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Agenda

Maximizing Benefits for Your
Organization Means Having an Adoption
Strategy

Leverage Prescriptive Methodologies for
Process Design to Speed Development

More Resources for Getting Started
Quickly No Matter What You Choose
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Organizations Turn to BPM to Transform the
Traditional Development Process

Inhibitors to Increased
Effectiveness:

Process Improvement Disciplines

(i.e. Six Sigma) = No direct traceability to business
. objectives
Define, Measure, ) | D> Control _
Analyze L mprove ~ ontro » No integrated measures of success
» Separation “gap” of business
High Investment — Implementation No Integrated knowledge from implementation
Low Leverage y \ Highly Variable , ~ Operational Control . . . .
/ \ ( \ = Difficult to communicate and visualize

business impact of change

= Limited audience can effect change
Solution DevelopmEi = Not oriented towards the needs of
making people more effective: As- -~ -

Analysis, Plan, Code D Deploy, collaborators and as participants
Design g (Buy vs. Build) < Maintain S
Functional Focus vs. Rigid knowledge No Systematic » | l _ il
Business View . burieddeepincode ~ Operational Control A " _C‘._ _::’_
.
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BPM Shifts Development Towards a Business Driven
Approach

Strategy Process Process Process
Mapping Mapping Development Monitoring
Process
Analysis

Process
Optimization

Infrastructure Activities

Platform Environment Environment Production
Install & Config Configuration Configuration Tuning
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Business Process Management is a team sport...

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

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

results

e

113 “\,
How can | work Business
ess smarter supported by Users
Leader flexible and dynamic

processes modeled
for the new way
people buy, live &

work?” |

IT Leader

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

link strategic intents to actionable
entities and computable measures

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

IT
Architect
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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.
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Globe Telecom
=Ty
@ Globe ™ Gaining tactical agility with smarter promotions

Client Pains

» Needed to reach a new level of agility
in the creation and management of
promotional service offerings

» Required agility to compete in their
intensely competitive market.

ol

Real Results

« Leveraging information gathered from handsets, Globe is able to identify
the optimal service promotion for each customer—and the best time to
deliver it.

« Expected one-year payback period
« 95% reduction in time and cost of developing new promotions.
« 600% increase in promotion effectiveness.

IBM Software
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Agile tax collection Transforms Insight into

Action

“““:J:-:ﬁ-@ drives down exceptions and processing time
===\ for tax returns

Client Pains
« Slow, expensive, paper-
intensive, manual processes

« Lengthy exception processing
times

« 80% reduction exception backlogs

« 80% reduction in average age of work queue, avoiding
extra interest cost

Impact2010
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Successful Adoption of BPM Is A Journey for Business & IT
Culture, Architectural Alignment, & Market Pressures Impact Adoption

Faster ROI

Enterprise-level BPM/SOA

adoption with much higher

IT - . BPM/SOA adoption and | |gyels of reuse. Services are
Applications customized t -
ppiications cu '2 reuse grows. Business assembled dynamically. IT

i i iqrityl support process change. i '
IT is reactive. The majority] SUPPOrtp g policies are used to el s B TS ErERE

of the IT budget is spent of Project/department-level | an54e process variafo

maintaining the status quo| Services developed. Reu '-l'—l'- Systematic improvement using
Integration is P2P. Minima| 1S COpy-paste-modify. predictive measures. Business
reuse, increasing backlogs. Analysts reuse Services.

Process change becomes a
key differentiator.

T

Business and IT
architectures are linked

Cross business unit

Processes are modeldd,
simulated. KPIs and r¢al;
Some processes time dashboards provide
documented. Basic visibility and guide

measures in place for disciplined improvemelnt
critical processes. SME-|
improvement teams.

Organizational silos with
rigid boundaries. Few
processes documented,
measured. Inconsistent
improvement methodology.

Highly responsive,
agile architecture

Business

Evolution of the Agile Enterprise >
| | | | >
| | | | v
Level 1 Level 2 Level 3 Level 4
Busorware  E1TICIENCY, COSt reduction Effectiveness Agility, innovatjon, grow,
Impact2010
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Successful Adoption of BPM Is A Journey for Business & IT
Culture, Architectural Alignment, & Market Pressures Impact Adoption

A
Return on I

Investment A BPM System Facilitates this Journey By:

Explicit Communication: Processes are
documented, understood, and agreed upon

Business Visibility: Process performance is
available in real-time, measurable, and actionable

Process Can Be Connected & Easily Changed:
Process tasks, activities, and end-points are
flexible and quickly adjusted

Driven by the Business: Process management
is contextual, governed, and extended to all
stakeholders

/ architectures aligned
Highly responsive,

agile architecture

Evolution of the Agile Enterprise >

Level 1 Level 2 Level 3 Level 4

v
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Establish the Owners

BT

Who should own the BPM project - Business or IT?

The business should own the process improvement
and IT should own the BPM program.
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Planning for Execution is Key to the Success of a BPM

Project: Your BPMS

Should Facilitate This Collaboration

< Granularity of Business View & Amount of Detail in Work Products

£y

& HPorasy
— rategies Comporagy
__—__———___ . h’;ﬂiﬂm
AR
M astar
Sched

Pats
W ater

o _,_——-'_'_'__TI'II_THTNES
I
— Strategy "Dpllmkagll::rl.?hal Cyele

“50% Throughput

v

Ec_‘_i-lﬂﬂa%& Proa Begy
T Concep, 8w
T Projecys 8Py
%\;______——_____ﬂﬂ_ rents

_— Deployad and

= HiLeval Business

___...--"'"* EE;EW e

Benefits

10 Defvery ___—-—“’E'ﬁ_:mam- Measurad EPM
“"_ﬁmor_n;r_atabla BPM Process Frocess
._——--‘F;E;:: EPM Procass Arphcaon
Cecomposiion
« Tracked Business
« Detalled Costs and Performance

« In-Procass Application

Improvemeant = Pr Bt d =+ Beal Tima Process
by 20t VAo Propotion e onBuyin  Scoreboaras - Measutement
Decrease Cycle - Crganizational . SLA's - LegacyIntegration - Process Simulatien and
Time to 33 Months Stakeholders P - Fully Costed Optimization
- ; lems « Process Roles Iy Coste
by 2010 ! ﬂsl's | s delt Deployment Flan + Ongoing Performance
. Key Etror States « Intagration Points Improvement
. Id@nitifi
ProcessPriority ; D:mm':':m T
Estimates
B Safisans Business Strategy Process Improvement & Implementation
Impact2010
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As Planning Shifts Towards Process Improvement, Identify
the Low Hanging Fruit and Start Small

Use a prioritization matrix early on in your process analysis

A (44

Never "One and Done

Greater Reengineering project

effort Associated with a
key, meaningful
initiative

Scope of
Simulation may be used to : :
assist with the calculation first project
of payback and positioning

Payback
Lower, non- Higher strategic value,

strategic value linked to key initiative

Lower
effort

Initiative A Initiative B Initiative C Initiative D
IBM Software

T D AQ/r?/d AU AU



A Simple Sample Prioritization Matrix

Employee On- 4 3 1 8
boarding

Customer return 2 2 3 7
process

New sales 2 4 4 10
process

Need 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

skl ot responsive to business needs
oftware
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Structure Your Project for Success
Build a Complete Team

Lombardi BPM Project Roles

Supporting Roles:
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Process Analyst

System
Administrator

| <

{

S —

BPM Program
Manager

2

Analyze & Evolve Your Core Skill Needs

Responsibilities
Set project goals, strategy, organization, and expectations

Define measures of operational success and ROI

Identify “biggest bang for the buck” areas through documentation
& analysis of current state of the business

Leads process improvement efforts

Expert in process decomposition, scoping, optimization

Identifies business case, key opportunities, and ROI

Enforces delivery of KPIs, SLAs, and scoreboards

Can model deployable processes; dependent on IT for supporting
services

Collaborates with analysts to define low level processes and
scope of supporting service function

Collaborates with analysts to reflect process “IT realities”

Creates service function using Java code, connectors to access
existing systems, or ESB function to integrate legacy systems

Responsible for deployment architecture

Supports access to database storage & optimizes application
workload

Sets up production staging process & automates configuration
Guides infrastructure design and implementation

Expert in lterative Delivery Methodology

Manages scope, budget, and resources

Identifies and mitigates risks

Conduit for escalations and issue resolution

Provides internal and external status and dashboards
Lets Delivery Team deliver

Skills Required
Understand of functional areas & performance
of the business

Key signoff & stakeholder on realization of the
project and associated resources

Experience with process flow design,
requirements gathering, facilitation

Critical Analysis and Reporting skills
Certification in Lean or Six Sigma is a bonus

Process skills for low granularity process design
Java skills for creating new business function

System integration skills in order to leveraging
existing data sources, interfaces, and third party
services to support process execution

Experience with application server
administration

Experience with operational administration
around role-based access, system health, and
maintenance of operational data stores

Experience delivering iterative projects and
managing program roadmaps that are delivered
incrementally

Able to facilitate business and IT collaboration

Communicates to sponsor and executive levels
of the organization



Structure for Effective Execution

Connect Strategy to Action
Cross-LOB Leadership Teams (May be BPM CoE):

Line-of-Business . Business & IT
) IT Executives
Executives Strategy Leaders

Cross-Functional Project Team:

Process Process
Owner Owner

BPM Program Proce] BPM Program Process
Manager Owng Manager Owner

BPM Progl Qperations Process BPM Program Operations Pro BPM Program
Managq Analysts Analysts Manager Analysts And Manager
Operations Process Operations Process Operations Process
Analysts Analysts Developers Analysts Analysts Developers Analysts Analysts Developers

Platform and Support Team:

Systems

D I
Administrators evelapers

IBM Software
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BPM Project Implementation

Project Start
(TBC)
' Iteratiom 1 ' Ikeriatiom2 l lkeratiom <> l
BPM Analyst ' BPM Analyst ? BPM Analyst '
| Business Experts | Business Experts | Business Experts |
usli X|
Stakehold
I Stakeholders I akeholders I Stakeholders I
: | - | L |
== o - . ot D — —-— Lo, 0D
I : .:'. v ¢ | L I O | v 0 I
| Rﬂﬁiraments I Realramenl& | Rnairarnmt& |
| Tesl Design | Tast u Design I Tesl U Design |
| LJ [ _ [ |
l Build I Build I Build I
| BPM | BPM | BPM |
| Consultants | Consultants I Consultants I
| | ] |
el Production
| Installation | | - |
LOMBARDI Technical
: ﬂ Consultant or customer l | LOMBARDI Technical |
I | I Consultant I
: |
I Program Management
1
I BPM Program Manager |
Customer Program Manager I I
: " Playback " Playback
: 4
|
I
IBM Software y =
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Visibility Is Critical To Improvement

\& Teamworks Process Portal - Mozilla Firefox Metrics, KPIs and
File Edit Wew Go Eookm.irks Tools Help SLAS should be art
QZI - [_;/\) - @ i:! @ = http: {fmsmith2:808 1/portal fisp/viewScoreboard. do?id= 1078 of the Definitiopr‘

,' Getting Started LT,l Latest Headlines
Phase

e

My Tasks

Welcome, inshMgr1

PM My Team Performance

Out-of-the-box scoreboards
RR Team Filter | Al [»] Process Filter | Al (2] . . v e ers
provide real-time visibility and

::;:SRHUE‘S On Track, At Risk, and Overdue Task Percentages. Thiz chart shows when tazks will go Overdue in a timeline. Clicking on bar will dizsplay the tag ContrO/ Over I'n_flight processes

Task Status When will Tasks go Overdue

My ScoreBoards 10 - managerS Can rerOUte Or

My Performance = Nurrber

113 g ”
My Tearm Perrmance 60.00% escalate “at risk” an overdue
Process Performance onTrack =
e z, \_ processes )
=
Life Policy Performance =
i 2 i
Life Product Dashboard 35.00%
atRisk 2 FOF Customer Dispute (Checked Out) 22 I = 0| €5 palette 22 = =
Process Tools 1= | < Selection Tool
Manage EPVs - * B
[ f Y . Ves ~ Sequence Flow
—— @ Start | | .
Click Pie Slice to see the task 5 Enter Dispute Resnﬂ%d 7 " @ | on +
5 No f Y - a0 Common
5.} | oty | T
o L +J Activity With Default
E e * Get More Data Custammer = Service
hpw = E ~
Task List for all and All 5 @ i - sy +| \t — |l ey ey
= Adv E h 4
Status id | Sub = i ‘[ [ Jere Tea
O I o | v s ] st
At Risk 177 | Creg| tio -
At Rigk 187 | step| & = l i ‘ Ondeven insUnderwriters
At Risk 188 | Step = | | ~ | . ingUnderwriters
= Research I VioyEs | { @T\mer Event
| At Risk 190 | ste| 8| 8 BHaER b 4 ERD b T : inglUnderwriters
= 5 ke i ‘\:éﬂ' IEnter;ned\ate Tracking
At Risk 201 | Tash £ (- 2 Zelol, ingPartnerMgrz
D == Complete ? Decision Gateway 0
: c 5
]| At Risk 251 | TasH S
O} At Rizk 2052 Step il sl insUnderwriters
— - b 4 . :
[1 on Track 182 | Step A | _’l—l S inzslnderwriters
[ on Track 184 | Step Overview |Disgram |arisbles | Tracking | Procsss KPIs | M3 Office 5B Advanced insUnderwriters
O o) = vl
Done
~ Key Performance Indicator * Assignment =
& Execution Time (Clock) Assignment Type:  [Automatic |
& Resource Cost
& Rework ~ Threshold Settings &
‘&t Tatal Time (Clock) - Ti
&g value Add iimelRange X
e Wait Time (Clock) Minirurm: | 0 Days | 0 Hours | 0 Minutes
IBM Software Expected: | 0 Days I 1 Hours | 2 Minutes
2 | Hours | 10 Minutes

Impact2010 N — el - ‘4?
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Agenda

Maximizing Benefits for Your
Organization Means Having an Adoption
Strategy

Leverage Prescriptive Methodologies for
Process Design to Speed Development

More Resources for Getting Started
Quickly No Matter What You Choose
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Prove Business Value First - Success Breeds Success
BPM Project Timeline

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

IBM Software
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Success of a Repeatable BPM Program

Efficiency

- Automated Agent ‘Quick Quotes’

- Increased agent and customer
service satisfaction, decreased
manual handoffs and eliminated
need to buy a new system

- Eliminated 87% of “human
touches” required to apply
Premium Monies

- Implemented automated New
Business ‘Sort and Search’

- Enabled team to complete new
annuity setup in less than 48
hours, increasing broker
satisfaction and avoiding penalty

cost for missed SLAs
IBM Software

Impact2010

Comes to You

- Automated Relationship
Management to effectively
manage customer complaints

Effectiveness

- Totally automated market
research and survey
management, providing
management visibility and
reporting for top 3 customer
service issues

Agility

- Reduced lead time required
for new product code setup
from 57 down to 4 days

- Automated new securities
application process, enabling
the business to support growth
without additional head count

Allianz ()
oAU A



Iterative Business Solution Desigh & Process Improvement
Business driven design

Discover your business intent; Story board the user
Map intent to business g _ Q interaction by capturing and
capabilities and processes; ) S e defining as-is process and
Identify and prioritize options | s Flocess to-be processes; Specify
g_ _ business measures & KPI's;
A =g Mock_up fgrms to validate
Leader Business and visualize human
Analyst . .
interactions
Collaborate, Iterate,
Refine & Validate
Manage real-time _ Eﬁ g Experience/visualize the
performance by empowering V] = solution via elaboration and
business end users to S .

: _ . Ry . Business refinement of business
customize their experience, End User \ ﬁ j_ Analyst measures and KPI's; Add
managing KPI's and alerts % i operational characteristics to
based on changing business Q Business future state processes;
conditions Business 3q) End User Interactively validate elaborated

Leader Process

Owner processes in IT sandbox
IBM Software
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Using Playbacks With WebSphere Lombardi Edition to
Achieve lteration

Discover Storyboard & Experience & Manage

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

Storyboard > Experience >> Test >50-Live>

(1 - 3 weeks)

Discover

* Goals, Critical Success Factors < Model Process and * Develop Processto  * Finish remaining

* As-Is Process Maps Service Flows specification 30% of Ul

* Process Analysis * Build Ul shells * Implement Services functionality with

» To-Be Process Maps * Create Business with Data Flow and look and feel

» Executable BPD Data model DB layer » Complete metrics
* Forms and Custom Reports * Prototype * Incorporate and reports

* KPIs and SLAs Integrations and integrations * Implement
 Business Data Model DB Design » Generate data to exception handling
 Simulation » Mock up Reports build reports and error proofing

IBM Software
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Maximizing Benefits for Your
Organization Means Having an Adoption
Strategy

Leverage Prescriptive Methodologies for
Process Design to Speed Development

More Resources for Getting Started
Quickly No Matter What You Choose
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BPM allows us to
focus on our most critical
business priorities first.

— Eric Keller, CIO, Sirva

Keynote Presentation, Driven Online 2009.
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a8 Teamworks - Brandon Baxter - Order Fulfillment - Main -
File Edit FPlayback Help

3* Designer Q) Inspector | ¥ Optimizer =) = e
Snapshot Process Center
EEUELENLEIEEIER ' ‘ IE Order Fulfillment
all

+[3 Processes B | Diagram

& User Interface Send RFQ RFQ Response
& Implementation

-{ Rules

Data
# Gek Yendor
P Performance Responses
Order
Set
&‘ o] FulFillment
& Files Started
w TODLKITS

» il System Data (7.0.0 GA)
b B L5W 54 Toals (Distro v1,3.0)

» Bl 54 Business Data Search (Distro ... 4k Missed SLA Fuﬁ:;c,:nt
b B Environment Setup (Distro v1.2,1) Rules

» B3 CRM Integration (¥2) 4k
b 3 Document Integration (V2)

w SMART FOLDERS
4. Favaorites
Changed today
B changed this wesk
A validation errors
Bl Ready For System Test
E2) Integrations Ready to Test

Create Order Review Order @

CQuokes
= ik Received

TeamWorks
Analysts

-. Properties

- Behavior

Marme: | Teamworks A ~ Tracking Groups
| This is my pool. Enable Autotracking:
Aukotracking Mame: | a0rderFulfillent

Documentation:

Revision History R B ———————————————————————————
4 L Cliff ¥ars

The Picture is the Process

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

Best Participate in Industry
Practices Community Insight

BPMBlueWorks .-- gu

/l_,\Home Mews | media Library (& | Blogs (&) | Forums (=)

Articles and 2
Papers Learn from the experiences of
o the BPM BlueWorks community
and share your own
-'/:HT’.'\‘- Read about It acticesie an . and conng
\» ¥, with other BNEEEs ctitione “E. P BlueV
blog ang Dity Fogull 1 "

[ Blogs

1
-

Fodcasts

Pl categaries

3 1.0 Develop and Manage ProductsiServices (100033
3 2.0 mMarket and Sell Products and Services (100043
3 2.0 Deliver Products and Services (100053
3 4.0 Manage Customer Service 10006
L 5.0 Develop and Manage Hurman Capital (10007
L 6.0 Manage Infarmation Technology (100083

7.0 Manage Financial Resources (10009

aill

Business

Measures
—_

Benchmarks

IHHHHH
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W20 OISR o8I



Experimenting With Your BPM Journey? Need to
Demonstrate Quick Value? Consider IBM BPM FastPath

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

» 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!

— 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

IBM Software
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Learn from Our Highly Successful Customers

OVER 15 MILTTON SOLDJ

THE fHABITS OF

11 Habits for Highly Successful
BPM Programs
Prove

Steps for Getting Started with Process Improvement

PEOPLE.

Powerful Lessons
in P'Er:-.mml Lh{u‘t!.,

Stephen R Cﬂvey Eoe
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What’s Next?

Blueprint Account

= Go to weww lombardi.comblueprint

= Sigm up for a free 20 day sooownt!?

= Sangle best way o pet people in your business thinking
abouwut BPR and starting to doocurment process problems
that an feed mto your process project pipeline.

Webinar: Justifying a BPM Project

= Check this owut if you are trying ©o et your organizatiosmn on
boarnd writh BPkA

= This really emphasizes why process  mprosement is a
nmumber one priormy: that 1T teams and ClOs showuld be
imresting imn.

Whitepaper: How to Structure your First BPM
Project to Avoid Disaster

= st read during the BPR planning phass!
= Domtans specifec tips and tricks whisch will bbe critical for
settimg you up im your farst BPFM project.

Resource Center

= Go to weww lombardi.combpm-resource—-cemeer

= Prowides different kimds of assets and ideas for getting BFR
projects started and sustaming them aonoss your entenprise
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Are you ready to take that
journey with us,

With more than 5000
ClOs putting their trust
In us. So can you!

One Committed Team
with Solid and Proven
Software Platform

Now you can make that
Change!
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