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Introductions

>  Jeff
Varney,
Sr.
Advisor

As the process management
and process improvement
practice lead within APQC, Jeff
coordinates research and
custom projects for Business
Process Management and
process improvement (e.g.,
Lean, Six Sigma, etc.) spanning
all industries and disciplines.

Jeff’s role also includes
developing and implementing
solutions that combine KM
approaches, measurement,
and benchmarking with
process improvement efforts.
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John Tesmer,
Sr. Project
Manager

John Tesmer is a Sr. Project
Manager within APQC’s Advisory
Services group. In this role he is
responsible for the day-to-day
operations of APQC’s Open
Standards Benchmarking
business.

John is also responsible for the
overall management of the
‘Process Classification
Framework,” APQC’s taxonomy of
business processes used by
businesses around the world for
benchmarking, content
management, and process
definition.
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What we’re going to cover

» The results from our most current research
into process management

» Ongoing research
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Building Strong Process Management
Capabilities

Business
Process Management

Strategic Alignment

Governance
Process Model
Change Management
Performance & Maturity
Process Improvement
Tools and Technology
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Voice of Customer

e What does the market want to know?
* Does our hypothesis align?

1
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Voice of Customer Results

Measuring performance improvementand the
value it provides to the organization

Interested NR

15% 2%
Not Interested
1% 1%

N =154
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Voice of Customer Results

Establishing a process management scope, goals, and
success factors and aligning them to businessvalue

NR
3%

Interested
12%

N =154 Not Interested

2%
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Voice of Customer Results

Roadmaps to building a strong process
capability

NR
Interested 1%
18% Not

N =154 5 Interested
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Screening Survey

APQC * Introduction

| * High-level process

a ma
Buildingd Strong Process Mani | nagement

[ J .
Best practice partner screening survey | St rat8g|c d | I gn ment
[ J
Governance

Introduction

 Cha
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technologY investmant s aligned with the orgamzatnons strategy- |
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organizations begin to unravel at the s |
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Instructions and glossary

When referring to ‘orocess,' weTe referring to 3 set of activities 1
not talkind about activities of tasks (that can pe done by 3 single |
the same functional organization.
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Screening Survey Participants

Regional Distribution of Responses

n=41
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Industry Distribution

Row Labels Count of UserID
Consulting/Consultants
Chemicals

Energy and Utility

(blank)
Government/Military
Insurance

Healthcare

Aerospace

Software

Computers

Education (Higher Education)
Financial Services/Banking
Security Systems
Advertising
Telecommunication
Architecture and Design
Retail/Catalog/Mail Order
Electronics

Agriculture

Metals

Textile

Other

Durable Goods
Petroleum/Qil/Gas

Grand Total

R R R R R R R R R RRRNNNNNNDNNNWWWD

I
=

©2011 APQC. ALL RIGHTS RESERVED. 12 APQC



Length of Process Orientation
Experience

100% -
90% -
80% -
70% -
60% - m More than 20 years
M 10-20 years
50%
W 5-10years
W 1-5years
40% - Y
W Less than ayear
30% -
20%
10% -
0% - n=41

Americas EMEA APAC
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Executive Support and Process
Orientation Longevity

4 ¢
//

100.00%
90.00%
80.00%
70.00%
60.00%
50.00%
40.00%
30.00%
20.00%
10.00%

0.00%

/ Executive
& support beyond
5 years? It’s i
_| L
\ ——No
N\

Less than a year
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1-5years 5-10years 10-20 years More than 20
years
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CoE Involvement in Strategic Planning

10
9
8
7
6 -
5 -
4 -
3 -
>
1 -
0 -
Responsible | Accountable Consulted Informed
Yes n=35
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Performance Improvement Techniques

30
25
20
15
10
| i §
0
1SO Lean Six Sigma Balanced Value stream Reengmeermg Kaizen Baldrige
Certification scorecard mapping n=41 assessments
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Performance Measurement

30
25
20
15
10
5
0 T T T T T T T T l T l 1
Cost to Cycle time Effort  Cost savings Staff Costof  Cycle time Opportunity  Other None of the
implement to required to resulting  allocation capital changes  cost of not above
change  implement implement from differences required to making the
changes change changes make the changes
change n=41
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Most organizations are using the tools
around them

Visio/Excel/Word/etc. Workgroup tools like Exchange, Pre-packaged BPMS Online collaborative tools not Other or multiple tools Manual filing of paper plans in
Qutlook, SharePoint, Domino, mentioned ahove books or files
Notes, etc. n=41
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Tenets Over Time

M |nitial Present M Future

61%
Tools and Technology [ 66%
66%

Process Improvement | 80%
Performance & Maturity | 49%
Change Management | 66%
Process Model | 76%
Governance | 61%

Strategic Alignment ] 51%

. o 1=
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What about “old timers?”
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Initial vs. Present Plans

® |nitial = Present

78%
Tools and Technology
78%
89%
Process Improvement
83%
Performance & Maturity
61%
Change Management
89%
83%
Process Model
83%
56%
Governance
83%
67%
Strategic Alignment
78% n=18
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Present vs. Future Plans

Present m Future

78%
Tools and Technology
83%
Process Improvement
61%
Performance & Maturity
89%
Change Management
' 83%
Process Model
' 83%
Governance |
78%
Strategic Alignment |
N, 7
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Future vs. Future

M Future m All Companies Future

78%
Tools and Technology

78%
Process Improvement
80%
78%
Performance & Maturity
61%
Change Management
66%
Process Model
76%
61%
Governance
61%
- 67%
Strategic Alignment
n=18
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Review

» Sample size is too small to draw conclusions

» Most of the maturity in this space is in
North America

» Executive support is essential to longevity

> Priorities change over time, and there is an
appropriate balance for each organization
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