and IT should own the BPM program. 



As Planning Shifts Towards Process Improvement, Identify 
the Low Hanging Fruit and Start Small

Associated with a 

key, meaningful 

initiative

Greater 

effort

Reengineering project

Use a prioritization matrix early on in your process analysis

Never "One and Done" 

Initiative A Initiative B Initiative C Initiative D

Scope of 

first projectLower 

effort

Lower, non-

strategic value

Higher strategic value, 

linked to key initiative

Payback

Simulation may be used to 

assist with the calculation 

of payback and positioning 



A Simple Sample Prioritization Matrix

Impact to 
employee 

satisfaction

Relevance to 
organizational 

strategy

Financial 
Impact (ROI)

Total

Employee On-

boarding

4 3 1 8

Customer return 

process

2 2 3 7

New sales 

process

2 4 4 10

Need Help Identifying Opportunities? Look for the SignsNeed Help Identifying Opportunities? Look for the Signs

‣ Process errors causing revenue loss

‣ Inefficiency is causing additional cost or headcount

‣ Rework required

‣ Unsure of steps for process improvement

‣ Low customer or employee satisfaction

‣ Losing opportunities to more responsive competitor

‣ Lack of visibility into systems execution

‣ Difficult to evolve IT systems to changing business need

‣ IT not responsive to business needs



Visibility Is Critical To Improvement 

Out-of-the-box scoreboards 
provide real-time visibility and 
control over in-flight processes 

– managers can reroute or 
escalate “at risk” an overdue 

processes

Metrics, KPIs and 
SLAs should be part 

of the Definition 
Phase 



Successful Companies Sense and Respond to 
Opportunities / Risks – Business Event Processing (BEP)

Cross-Sell/Up-Sell: Abandoned shopping 

carts present a sizeable opportunity to online 

retailers.  

Increase Sales

Mitigate Risk

Fraud Detection: Financial institutions require 

constant monitoring for suspicious patterns of 

diverse activities and the ability to continually and 

quickly adjust for interesting patterns.  



Business Events – Detect, Correlate and Act on for 
timely action and to realize business benefits

Spends 
more than 
10 minutes 
on a page

Accepts offer 
for a live chat

Places call to call 
center for product 
inquiry

Turbulent, Disparate,
Non-Deterministic, 

Un-sequenced Events

Click through from 
follow-up email offer

Webpage viewed

Arranges onsite visit

Downloads 
service guide

Spends 
more than 
10 minutes 
on a page

Accepts offer 
for a live chat

Places call to call 
center for product 
inquiry

Turbulent, Disparate,
Non-Deterministic, 

Un-sequenced Events

Click through from 
follow-up email offer

Webpage viewed

Arranges onsite visit

Downloads 
service guide

External Event 
Sources

Event Messages

Capture

Generate 
Actions

WBE Runtime
Evaluations  
Correlations

Internal Event 
Sources !

Databases
ApplicationsOther

Transactions

Business 

Processes

BAM

Business 
Analysts

If Events A, B and C 
Occur within 5 days, 

Initiate Actions X and Y

Action 
Messages

Sensors
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BPM Project Implementation

Iteration 2Iteration 2 Iteration <n>Iteration <n>

Project Start

(TBC)

Envisioning and 

initial scope

BPM 

BPM 

Analyst
Business 
Experts

Stakeholders

BPM 

Analyst Business 
Experts

Stakeholders

BPM 

Analyst Business 
Experts

Stakeholders

Iteration 1Iteration 1

LOMBARDI 

Technical Consultant 

or customer
LOMBARDI 

Technical Consultant

Platform 

Installation
Production 

Setup

Program ManagementProgram Management
BPM Program 

ManagerCustomer Program Manager

BPM 

Consultants
BPM 

Consultants
BPM 

Consultants



Prove Business Value First  - Success Breeds Success
Using Playbacks With WebSphere Lombardi Edition to Achieve 
Iteration

Storyboard Test 
Go-
Live

Discover Storyboard & Experience & Manage

Discover

(1 - 3 weeks) (6 - 8 weeks) (2 - 3 weeks) (1 - 2 weeks)

Experience

BPM is agile. You need to take advantage of that – and don’t attempt to solve 

all problems with a single “big bang” deployment of an end-to-end process. You 

need to continuously improve and iterate. 

"If there is no business owner for the process, there's no process application. 

I won't do it." - Erik Keller, CIO, SIRVA … and Lombardi customer. 



The Picture is the Process



Structure Your Project for Success
Build a Complete Team 
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Experimenting With Your BPM Journey? Need to 
Demonstrate Quick Value? Consider IBM BPM FastPath 

• A prescriptive approach for achieving BPM within 90 days

– Accelerate your business’ time to value with a human-centric BPM solution in production

– Optimize your resources through a tried-and-tested, prescriptive approach to BPM

– Improve business results through tighter collaboration between your business and technical teams 

– Achieve competitive advantage through improved process performance and customer satisfaction

– Empower your department on key technological skills and methodologies

• IBM Software Services for WebSphere Delivers! 

Go from Zero to BPM within 90 days* for Smarter Business and Faster Results

• IBM Software Services for WebSphere Delivers! 

– A 90 day implementation lifecycle that spans discovery, story-boarding, experience, managing and deployment 

of your BPM solution

– Configuration and Installation – deployment of the prescribed IBM Software products

– Project Governance – closely manage the project’s goals and activities with the client

– Deployment – a BPM solution in a production environment

� * Your success within 90 days
- Includes software and services 

- 90 day delivery assumes strict conformance with scope and delivery boundaries 
as jointly defined by IBM and the client

- Cost and implementation times may vary based on actual scope



Leverage the BlueWorks Community to Augment Your 
Know How @ bpmblueworks.com

Insurance

Participate in 

Community

Best 

Practices

Industry 

Insight

23

Telecom

Healthcare

Banking

PLM

Benchmarks



What’s Next?



Learn from Our Highly Successful Customers
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