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Introduction

A re you ready to tackle Business Process Management
(BPM) for your enterprise? Do you want to improve
efficiency, enhance agility, and also be more profitable? If so,
you're in the right place.

BPM is an approach toward managing how an organization
operates so it better meets the needs of clients. BPM enables
organizations to be more efficient and more capable of
change. BPM is exactly what your organization needs to meet
the challenges of the modern business climate.

About This Book

Business Process Management For Dummies, 3rd IBM Limited
Edition, shows you what BPM is and how it can help your
organization. You see how the BPM solutions from IBM help
you gain many benefits from higher customer satisfaction to
greater agility in adapting to changing market conditions.

How This Book Is Organized

This book is divided into six chapters, which can be read in
any order. This section contains a brief breakdown of what
you find in each chapter, so you can skip to whatever chapter
that interests you the most.

Chapter 1: Understanding BPM

Chapter 1 discusses the agile business model that’s BPM and
shows you why changing to BPM now makes sense for your
organization.
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Chapter 2: Getting
Started with BPM

Chapter 2 shows you how to evaluate your company’s needs
and how to select the correct first project. In addition, you
see the BPM options that are available to you. Each of them
offers benefits, such as reducing costs, improving agility, and
increasing efficiency.

Chapter 3: Putting BPM to
Work for Your Organization

In Chapter 3, we discuss the planning process for putting BPM
to work in your company. You see how to build a BPM solu-
tion and how to make sure that you're correctly documenting
everything.

Chapter 4: lmproving BPM
with Operational Decision
Management

In this chapter, you see what operational decision manage-
ment (ODM) is and how it makes your BPM system more
efficient and responsive.

Chapter 5: Looking at BPM
Success Stovies in the

Real World

In Chapter 5, you see several success stories that show you
how IBM’s BPM solutions help companies all around the
world to become more agile and successful.



Introduction 3

Chapter 6: Top Reasons to
Choose BPM from 1BM

Chapter 6 gives you the top reasons why you should choose
a BPM solution from IBM. Check it out; one of them may just
convince you to switch.

leons Used in This Book

This book uses the following icons to call your attention to
information you may find helpful in particular ways.

SOMBER The information in paragraphs marked by the Remember icon
& is important and therefore repeated for emphasis. This way,
you can easily spot the information when you refer to the
book later.

W The Tip icon indicates extra-helpful information. You may dis-

cover how to get the most experts in the field or a fascinating
way to implement your BPM or save time or money.

D This icon marks places where technical matters are dis-
& cussed. Sorry, it can’t be helped; plus, the information is

intended to be helpful.

& Paragraphs marked with the Warning icon call attention to
common pitfalls that you may encounter.
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Chapter 1

Understanding BPM

In This Chapter
Seeing BPM as the agile business model
Recognizing how BPM benefits your business
Switching to BPM
Going beyond existing tools

Better processes produce lower cost, higher revenues,
motivated employees, and happier customers. Business
Process Management (BPM) is an approach that’s designed
to produce better processes through the combination of tech-
nology and expertise. BPM is a collaborative effort between
business units and the IT world, and this effort fosters a new
paradigm of efficient and logical business processes.

In this chapter, you get an introduction to BPM and see how
it can benefit your business. You also see why now is a good
time to implement BPM and why your existing tools just won’t
do the job.

BPM: The Flexible, Agile, and
Scalable Business Model

In today’s dynamic business environment, organizations need
to be agile and flexible so they’re ready to respond to what-
ever challenges come their way. BPM provides that agility and
flexibility by giving you more direct control over your opera-
tional processes. You can make better use of technology and
your entire enterprise becomes far more responsive, helping
you meet your goals.
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BPM helps create value for the enterprise through growth,
improved performance, better productivity, higher staff
effectiveness, and better customer service. All of these
improvements result directly from improved processes.

BPM can help your organization become more agile in a
number of different ways:

+ Increased productivity: In today’s economy you need to
do more with fewer resources. Applying BPM principles
helps your enterprise increase its productivity.

1 Speed to market: When a new idea or product comes
along, effective BPM helps you be one of the leaders, not
one of the followers who were too late to take advantage
of the new market.

+* Reaching the global market: BPM can help you streamline
and scale your supply chain operations, so you can take
advantage of opportunities no matter where they may
exist.

v Achieving compliance: Keeping up with complex
compliance, regulatory, and corporate governance
requirements can be very costly and time-consuming.
Using BPM, you can keep these costs under control.

1 Accelerating innovation: You need a business environment
where innovation isn’t only encouraged but also where
innovation is a normal part of daily operations. Here, too,
BPM can help make that possible.

The agile and flexible organization has the ability to meet the
needs of the customer and be the winner at the end of the day.

oM STy Practices such as Six Sigma and Lean Six Sigma as well as

15 the work of quality control experts such as Deming are fully

W incorporated in BPM methodology. BPM actually enables you
to leverage these practices to provide even greater benefits to
your enterprise. For more information on Six Sigma, check out
its full retail title, Six Sigma For Dummies.
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Understanding How BPM
Benefits Vour Business

The basic operational value proposition of BPM is the
ability to process more with less effort and higher quality.
As a result, BPM has become a cornerstone discipline for
companies that want to grow revenues quickly while
controlling resource costs.

Business processes are pervasive in any organization. These
processes represent all the activities that organizations in all
industries undertake. Some processes are highly structured,
such as high-volume manufacturing processes, while others,
such as medical care that must be tailored to specific
patients’ needs, are more unstructured.

You may not think of the activities performed within your
organization as business processes, but that’s exactly what
they are. As you try to improve your operations, you're
engaging in a process improvement project. Clearly, you want
to leverage advanced methodologies and technologies to
deliver consistent, repeatable, and more efficient outcomes as
you work on this improvement project. BPM helps you define
and manage your business processes so you can reach your
desired business goals.

Making faster decisions

Speed and agility are very important factors in the success

of any business. Take the fast-food restaurant business as

an example. Look at any fast-food restaurant on the corner
during lunchtime. They serve many times the number of
lunches of the typical sit down restaurant simply because the
industry is fast. People typically have a limited amount of time
for lunch, and they know that the fast-food restaurant will
serve them quickly. Customers don’t like to wait for products
or answers.



8 Business Process Management For Dummies, 3rd IBM Edition ____

MBER
‘x&
&

This example is excellent for seeing how managing a business
process effectively can greatly improve the speed of an
operation. By using BPM, your managers have unimpeded
access to data as well as well-defined systems to help them
make decisions quickly.

Typically, when organizations thought about process
improvement, they focused on the orchestration of the
various tasks that comprise the end-to-end process. But the
decisions that take place in the process are equally important.
BPM can help you automate high-volume operational
decisions so they can be made more quickly and in a highly
repeatable manner. In this way, managers gain the tools they
need to more easily make important decisions quickly.

Making better decisions

Because BPM can help make sure that your managers have
complete information, they’re able to make better decisions. In
addition, by helping you automate many decision-making pro-
cesses, by using BPM, you can be sure that most decisions are
made in a much more consistent and timely manner. Because
these decisions are based on solidly defined rules, they're
likely to be more in line with the goals of your organization.

BPM also enables you to see your processes in action and to
see how decisions affect your bottom line. As a result, you're
able to do more than simply react; you can alter the process
to better manage new opportunities or looming threats. BPM
gives you the tools to improve the processes and decisions
proactively. This process improvement ultimately means that
decisions aren’t only made faster, but also better decisions
are made.

Making financially
sound decisions

In addition to fast and better decisions, your company may
absolutely require that any decisions be financially sound.

No company can stay afloat for very long if it’s throwing away
money. Virtually every decision made within an organization
affects the bottom line.
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BPM helps you create processes that can be quantified in
terms of financial results. By using BPM, the decisions

that are made can help maximize the financial returns by
minimizing time spent, maximizing the use of resources, and
reducing waste to an absolute minimum. Through the use of
BPM, management is no longer in the dark when it comes to
making important financial decisions. Rather, it’s able to see
the big picture so it can make fiscally responsible decisions
for the enterprise.

BPM helps you automate the decision-making process by
using a business rules approach. Because your business rules
are defined based on financially sound foundations, those
automated decisions automatically are based on financially
sound foundations also.

&w‘Bfﬁ The bottom line is that BPM can help improve your

< decision-making process by making it faster, more intelligent,
and by making it return decisions that are financially
responsible.

Why Changing to BPM
Now Makes Sense

Every organization has a number of processes in place, but
there is also likely to be a certain amount of inertia because
people are used to doing things certain ways. Sure, people
may agree that some improvement may be possible, but
without seeing the big picture they don’t see the need for
change.

Unfortunately, burying your head in the sand simply fills your
nostrils with a bunch of gritty sand while leaving the most
vulnerable parts of your body exposed. Organizations that
ignore the need for change are doing the equivalent of burying
their head in the sand. Not only will the problems not go
away, but the competition will rush ahead and win the business
race.

At its core, BPM takes rigid, independent processes and
transforms them into flexible, choreographed business services
that work together to create substantial business value. This
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transformation can help the organization to adapt to an
ever faster changing business climate and global economic
challenge.

It'’s a tough market out there

Rarely, companies have an entire market all to themselves.
Indeed, most enterprises are facing ever-increasing challenges
just trying to hold onto their market share. In fact, in most
cases, companies are dealing with more and more competition
every day.
RO You simply can’t afford to sit still and hope for the best. If you
take this approach, you’ll soon find that your competitors are
taking away all your business.

What do you need to do to be competitive in tough markets?
Here are a few very important items:

+* Improve productivity: To compete and win, you need
to be profitable. One of the best ways to improve
profitability is by improving your productivity. If you can
improve your productivity so your product or service
costs you less to deliver, it’s much easier to compete
against low-cost competitors.

+ Improve decision-making: Automating the decision-
making process leads to faster, better, and more
fiscally responsible decisions based on business rules. Of
course, automating the decision-making process also has
positive effects on productivity.

v Improve flexibility: Market demands seem to change
almost overnight making flexibility and agility one of the
primary keys to success today. If you can’t deliver what
the customers want tomorrow, you may as well be in the
buggy whip business — there isn’t a lot of demand, but
you have the market cornered on obsolete products no
one wants.

Waiting won’t improve things

There’s no question that people have been living through
some tough economic times. Many people and organizations
see a poor economy as a reason to sit on the sidelines and
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wait for things to improve before making any decisions. Their
rationale seems to be that doing nothing costs nothing. On
the surface, this rationale may seem correct but only if you
ignore the fact that doing nothing creates a large opportunity
for your competition. While you're busy doing nothing, you
can bet that your competition is trying to become more
productive, more flexible, and more profitable.

Waiting for improvement to happen on its own is almost a
sure path to failure. There’s no better time than when
conditions are challenging to make positive improvements
in your business processes. After all, the people within your
organization are almost certainly aware of the current
business conditions, and they know that you need to remain
competitive.

Take advantage of
the opportunities

Difficult times create excellent opportunities for those people
and organizations that are willing to invest in the future. While
everyone else is sitting around complaining, you can begin
the planning and implement changes that ensure a long and
profitable future for your organization.

By using BPM, you not only improve your current processes,
but also you build and deploy new capabilities and improve
your Return on Investment (ROI). In fact, by implementing
BPM now, you’ll be able to make the necessary improvements
faster, at a much lower cost, and you’ll be able to better
leverage your existing resources, thus having an even more
positive effect on ROL

With BPM, the benefits go beyond what you may expect. For
example, your customers are likely to see improved customer
service and satisfaction while your partners and suppliers will
experience improved communications, faster response, and
an organization that’s generally easier to do business with.

These changes position your company to take advantage

of new opportunities in ways that simply aren’t possible
now. Whether you choose to optimize current operations or
develop new processes and applications, BPM can help.
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Why Existing Tools
Just Won't Do

If you have been reading the chapter through to this point,

by now it may be pretty clear that BPM can offer some very
important benefits to your organization. But even so, you may
encounter some opposition from people who believe that
your existing tools should be more than adequate. In this
section, you take a look at the alternatives to see why they’re
not up to the job.

Buying a packaged application

In many cases, you can buy a packaged application that’s
supposed to be designed to address the needs of a particular
process or function. Unfortunately, packaged applications
are rarely a good solution because four issues with buying
applications exist:

v~ Time to value: Additionally, most applications require
organizations to start with the application’s core data
model and base functionality. A great amount of time
could be spent implementing capabilities that aren’t
directly relevant to your process problem but are
required for the proper execution of the application. No
such start-up costs for working with BPM exist because
you’re starting with your current processes.

‘\\Q,ALSTI/& According to Forrester Research, at one point the
S/, industry average for installing new applications was
INI00) .

\/ 14.5 months — and 36 percent of the projects were

delivered late. When compared with typical BPM
installations, many BPM deployments would have three
or four versions of a process deployed in that time —
each generating significant business value.

v Risk of adoption: Users often resist having to learn an
entirely new application. Worse still, if the application’s
capabilities don’t match users’ needs, then the application
won’t be used and process efficiency can get worse.

In contrast, leading BPM solutions can bring the process
into the tools that users are familiar with today — like
Microsoft Outlook. Using familiar tools virtually eliminates
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training and adoption hurdles. Furthermore, BPM allows
project teams to focus on the specific capabilities needed
by participants in the process — and no more. No time

is lost identifying which application capabilities won’t be
used or need to be customized.

+” Responding to change: After the packaged application
has been installed, organizations are often faced with
difficulties keeping the application synchronized with
the changing priorities of the business processes.
Applications typically aren’t designed to accommodate
frequent change — they’re focused on standardizing
actions and processes. In fact, customizing a standard
application often introduces additional problems and
costs.

v Expanding scope: Process improvement requirements
can come from all parts of the organization. While the
first problem may be bringing new employees into the
process, the next could be in managing shipment logistics.
Buying specific applications for each of these process
problems wouldn’t be practical. In contrast, a BPM suite
(BPMS) can be used to improve any process.

Extending an existing application

Most organizations already have existing applications which
they use in their business processes. Obviously, making use
of that existing application gets major consideration. If an
existing application is in place, some companies evaluate
extending that application to help drive improvement in key
process areas.

When taking this path, you run into problems:

v Cost: The cost of purchasing additional modules and the
development tools required to customize the existing
application can often be extensive — more costly than
adopting BPM. In addition, extending the applications
often requires unique, expensive skills. Often, applications
must be extended by using proprietary application-
specific languages. Contracting with consultants who
possess this knowledge can be expensive. In contrast,
leading BPM solutions are standards based, and many
consultants have been trained in the core skills and
technologies required for deployment.
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1+ Complexity: Extending packaged applications generally
makes future upgrades more complex — sometimes
significantly more complex or virtually impossible. Most
application vendors advise clients not to extend or
customize their applications. They suggest a “vanilla”
implementation (one that isn’t customized) in order to
make future upgrades possible.

In addition, extending a transactional application to
support process management capabilities often means
that companies have to custom develop capabilities,
such as workflow and reporting, which exposes
development teams to the greatest possible risk —
they’re constrained by the existing application on things
like data model, user interaction, yet they must also
custom develop complex new capabilities specific to
process management. In addition, if you extend a
packaged application, the application vendor may no
longer be willing or able to support the application.

v+ Immaturity: While many application providers are
adding process to their applications and platforms, their
offerings are still immature. The process management
capabilities offered by the large application vendors
can’t presently drive process improvement to the same
degree and speed as mature BPMSs.

Traditional application
development

One option is to develop a completely new application in
house. After all, you probably have some sort of IT staff, right?
In fact, most companies have the capability to develop
applications in house. So, it isn’t uncommon for these
companies to evaluate whether they can use their traditional
@ application development instead of using a BPMS.

Vg&x\ !
Traditional application development is a poor fit for driving
process improvement in two different areas:

” Requirements: In one study, Forrester Research reported
that 57 percent of traditional application development
projects were poorly scoped and 30 percent had
unattainable requirements. These same percentages —
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or worse — can be expected using traditional
application development for process improvement. In
contrast, BPM project success rates — over 90 percent —
suggest that BPM is a superior technology for getting
process improvement requirement right.

v Time to market: BPM projects tend to be delivered
faster, cheaper, and more reliably than most application
development projects. How much faster? Based on IBM’s
research with customers that have existing application
development capabilities (for example, Java-based
development), BPM delivers productivity gains in
virtually every phase of the project delivery.

The BPM advantage

BPM provides you with productivity improvements compared
to other solutions for a number of reasons:

v~ Built-in functionality: The tools you need to define
process improvements and implementation, such as
modeling, workflow, simulation, and so on, are typically
built into a BPM suite.

1 Cohesive development environment: Because the tools
you need are integrated into the BPM suite, those
tools are designed to work together, which simplifies
implementation and change management.

v Graphical development tools: Leading BPM suites
support graphical development of process solutions
instead of requiring complex and highly technical coding.
This speeds development and reduces the technical
skills necessary to deploy BPM.

&NBEH BPM simply lets companies create a platform for process

< improvement easier and faster. Often, however, you can
encounter a challenge in justifying the BPM investment as
opposed to following the traditional paths, such as buying or
building a custom application. BPM offers a high ROI, rapid
development, and the tools to drive process improvement. In
addition, BPM can help your organization become more agile
and able to face the challenges of the future.
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Chapter 2

Getting Started with BPM

In This Chapter
Understanding your business goals and strategy
Picking a meaningful project
Knowing the BPM umbrella options
Looking at IBM software for BPM

Wth all the complexity of today’s business environment,
getting started with BPM can seem a little challenging.
The key to success is to use the right approach — one that

starts with a careful analysis that’s focused on business value
and then expands to leverage successes along the way.

In this chapter, you see how to get started with BPM by evalu-
ating your company’s needs, picking the right project, and
having a look at the BPM marketplace.

Evaluating Your Company’s Needs

To get started with BPM, you need to begin by evaluating
your company’s needs. Any successful process improvement
initiative must start with and be driven by business value. You
must understand the business goals and strategy that drive
the process improvement initiative.

") Begin by analyzing your current processes to identify those
processes whose improvement will deliver the greatest return
on investment — the so-called “low-hanging fruit.” After
you've identified the candidate process projects and priori-
tized them based on your business needs, you're ready to
begin working on an initial project.
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But how do you evaluate your company’s needs? Clearly, your
evaluation must begin with an understanding of your business.
Ask yourself the following questions:

v Which business processes are resulting in customer
dissatisfaction?

v Which processes have obvious problems?
v Where are your bottlenecks?

v Where can improved efficiency quite obviously save you
money?

1 Who are the leaders who are most likely to champion a
BPM project and help ensure its success?

An analysis of your business is an important first step on the
road to process improvement, but you also need to exercise
some caution against over analysis. Remember that any pro-
cess improvement initiative must be able to deliver some
quantifiable successes within a reasonable timeframe so
stakeholder commitment remains strong and your funding for
the initiative remains in place.

") One of the best approaches for an initial project is to select
one that not only meets your business needs but also one that
can be implemented fairly quickly. By starting with a manage-
able project you can develop your process improvement skills
and deliver value to the business quickly. Your choice of a
proper project can help ensure continued commitment, fund-
ing, and success of subsequent projects that you may want to
take on in the future.

GMBER BPM is a collaborative venture that involves both your busi-
ness units and your IT staff — make sure that both are on
board before you begin to help ensure the ultimate success of
your project.

%y,

Selecting the Right Project

You're likely to have an awful lot of scrutiny from every level
of your enterprise. Therefore, you want to pick a project
that’s meaningful but that can be implemented in a reasonable
period of time.
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Success with BPM begins with being able to document the
current processes. After all, you can’t manage what you can’t
measure.

Process analysis

Discovery and design are the first steps in understanding your
business processes. In this stage of the project, you visualize,
document, and model current or new processes. In some
instances you may want to rework existing processes while in
others you may need to create new processes from scratch.

BPM is a system of managing business activities through a
framework of operational processes. A business process is the
set of tasks and activities that accomplish the specific organi-
zational objective. BPM maximizes the effectiveness of busi-
ness processes by following certain steps:

1. Determine the best process given the current
conditions.

2. Figure out how to make the process operate most
effectively.

3. Implement controls to achieve ongoing effectiveness.

After you understand the current processes, you have a base-
line against which you can measure progress and improve-
ment. With BPM you can make continuous improvement
instead of attempting to reach the ideal state with one huge
jump. Essentially, a BPM project follows an iterative approach
that allows this continuous improvement.

As a part of your process analysis, look for suboptimal and
broken processes that cause bottlenecks in your current
system. Although pretty much every process in the company
could be optimized, during the process analysis, it’s extremely
important to first locate any current processes that cause

big problems. Remember, because BPM allows continuous
improvement, optimization is possible at any time.

Although your IT staff plays a key role in implementing your
BPM project, you need to tap the expertise of your business
units who already have the knowledge of the current pro-
cesses. Both teams must be full contributors to ensure the
success of your BPM project.
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A\

Starting small, proving business
value, and scaling up

Many BPM experts may suggest getting your feet wet, to start,
with a small, yet important, project. As with any technology
that’s new to you, you’ll encounter a learning curve. To get

a better idea of how you may start small and then scale up,
picture for a moment a baseball game and think of that game
as being a business.

Clearly, your goal is to win the game. But the series of pro-
cesses contribute to that goal. For example, when the opposing
team is up to bat, your team needs to field a pitcher, a catcher,
infielders, and outfielders. But when your team is up to bat,
you need to concentrate your efforts on hitting the ball and
going around the bases. Already we’ve broken down the game
into two large processes. However, even these two large pro-
cesses can and should be broken down even further to concen-
trate on the specific processes each player needs to perform.

Suppose, for example, you've identified a problem area with
your base runners not being able to get further than first base.
You may define a process called “running around the bases

to home plate.” Although this single process is only a part of
the game, making improvements to this specific process could
have a major impact in your team’s ability to win the games.

Your business probably isn’t a baseball team, but the lesson is
the same. You can start into BPM with a small but important
process, which can have a large influence on your business’s
success. Later, you can scale up and start using BPM to tackle
additional processes.

In many cases, processes you develop while implementing
BPM are reusable in other places. This reusability can help
you leverage the efforts you put into your BPM project.

Transformation: Making changes

A business process typically stretches across organizations,
departments, systems, and applications; therefore, all these
components need to be orchestrated and integrated.
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With BPM, a business-rules engine helps to automate deci-
sions that were previously made manually, and it also segre-
gates decision logic from applications so that sound decision
rules can be easily and quickly changed. You need end-to-end
process monitoring and analysis to capture real-time key per-
formance indicators (KPI's) and other performance metrics
to continuously evaluate and monitor process performance.
Based on the process performance data, corrective actions
can be taken to augment or change processes so that they are
even more efficient.

Proving value

There’s no doubt that all eyes within the enterprise will

be on you when you take on your first BPM project. That’s
one reason why it’s so important for you to develop met-
rics to measure process performance both before and after
your BPM implementation. You need to be able to show the
improvements based on real numbers. For example, you may
be able to show that

v Invoice processing time was reduced by 50 percent

v Each claims processor was able to successfully complete
25 percent more items

v Departmental costs were reduced by 15 percent

»* Online orders doubled

Obviously, you have your own measurements to prove the
value in BPM. Regardless, you need to be thinking about those
metrics as you plan your project.

Understanding Vour Options

Just as there are different types of businesses, different types
of BPM products exist that fall under the BPM umbrella. Each
of them offers a set of fundamentals, such as reducing costs,
improving agility, and increasing efficiency, but clear differ-
ences exist between them.



22 Business Process Management For Dummies, 3rd IBM Edition ____

Functionality options

A BPM solution must offer the functionality to help you
reduce costs by streamlining and automating processes
effectively. Further, this functionality must include the ability
to correctly model the business processes, translate those
processes into implementation, and iteratively improve the
process.

In addition, the BPM solution must offer the advanced user
interface generation functionality so the user productivity can
be increased. Along with this functionality is the need to use
business rules that govern process operations.

QOMBER A key element of functionality is effective event handling so
§ the relevant information is delivered seamlessly to the end-
users. By ensuring that users have the information they need
when they need it, operational efficiency improves tremen-
dously and costs are concurrently reduced.

Time to value

When working on your first BPM project, consider the pay-
back time. With all eyes in the company on your project, you
want to choose a BPM solution that offers ease-of-use and
rapid turnaround.

Factors that influence time to value include

v The skill level demanded of users

v How quickly the BPM system can connect with your
existing systems and applications

v Help and training from your vendor
v A proven methodology to deliver rapid business value

A BPM vendor with wide experience across many different
industries is able to offer you solutions based on that experience.
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Additional value-added
capabilities

The best BPM vendors offer additional value-added capabili-
ties, such as

v Process discovery
v KPI handling

v Continuous process improvement support

A BPM solution based on industry standards instead of pro-
prietary ones is far easier to maintain and offers better value.

Considering the top BPM vendors

Many companies are looking for ways to improve their effi-
ciency and profitability. As a result, BPM has become a key
focus for many of them as they realize that more efficient and
effective processes reduce costs and allow them to improve
customer service.

Many vendors offer BPM solutions, but three leaders have
emerged in this market segment:

v IBM: IBM offers the broadest range of BPM solutions
to meet different needs. IBM can address all forms of
process requirements across a wide range of business
needs. With over 5,000 customer engagements, IBM has
extensive skills and service expertise, providing acceler-
ated time to value with prescriptive and defined services
for every stage of your journey.

1 Pegasystems: This vendor primarily focuses on deliver-
ing package, process-based solutions that address spe-
cific business needs. Its solutions follow any rules-based
approach to BPM that address specific process needs.
Users then need to customize these solutions and the
underlying business rules. The Pegasystems solution
generally seems best suited to decision-heavy processes
that are often found in the financial services industry.
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v Oracle: This vendor concentrates on building out a single
design time and unified engine for process, case, rules,
analytics, integration, and so on. However, there have
been instances of migration projects from earlier BPM
versions that drive significant work and slow adoption for
customers.

Understanding the
1BM Advantage

Instead of forcing you to adapt your business processes to a
pre-existing rigid framework, IBM offers a broad range of BPM
solutions that can be precisely tailored to your needs. IBM
Software for Business Process Management can address the
full spectrum of process requirements.

BPM with SOA

In BPM with Service Oriented Architecture (SOA), business
processes, human tasks, and business rules are all examples
of service components architected for reuse and flexible inte-
gration. This integration not only works inside BPM with SOA
but also with business systems across the enterprise and with
external business systems.

SOA improves agility in business integration and leverage
investment of existing IT systems. Business analysts can use
BPM with SOA to model end-to-end business processes that
are then implemented as reusable SOA components.

The BPM with SOA style of BPM development is probably
closer to the traditional IT style than some of the other BPM
solutions, because although business analysts create the
basic process models, developers in IT have a stronger role in
the final product.

Rapid process implementation

A rapid process implementation with focus on a project team
collaboration solution provides a point-and-click development
model. The business is actively involved in collaboration with
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IT throughout development to ensure the delivered solution is
aligned with business expectations. One key architectural fea-
ture is the shared model wherein the models created at design
time are the same models used at runtime. The model seen

in the process diagram during design phase is exactly what’s
executed on the process engine. Nothing is lost in translation
between business and IT — they speak the same language.

Another important feature is that any design component can
be played back instantly from the authoring environment. This
playback is possible because each step in the process model
has a defined implementation that may be a human task, an
automated step, or a business rule. Even complex tasks can be
designed and played back in the design tool. This interaction
breaks down the barriers between design and runtime, thus
fostering close collaboration between business units and IT.

A collaborative, social
BPM platform

IBM provides a BPM platform that facilitates enterprise-wide
visibility, governance, and collaboration of business processes
by your process participants. IBM provides a common soft-
ware platform for process improvement and BPM life cycle
governance, offering the power and robustness required for
mission-critical enterprise solutions while combining the sim-
plicity required for business engagement through collabora-
tion. Built-in analytics and search capabilities are designed to
help you improve and optimize your business processes now
and in the long run.

IBM takes a social BPM approach toward process design and
management that greatly enhances collaboration among
process participants in your organization. With robust
collaboration and social capabilities, IBM provides a BPM
platform that fosters greater collaboration and tools that are
built with the business user in mind.
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Content management, work(flow,
and collaboration capabilities

Content management, workflow, and collaboration capabilities
between departments and across the enterprise are a strong
focus of enterprise content management (ECM) and are good
choices for BPM projects relating to the authoring, assembly,
distribution, and maintenance of documents. These capabili-
ties support active content natively so many document-related
processes are immediately available to the process designer.

Content management, workflow, and collaboration capabilities
are also very appropriate when retention and records manage-
ment are important parts of the business. These are vital in
litigation and compliance, as well as audit support.

IBM’s inclusion of case management in its BPM advanced
offering supports process oriented work patterns, which
include straight through processing and user oriented work-
flow that require basic case capabilities. For content specific
workflow, the content management capabilities deliver solu-
tions that identify the right information, present it in the right
context, and engage people with the right information to drive
business outcomes. In addition, the expanded work patterns
in IBM BPM provide an adaptive user interface that enables
work with tasks and process instances on all devices.

Using BPM with SOA in your BPM solution makes good sense
with content life cycle processes, document capture workflow,
case management, and retention-sensitive processes.

Dealing with unstructured
processes using 1BM BPM

You can’t ignore unstructured processes; they’re used to
innovate, imagine, and solve problems such as launching new
products, entering new markets, and so on. Often your most
highly skilled employees (otherwise known as knowledge
workers) are the ones who use these unstructured processes
to create value. Customer service reps, social workers, loan
officers, case managers, healthcare workers, analysts, and
investigators are all examples of knowledge workers.
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The unstructured process has several characteristics:

v The activities or steps in the process can’t be predefined
and more often than not aren’t repeatable.

v These processes happen infrequently and sometimes
only once.

v The process often involve human judgments, which
aren’t based on pre-defined rules and policies.

v The process is difficult to assign performance measures
during designing.

Knowledge workers can also be more effective by using

the basic case management platform IBM Business Process
Manager. It enables them to work toward a specific goal, while
letting them decide the necessary interim steps to achieve the
outcome through a case management approach by using ad
hoc processes.

Blueworks Live

IBM’s process discovery BPM solution is Blueworks Live, a
cloud-based offering. Blueworks Live allows knowledge work-
ers to leverage the benefits of BPM in a cloud environment to
capture, understand, collaborate on, and improve everyday
processes that drive their businesses.

Blueworks Live makes it easy for any organization to get
started with BPM, is competitively priced, is easy to use, and
has an elegant and simple interface. Some of the features of
Blueworks Live include

v Automation of simple processes

v Integrated BPM community

v Built-in dashboards and reporting

v Governance

v Discovery and documentation of complex processes
Blueworks Live is an SaaS (Software as a Service) offering that

you can leverage to drive the transformation of your business
as you implement new business models, increase speed and
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innovation, and reengineer business processes. Blueworks
Live has industry-specific templates to help you address chal-
lenges and issues quickly.

1BM BPM on Cloud

If BPM was offered as a service, you could try BPM and see if
it was right for your company. If you wanted to move forward,
you could simply start without worrying about capital expen-
diture, hardware, development, and maintenance of systems,
and focus just on your unique process.

IBM BPM on Cloud gives companies the ability of developing
and deploying process applications that are available anytime
and from anywhere, which results in greater flexibility, faster
. time to value, and early adoption.
<\

The key benefits include the following:

v Faster deployment times
v~ Ability to scale up and down according to your needs
v Low startup costs

v Predictable long-term costs through subscription-based
models

With IBM BPM on Cloud, you can get a full life cycle BPM envi-
ronment, including development, testing, and production with
tooling and run time for process design, execution, monitor-
ing, and optimization — all in less than 24 hours.

1BM BPM Patterns

IBM Business Process Manager Pattern provides common
patterns that enable the IBM BPM environment to run in

IBM PureApplication System. IBM Business Process Manager
Pattern is a configuration of IBM Business Process Manager
V8.5.5 that’s optimized to run in IBM PureApplication System
environments. It helps to accelerate the setup and manage-
ment of complex, highly available, business process environ-
ments. It enables higher hardware utilization, while it helps
you focus your critical resources on value-add activities and
strategic initiatives instead of installation and configuration.
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1BM Workflow (Bluemix)

IBM Workflow is a bluemix specific offering that enables devel-
opers to easily create long-running, stateful workflows that
orchestrate tasks and services with synchronous or asynchro-
nous event-driven interactions using an agile development
approach.

IBM Workflow capabilities include

1~ Lightweight, elastic runtime, multi-tenant runtime execut-
ing in Softlayer and offered in Bluemix as a service

v Secure OAuth Composition — securely compose REST
services from BlueMix and outside providers and seam-
lessly manage authorizations

v Agile Development Pipeline — easily evolve your work-
flows based on insight into their behavior, bridging the
gap between development and operations

Using mobile processes for greater
customer engagement

Mobile opens new possibilities within a process by taking
advantage of new mobile contextual opportunities (GPS,
accelerometer, digital signatures, sensors, and so on) and
integrating it with digital data residing in the system to drive
the process and engage the customer in new ways.

With IBM BPM you can deliver superior customer experience

and top-line growth by radically simplifying customer interac-
tions through seamless and proactive services based on cus-

tomers’ immediate context.

Some of the mobile capabilities of IBM BPM include

v Mobile ready user experience with what you see is what
you get (WYSIWYG) coach and designer, responsive
coach views, and client-human side services

v New responsive user interface controls that dynami-
cally adapt for mobile devices, tablets, and desktop
environments
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v Improved design views and playback capabilities to more
easily simulate multiple form factors including mobile

v Web-based editors with WYSIWYG tooling to more
quickly deliver user interfaces



Chapter 3

Putting BPM to Work for
Your Organization

In This Chapter
Getting your BPM project off the ground
Understanding the basics of building a BPM solution

Dotting your I's and crossing your T’s: Documenting your process

T) put BPM to work in your organization, you need to do
a certain amount of planning. As with any large change,
being prepared makes all the difference in how successful

a project will ultimately be. In addition, you don’t make the
decision to add BPM in a vacuum; rather, you need to have
your management team and colleagues on board.

In this chapter, you see how to do the planning necessary to
get your BPM project off the ground, you get an introduction
to the basic steps of building your BPM solution, and you
see the importance of making sure that you have fully
documented your process.

Planning, Planning, Planning

Of course you want your BPM project to be a success. You
wouldn’t waste your time trying to develop the project
otherwise. But the key to BPM success is “planning, planning,
planning.” Not every project is successful, and BPM projects
are no exception to this. Any organization that begins a BPM
project has high hopes for its success, but there are a number
of things that can derail a project:
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v Choosing the wrong project

v Choosing the wrong process

v Lack of proper communication

v Lack of collaboration between the partners
v Ineffective coordination

v Missing buy-in from a key player

Any one of these elements can spell disaster for your BPM
project. Upfront planning needs to take each of these
elements into account to ensure success.

Choosing the correct
project/process

Chapter 2 discussed the concept of choosing the correct proj-
ect. Choosing the correct process within the project is very
closely related, of course. To reiterate, you need to begin by
doing process analysis so you can tell which processes ben-
efit the most from the implementation of BPM. As you do your
analysis you may discover that you're developing a list of
processes that need to be prioritized to determine where

to begin.

A\ Don’t confuse requirements documents with process analysis.
Requirements documents spell out the required outcome, but
process analysis looks at how things are done.

As you’re working on your process analysis, explore different
variants to visualize potential ways that you can change the
processes. Remember, one of the key drivers for implementing
BPM is to improve the processes. Just because something was
always done a certain way doesn’t mean that it’s the best way,
the most efficient way, or the logical way to do things.

Selling BPM to management

Selling BPM to management may be largely a matter of
showing the economic value of BPM to the organization. BPM
delivers this value because better processes produce lower
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costs, higher revenues, motivated employees, and happier
customers. The most dramatic examples of economic value
driven by process improvement come from the companies
that led the adoption of the Six Sigma or Lean Six Sigma

methodologies.
SOESTgg A study showed that with just a one-Sigma shift, companies
g 166 experience approximately a 20 percent margin improvement
V) as well as corresponding increases in capacity, reductions in

number of employees, and reductions in capital investment.
Companies like General Electric have adopted these method-
ologies and embraced BPM specifically because of these

types of economic benefits. GE also made Business Process
Management a core part of their corporate culture all the

way up to the CEO. In the beginning, you may not be able to
assume this type of commitment from the entire executive
team. Even so, this shouldn’t be a problem because even a
basic investment in BPM can yield significant returns that may
result in more solid support as the executives see the results.

Without any process redesign, Connecticut-based research firm
Gartner indicates that companies can still expect to receive
significant operational improvements for any given process.
Gartner claims that by simply “making the current state hand-
offs, timing, and responsibilities explicit, productivity improve-
ments of more than 12 percent are normally realized.” For
many processes that is just the start of the efficiency gains.

Even a few years ago, Gartner reported that 78 percent of BPM
projects saw an internal rate of return (IRR) of greater than

15 percent. Moreover, these projects typically deploy quickly
(67 percent in less than six months, 50 percent in less than
four months), so companies have been able to realize
significant value with rapid returns by driving process
improvement with BPM.

Selling BPM to your colleagues

Getting management on board is only the first step (see the
preceding section). You also need to sell your BPM project to
your colleagues. To do this, show them how they can benefit
from BPM, too.
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Your colleagues are interested in the basic operational value
proposition of BPM, which is the ability to process more with
less effort and higher quality. Most processes have significant
waste because of manual effort, for handoffs between
departments, and a general inability to monitor overall
progress. The initial deployment of a BPM solution eliminates
these problems and results in real, quantifiable benefits.

After efficiency improvements, some of the largest gains to
be realized from BPM are typically in making processes more
effective. These effectiveness gains are typically expressed

in the context of handling exceptions better or making better
decisions. For example, one telecommunication service
provider found that by better controlling their billing disputes
process they were able to reduce the amount they were
paying out by approximately 10 percent. Their BPM deployment
helps them identify duplicate issues, research disputes more
completely, and enforce more consistent payout policies.

For processes that are regulated, this level of control and
consistency adds another benefit that’s the avoidance of fines
due to incorrect, inconsistent, or slow execution of the process.
These types of efficiency improvements are important to
your colleagues because they’re interested in making their
departments look good.

Your colleagues are also interested in the agility that BPM
provides. In any modern organization, the ability to change
quickly is essential. Often this is driven by new opportunities,
but in some cases new regulations require changes in processes.
Regardless of the reasons for the changes, your colleagues
appreciate the fact that BPM provides them access to quickly
adapt processes as needs arise.

Building a BPM Solution

Building your BPM solution typically follows a relatively
predictable path. In most cases, you find several fairly quick
iterations as the solution is developed and refined.
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A typical BPM project scenario

Although each BPM project is somewhat different, it’s pretty
easy to create a road map that shows a common project
development path. Here’s a fairly typical scenario:
1. Assessment phase
a. High level design
b. Project scope and plan
2. 1st Iteration
a. Application framework development
b. Initial object model defined
c. Initial rule set defined
d. Process flow created
e. Basic deployment to development environment
f. Initial governance plan created
3. 2nd Iteration
a. Live database connection established
b. Framework refined
c. New rules added
d. Add user interface
e. Process flow updated
4. 3rd Iteration
a. Integration points refined
b. Object model refined
c. Additional rules added
d. Refine user interface
e. Process flow added
f. User training
Depending on the project’s needs, there could be additional
iterations before the project is considered to be essentially

complete. But because each iteration occurs on a very short
cycle, the entire development process happens very quickly.
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BPM project resources

You need to allocate a certain level of resources to your BPM
project. Typically these resources include software, people,
and hardware.

Software resources

Some vendors license components individually or require
additional software to support the BPM deployment. BPM
suites that are based on industry standards (like those from
IBM) are more likely to be successfully deployed by using
the existing infrastructure components of an organization.
Most BPM vendors support the ability to buy BPM at the
departmental level and grow that license to the enterprise
as requirements grow. This process allows you to grow your
BPM footprint more slowly.

People resources

Make sure to plan for staff to handle your BPM project
implementation. Typically, these people should include

v A project manager
v A subject matter expert
+* One or two business analysts

+* One or two developers

This core project team aligns the Business and IT organizations
to ensure project success.

The small size of the project team demonstrates the
productivity that BPM brings for delivering process
improvement. Typically, you need no more than five or six
people on the team.

The BPM project team should be dedicated to ongoing BPM
projects if you want to drive continuous process improvement.
Your team doesn’t just work on a single project and then
disperse, but instead, the members use their expertise gained
from completed projects to help make future BPM projects
even more successful. Staffing your BPM team becomes an
ongoing investment that grows and pays off as you add new
processes.
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Hardware resources

In reality, your ongoing hardware needs for BPM project
development are essentially comparable to other application
deployment needs. A BPM vendor provides you with minimum
hardware requirements, but it’s unlikely that there will be any
surprises in them.

Documenting Your Process

\\J

In any BPM project, documentation plays a very large role.
The documentation process actually begins at the very
beginning of the project.

Documenting the changes

Before you can begin your BPM project, some baseline
measurements can help you see the changes that occur after
BPM is in place. Implement the monitoring and management
of selected core and enabling processes. In this way, you can
gauge your progress as well as measure the improvements.

Having a program, such as Six Sigma, functioning in your
organization helps because this ability enables you to
measure improvement directly. BPM leverages programs like
Six Sigma to add even more value.

Keep in mind as you establish your baseline measurement
system that there may not be a direct correlation between
each of the processes that exist before BPM and those that
exist after BPM is implemented. This lack of correlation
between the processes comes about because BPM helps
eliminate certain non-value-added tasks.

Understanding BPM architecture

BPM has a particular structure or architecture that greatly
assists in process documentation. Although different
implementations of BPM vary somewhat, there are certain
major components that are fairly common. These include
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v A workspace that includes user interfaces, process
monitoring, management dashboards, and task inboxes

v An execution environment where you find the business
rules engine, the process engine, and analytics engine

v The metadata repository that contains process asset
descriptions, process relationships, and process policies

v A process design toolbox that enables process modeling,
business rule definition, definition of KPI's, process
development, and design of user interfaces

v A new services development environment that includes
Web service adapters, connections to existing
functionality, and new services creation tools

Documenting processes

In the BPM environment, process design and definition occurs
within a graphical environment. In most cases, process design
tools allow business analysts to use drag-and-drop techniques
to build the process definitions.

Most BPM development tools are a standard modeling
notation — essentially, a simplified programming language —
to define the process model. Typically, either Business
Process Modeling Notation (BPMN) or XML Process Definition
Language (XPDL) is used. Using one of these modeling
notations enables business process definitions to be
standardized and therefore shared between different tools.

Essentially, a process design looks very much like a flowchart
wherein the processes are the boxes in the flowchart, and the
business rules define the logic flow through the flowchart. So,
for example, you may have a process that handles customer
complaints. The first part of the process would trigger when
a customer complaint was received. At that point, you may
have a decision point driven by a business rule that routed
complaints from very important customers to an elite team
of customer service representatives. Other customers would
have their complaints sent to the ordinary customer service
team.

The process design is made up of various services and
business rules. The design begins with the collaboration
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between the business analysts and the development staff.
The business people provide the definitions and then the
developers create the model using those definitions. In some
BPM implementations, business analysts may play a larger
role in the whole design process.

Business rules are at the heart of a BPM project. These rules
are the policies and procedures that automate the business
process. In a BPM project, the business rules are managed in
arules engine, which is accessible to business managers. As a
result, it is much easier for managers to see and to change the
business rules as needed.

The ability for business managers and other authorized users
to change rules in the rules engine is one of the keys to the
agility provided by a BPM solution. Rather than having to
redesign the whole process, by adding or changing an existing
rule the system can quickly be adapted to changing conditions.

Business rules govern workflow routing within a BPM process.
In some cases, these business rules create exceptions such as
the one that routes customer complaints from VIP customers
to the elite customer service team. In other cases, these

rules make decisions automatically. For example, a rule may
automatically approve an order for customers in good
standing if the order is below a defined threshold.

Process simulation

BPM implementations allow you to test your processes before
going live with them. This testing process is called simulation,
and you run the processes through what-if scenarios so you
can make adjustments and fine-tune your model.

With process simulation you can see how your model reacts
to different conditions, and you can view reports, which
analytically break down the data. In some cases, you can use
historical data gathered from real-world processes and run
that historical data through the simulation so you can
compare how your model functions with the way the existing
processes work.

When you run a process simulation, you obtain valuable
documentation, which shows where you may need to make
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changes to improve the efficiency or operating function of the
model. The documentation produced can show you all of the
resource requirements as well as how smoothly work flows
through the entire model.

Process simulation is one of the iterative steps in the
development of an effective BPM system. Typically you
discover the importance of analyzing the results of the
simulation, make any necessary changes, and rerun the
simulation — possibly several times.

BPM models provide the agility for you to continue to

make improvements even after you've gone live with your
implementation. You don’t need to test endlessly. It’s often
better to plan for some continuous tweaking once your BPM
system is in place.



Chapter 4

Improving BPM with
Operational Decision
Management

In This Chapter
Making operational decisions at scale
Understanding the power of natural language business rules

Identifying the best policy with testing and simulation of business
rules

Uncovering real-time actionable insight

A fter you have an initial BPM project in place, you can
gain even greater benefits by incorporating decision

management technologies to increase process automation
and facilitate maintenance of decision logic that guides busi-
ness systems. In this chapter, you see what operational deci-
sion management (ODM) is and how you can use it to make
your BPM system even more efficient and responsive.

Decisions control the heartbeat of your company. Every day,
critical decisions are made in every corner of your business.
In fact, the repeatable, automated business decisions you
make can be considered a tangible asset for your company.

These automated decisions determine whether your depart-
ment will meet its goals, increase productivity, or grow your
revenue. It’s important to consolidate and make decision
conditions visible to your business experts so you can control
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the outcome. This is done by pairing software to automate as
many of the operational decisions as possible, leveraging the
experience and expertise of your subject matter experts and
key knowledge workers to define what will be automated.

In this chapter, you look at how to use concepts such as
business rules, events, and operational decision management
(ODM) to increase the speed and consistency of day-to-day,
automated business decisions. As a business, you discover
how to deal with these operational decisions that include
such things as settling a claim, opening a bank account, or
dynamically pricing a vacation package.

Introducing ODM
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You may have very effective experts who make some critical
decisions, but how do you scale these up? Typically one-off
applications are written to automate these business decisions,
but this becomes unmanageable quickly, especially when your
decisions change often.

Claims policies may need to change every quarter, insurance
rates may need to change every month, and there could be a
new pricing promotion every week based on the occurrence
of key events like an abnormally cold stretch (in a retail sce-
nario). When hundreds or thousands of these types of deci-
sions are embedded in an application, it becomes very hard
to understand them and change them.

At the same time, these decisions are very involved and
complex and must be made with all the expert knowledge in
the company. They can’t be coded and forgotten. What if you
could have these types of operational decision making within
your automated systems but with the fidelity and knowledge
of your best expert? Clearly, there’s no way to know the best
way to handle them without externalizing them and making
them visible end to end. That’s where ODM comes in.

ODM makes it possible to take what used to be hard-coded
rules and turn them into flexible ones that can be easily
modified. This management is accomplished by using ODM
to create business rules in natural language that can be read,
understood, and changed by a business expert.
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To see why you should consider implementing ODM, take a
look at some of the benefits:

v Agility: You can quickly change policies instead of hold-
ing up operations for weeks and months waiting for an
application to be recoded. You also decrease the costs of
implementation.

v~ Efficiency and productivity: Business users’ requests for
changes have built-in collaboration with other experts,
change management, and governance.

v Decision quality and precision: You can modify existing
rules and perform what-if analyses to arrive at better
decisions.

v Consistency: You can ensure that policies are uniformly
enforced across business units or processing centers.

v Transparency, auditability, and compliance: You can
look back and see why decisions were made and see how
policies were changed and who changed them.

Unless there’s a way to analyze and codify decisions, there’s
room for a great deal of confusion and miscommunication.
Writing reams of specifications is a common response in
the attempt to add clarity, but typically they’re too hard to
consume and keep accurate. Both business and IT teams
clearly want to accomplish their goals, so what stands in the
way? Here are some conditions that may apply:

v The expectations for the speed of making changes is very
different between business and IT teams.

v Business teams don’t know about the unexpected conse-
quences of outdated business logic.

v Decisions can’t always be detailed and stated precisely
enough for developers.

Business groups and IT have to accommodate each other to
keep things moving forward. Business rules make it easier for
both types of departments to collaborate. The actual business
rules can be directly written by the business, and IT manages
the execution environment.
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Understanding Business Rules
using Natural Language (NL)

A business rule is a statement of what will happen if a particu-
lar condition is met — or a particular event occurs. When you
automate your decisions, you immediately reduce their com-
plexity. You need to meet conditions to construct a business
rule:

v It must use natural language like English or Dutch that
your business experts use and yet must express unam-
biguous intent of the business expert.

v The natural language rule should be directly executable
so the human readable rule is exactly what executes.

Business rules also have to be written to accommodate vari-
ables such as pricing, claims, and credit authorization. By
using ODM, you have the flexibility to modify as necessary.
The thing that makes modification easy is the use of Natural
Language (NL) rules and the Decision Center repository
where all these rules are stored and managed.

NL rules are written by using every day phrases so they can
be understood by all business users. You don’t have to be

a programmer to create or understand them. They have a
distinct advantage over non-natural language rules because
they’re

v~ Easily understood: NL rules can be read and understood
by business people.
v~ Easily modified: Externalized rules are easily changed.

+* Reusable: Centralized rules allow reuse and consistency.

Testing and Simulating
Business Rules

One of the key aspects of dealing with business rules is the
need to modify them when necessary. In many cases, you're
dealing with data that could impact millions of customers
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or processes. For this reason, every good businessperson
knows that testing or simulating a solution before going live
can avert disaster. By running what-if scenarios, you can make
adjustments until you achieve the results you expect.

ODM provides users with an easy and flexible way to accom-
plish that. You have the option of creating simulations using
all types of data available to you to ensure success. When
selecting a scenario to simulate, make sure that

1+ You first establish a business goal. This will help clarify
your reason for making the simulation.

+ You set parameters for the simulation. You want to
understand the scope of your test.

 Your goals can be achieved by modifying a specific rule
or set of rules. You want to be able to apply the simula-
tion using variables that are under your control.

+* You know how you will measure the goal. This is key to
understanding what the impact will be.

+* You know how you will communicate the outcome of
the simulation. Be clear about how you will report your
findings after you obtain them.

The value of using NL is that the rule can be written so busi-
ness users can understand and modify it. This means that
business users can use their business vocabulary to describe
what the rule should be. These vocabularies are set up once
by the IT department at the beginning of the project, and they
enable business users to combine them create new rules and
make updates through the life cycle of the project.

Uncovering Real-Time
Actionable Insight

Key to decision making is the ability to uncover unique
insights. Does this customer have a high propensity to buy
because he’s engaged with your organization in several dis-
tinct but unrelated activities; or is this patient in danger for
health complications based on the combination of medicines
that she’s currently prescribed? Not only that, but also insights
need to be something that can be immediately acted on.
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ODM is key to helping uncover real-time actionable insights.
And here’s why: Decision making can be broken up into sev-
eral stages:

v Sense what’s happening

v Build your context

v Decide what to do

v Act quickly and consistently

And ODM is key to several of these steps (or has a key hand-
off to the others).

The event capabilities within an ODM platform help capture
data points and events of things happening both inside and
outside your firewall. Supporting capabilities like context
computing can then take those data and events and put them
into context to help understand and evaluate how everything
relates.

Business rules and analytics then drive the actual point-in-time
decision. For example, streaming analytics can enhance your
decisions by providing analytics of data in motion such as geo-
spatial position. Your decisions are made smarter as your busi-
ness rules are enhanced with up to the second analytics. Lastly,
integration with tools like a Business Process Management
System (BPMS) provide you with the ability to act when and
where you need to over a given period of time.



Chapter 5

Looking at BPM Success
Stories in the Real World

In This Chapter
Eliminating geographical boundaries to improve efficiency
Creating opportunities for KPMG with IBM Business Process Manager
Improving patient care and safety
Creating innovative genetics solution leveraging IBM on Cloud
Protecting investments with automated asset management processes

Using IBM Blueworks Live software to create thousands of reusable
process artifacts

’ f you've been reading this book straight through, you've
likely read Chapter 3. There we discussed how to put BPM
to work for your organization. In this chapter, we want you to
know how BPM was successful for other folks, too. Between
the two chapters, you get some great reasons to choose IBM’s
BPM solution for your organization.

KeyBank

To more efficiently process accounts payable, cut costs, and
respond to changing customer needs, KeyBank decided to
transform its processes with a business process management
(BPM) and enterprise content management (ECM) platform.
Ayo Falokun, vice president of the BPM and ECM Competency
Center for KeyBank, said, “Customers coming to our bank
expect the same kind of responsiveness that they get from
sites like Amazon, and the same quality of service. We need to
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be able to quickly provide them with solutions that meet their
needs.” KeyBank based the need for the solution on common
banking industry challenges:

v Increased competition
v Pressure to cut costs

v Changing customer needs

Working with IBM Software Services for WebSphere, KeyBank
created a BPM solution that includes IBM Business Process
Manager and IBM FileNet Content Manager software. With the
Business Process Manager software, Falokun’s team could
work more closely with the business while gaining greater vis-
ibility into and control over its processes.

) How did this fare for the bank? Using the IBM BPM platform,
KeyBank saved over $300,000 in one-time software acquisi-
tion costs and achieved ongoing annual savings of more than
$200,000 from efficiency gains, productivity improvements
and reduced labor costs through process automation. In
just four and a half months, the bank implemented the BPM
and ECM solutions that transformed its accounts payable
processes by eliminating geographical boundaries through a
centralized, paperless process. Falokun estimates that such
solutions typically take around 12 months to create, so the
bank cut the amount of time by 63 percent.

KPMG

Following the financial crisis, the UK banking sector faced a
tidal wave of regulatory change. The banks were front-page
news nearly every day. Headlines screamed how bank staff
had inappropriately sold Payment Protection Insurance (PPI)
and Interest Rate Derivative products to customers. Many
folks with mobile phones were receiving SMS from claims
management companies, offering to help them recover their
PPI money from the banks.

Financial regulators were carefully scrutinizing the actions
that banks were taking to remediate these issues, as well as
introducing tighter “know your customer” and anti-money
laundering regulations. In addition, new regulations such as
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Foreign Account Tax Compliance Act (FATCA) began requiring
banks to report to U.S. authorities about their U.S. customers.

M7y FATCA is a U.S. federal law that requires U.S. people, including

3o individuals who live outside the U.S., to report their financial

g\ accounts held outside of the U.S. It also requires foreign finan-
cial institutions to report to the Internal Revenue Service (IRS)
about their U.S. clients. FATCA was put into place by Congress
so U.S. taxpayers couldn’t easily conceal assets held in off-
shore accounts and shell corporations, and also to recoup
federal tax revenues.
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Banks needed to address the issues within tight deadlines.
The potential size of customer payouts and regulatory fines
were at were regular boardroom agenda items, so the stakes
were high and couldn’t be ignored. One particular require-
ment was the ability to orchestrate the complex interplay of
internal bank and external customer events. For example

»* Managing communications through all channels (includ-
ing calls, email, SMS, and written correspondence)

v Guiding processes through very complex end-to-end
workflows

1 Managing not only the customers’ data but also all the
documentation associated with their case

So KPMG, a global network of professional firms providing
audit, tax, and advisory services and operating in 155 countries
and employing 155,000 professionals working in member firms
around the world, decided to offer UK banking clients a quick-
to-deploy, end-to-end solution to meet their post-financial-crisis
regulatory needs and deal with continual business change.

“We needed a solution that had the right delivery capability,”
says Natalie Semmes. “But it is not just about getting a new
process up and running; it’s about managing that process
over time and making sure it can scale to support potentially
thousands of users at any given time.” KPMG had to select a
vendor that would help it achieve strategic outcomes.

KPMG selected IBM Business Process Manager and enhanced
it by developing an optimizer application. This combined
“BPM-O” solution improved speed to market for both solu-
tions and change.
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<P The first client deployment that used IBM Business Process
Manager and BPM-O went live in four weeks for 56 process
steps, and the solution quickly scaled to 1,400 business users.
Change cycles for small changes reduced to days, rather
than weeks or more and were driven by the business, not
by an IT prioritization queue. Business analysts can harness
subject-matter expertise and create new business processes
80 percent faster with BPM-O than they could with a more tra-
ditional BPM programmer skillset.

The Ottawa Hospital

Formed in 1998 through the merger of five different health
institutions, The Ottawa Hospital (TOH) is one of the largest
academic teaching hospitals in Ottawa, Ontario, Canada. With
four campuses throughout the city, the hospital has approxi-
mately 1,200 beds, 12,000 employees, and 1,500 physicians.

TOH was admitting a growing number of patients with com-
plex symptoms. Care teams were struggling to compensate for
manual processes that could be highly variable. So the man-
agement and board of directors set an aggressive goal — TOH
ranked within the top 10 percent among academic health sci-
ence centers in patient care and quality in North America.

To achieve that goal, the hospital needed to be able to manage,
measure, and improve its performance in several key metrics.
Over the years, TOH dealt with numerous challenges. Occupancy
rates, for example, grew to 110 percent and kept climbing. At
the same time, the hospital saw an increase in the complexity

of patient conditions. Patients with complex conditions require
care from multiple departments that must be able to communi-
cate and collaborate effectively.

However, TOH found that with this increased complexity,
healthcare professionals were spending more time searching
for information and resources, resulting in less time with their
patients. As a result, patients could experience delays in their
care, impacting the overall patient experience. This increased
complexity also placed a significant burden on the care pro-
viders to make sure they had all the information they needed
before making decisions and treating patients.
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The solution? TOH sought IBM’s expertise in BPM. IBM provided
a care management platform that improved coordination of and
visibility into changing patient and hospital conditions. This
allowed practitioners to collaborate and spend more time with
patients. A comprehensive care process management platform
rolled out with the goal of improving patient flow, safety, quality
of patient care, and the overall patient experience.

Designed to be easily extensible, the care process manage-
ment platform builds on features in the IBM products to
help improve patient flow and other operational processes.
Some key features of the care process management platform
included

v Closed-loop communication capabilities to ensure in-process
communications were properly sent, received, and
acted on

“

v+ The ability to view and maintain a patient’s “circle of
care,” a simple, easy-to-use visual interface that identifies
the providers involved in a patient’s care and facilitates
communication and collaboration between them

v A multi-disciplinary activity plan that enables providers
to assign tasks, monitor activities, and gain visibility into
the entire chain of activities

v Metrics for tracking process execution that can then
be benchmarked against historic and real-time data, so
information from processes that are currently running
can be used to make immediate, more-informed decisions

The use of the IBM solution at TOH helps care personnel
and hospital administrators improve patient flow, ultimately
improving patient outcomes and delivering a more positive
patient experience. “Personally, | am going to spend more
time focusing on the right things and less time focusing on
the mechanics, the bureaucracy, the paperwork and other
things,” says Glen Geiger, chief medical information officer.
With the ability to drive out the inefficiencies and free up cli-
nicians to do the things they ought to be doing, patients get
better care.
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Coriell Life Sciences

The president and chief executive officer (CEO) at Coriell

Life Sciences (CLS), Scott Megill, needed to find an innova-
tive way to take genetic sequencing information and provide
it to the medical community in a usable format. In fact, CLS
was founded for this reason. Genetic sequencing information,
which was previously very expensive to develop, had become
relatively inexpensive to gather, so CLS wanted to find a way
to bridge the gap between the scientists and the doctors.
Megill said, “We knew we had to bring to market an informat-
ics pipeline that allowed us to take genetic information in and
come up with a readable diagnostic report for a physician at
the other end. But there are complicating factors given all of
the different partners that we have to work with, so we knew
we couldn’t just sit down and write a lot of code to handle one
situation.”

CLS sought a flexible business process management (BPM)
system and looked to IBM to provide that. Working with the
local IBM team, Megill selected IBM Business Process Manager
on Cloud to help achieve his goals. The solution uses IBM
Watson technology as a service to help physicians model
potential medication regimens to each patient’s genetic pro-
file. “Choosing the BPM solution as a managed hosted solu-
tion from IBM meant that, as a small organization, we could
implement this really robust enterprise-class BPM solution
without having to go through a major implementation installa-
tion effort,” said Megill. “So it’s almost like starting a big proj-
ect two and a half months into it, because the groundwork has
already been done for us.”

Using a cloud-based offering helped CLS better accommo-
date local regulations around biological samples and data.
Regulatory environments are different in each country. In
the United States, CLS is regulated by the Food and Drug
Administration (FDA) and Clinical Laboratory Improvement
Amendments (CLIA), but it’s different in other countries. In
some countries, restrictions are in place around taking biolog-
ical samples or data out of the country. Megill explained that
“it’s not sufficient for us to have our ability to interpret the
genome housed in the United States if we can’t actually get
the data from a foreign country back to where we process it.”
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With the IBM BPM solution, the cloud infrastructure gave CLS
an instant globalization. It allowed them to be in China, Saudi

Arabia, and so on, to process samples locally and do business
like they would with anyone else.

By using the IBM BPM solution, CLS can take in new data, pro-
duce the required report, and manage the billing process. The
BPM system can also help CLS output information in the pre-
ferred format for each supplier and accommodate customized
billing processes. Because the information is hosted on the
cloud, CLS can push it to multiple devices, including tablets
and smartphones.

An additional benefit of choosing IBM BPM is that CLS can
create new customer interfaces within weeks, rather than
months, and quickly create customized reports and bills for
each one. By using the Business Process Manager on Cloud
offering, CLS gained the BPM solution it needed without
having to install or staff the supporting IT infrastructure.
Megill doesn’t have to maintain people that are patching and
constantly versioning software or are there in the case of an
emergency. He doesn’t have to hire a ‘what if’ staff or ‘just

in case’ staff — they’re part of a services contract with BPM
that he pays on a monthly basis.” As a bonus, the cloud-based
solution is easily scalable as needed.

CLS is now able to interface with new partners and customers
much more quickly than it could in the past. “When | engage a
new customer, they’re up and running and receiving our prod-
uct within a matter of weeks, whereas with previous types of
development, this would be months’ worth of IT effort to get
these systems interconnected and tested,” says Megill.

Duke University Libraries

During the past decade, electronic resources, including
e-journals, e-books and databases, have come to represent

a growing proportion of many libraries’ collections. These
resources are strongly preferred by students and researchers
in many fields because of their ease of use. With this in mind,
The Duke University Libraries system, one of the nation’s top
ten private research library systems, needed a centralized
and automated solution for resource management.
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Duke University has an annual budget of $9.1 million allot-
ted for electronic resources. Its collection of e-books has
increased 989 percent since 2006; however, the university real-
ized that the processes in place to manage these resources
had not kept up with the rapid growth of the collection. In
2011, Duke University Libraries conducted an audit of its
electronic databases to determine if it was properly manag-
ing its growing electronic resource collection. It determined
that it had 694 subscribed databases and 210 free databases.
However, six of the subscribed databases had never been
pushed through the process to be made available to students.

After conducting an analysis of its existing electronic resource
management processes through extensive staff interviews, the
library identified a few key issues:

v The existing management process was extremely compli-
cated and distributed across multiple departments.

v The process, which includes steps for selection, trial,
acquisition, and maintenance, was so decentralized that
it was difficult to determine who was responsible for
each step, resulting in duplication of effort.

v+ Communication was not automated and was typically
handled verbally or through email.

To help resolve some of these issues, Duke University
Libraries chose to improve its electronic resource manage-
ment processes by using the IBM Business Process Manager
on Cloud and IBM Blueworks Live offerings. The library
team worked with IBM Software Services for WebSphere in a
3-month IBM Quick Win Pilot project to implement the frame-
work and use the Business Process Manager on Cloud appli-
cation’s capabilities by automating its trial and acquisition
processes for databases. “We are forging new ground as the
first academic library to implement BPM, and we are excited
to partner with IBM to help us succeed,” says Jacqueline
Samples, head of electronic resources in serial cataloging at
Duke University Libraries.

The cloud-based BPM solution provided a highly automated
workflow for processing and activating databases. The solu-
tion facilitated a team-based approach to the process, nearly
eliminating failure points. A single dashboard gave staff
insight into the status of database resources, along with
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performance metrics on database processing. The dashboard
also provided access to reporting and analysis features that
gave library staff visibility into the database acquisition pro-
cess, making readily available the following key reporting
metrics:

v The length of time from database trial request to access
v The length of time from purchase decision to access

v The length of time each resource spends at each mile-
stone, activity, or task in the process

v The percentage of database trials that don’t end in
purchase

v The bottlenecks inherent in the process, including where
they are and how much time they consume

v The number of databases purchased or trial run annually
by month

<P The solution helps reduce reliance on email and human
memory by automating handoffs and notifications. Plus, by
enabling staff to attach documents related to each asset in a
centralized location, there’s minimal risk of losing data. Duke
University Libraries anticipates that by gaining visibility into
its electronic asset management processes, it will be able to
better ensure that all its assets are fully processed and made
available to staff. “So really, our cost savings is in preserving
our expenditures rather than reducing expenditures for prof-
its and cost. So we’re not hoping to save money on databases
but hoping to use the money we’ve already spent more effec-
tively,” says Samples. The solution has also facilitated col-
laboration among the numerous departments involved in the
electronic asset management process.

Westpac New Zealand Ltd.

Founded in 1861, Westpac New Zealand Ltd. provides a full
range of retail, commercial banking, and wealth-management
products and services to customers throughout New Zealand.
The bank operates under the Westpac New Zealand, Westpac
Life New Zealand, and BT New Zealand brands with branches
and ATMs located throughout the country.
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In operation for more than a century, Westpac had a complex
IT environment that had increased in size over the decades. In
order to simplify that complexity, the bank began a strategic
initiative. Part of this process included examining existing
business processes to find ways to improve them to better
serve customers. The company’s existing method for process
documentation was cumbersome and often resulted in dupli-
cated efforts. As part of a larger business process manage-
ment initiative, Westpac New Zealand Ltd. needed to create a
process library.

The bank used the IBM Blueworks Live cloud-based business
process management application to begin documenting its
processes and storing its process documents. The bank had
recently acquired an IBM business process management solu-
tion that included the IBM Blueworks Live cloud-based BPM
application. Sandra Moorhead, senior manager of process
transformation at Westpac said that as soon as she found out
that the bank had licenses, she spent some time just working
out what the governance structure would be. “I also went to
the IBM Impact conference and learned a lot there. And that
really helped kind of form the picture and how it should look.
So my team looks after the governance of the tool. I've got

a brilliant team who has set up how it should be structured,
how it would work, who has what access, and how it ties into
our enterprise architecture tool.”

Moorhead and her team also began a pilot project of the
Blueworks Live application, granting a limited number of
people access to it. “To be honest, once people started to

get access, the requests for access just became greater and
greater as word got out,” says Moorhead. “So it was bursting
at the seams to get out of pilot and into production, because it
was a popular tool of choice for users.”

Today, approximately 130 employees at Westpac use the
Blueworks Live application. Users include

+~ Business analysts, who are doing process diagrams to
prepare for future business process automation

1 Subject matter experts (SMEs), who are creating process
documents and training materials

v Operational risk and compliance managers, who need to
know how a process works so they can identify areas of
risk and make sure they have the correct controls in place
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These folks state that the Blueworks Live software is easy
to use, and you can basically create a list of steps, press a
button, and the software creates a process right before your
eyes.

<P In just three months, the bank created more than 2,000 arti-
facts in the Blueworks Live application, which helps improve
asset reuse. In the past, Westpac had inefficient methods for
documenting processes. With Blueworks Live software, users
create the document, and where you draw it is where you
store it. The ease of creating process documents directly in
the Blueworks Live application has led to a massive increase
in the number of artifacts available. “Over two years, we prob-
ably got about 900-1,000 artifacts in our old library, whereas
in three months we have over 2,000 in Blueworks Live,” says
Moorhead. This large increase in available documents will
help improve document reuse. When employees approach
a new project, the first thing they can now do is look in the
Blueworks Live repository to see what documentation already
exists. “People should never really be starting from scratch,”
says Moorhead. “When anybody wants to do any piece of
work, whether it’s an IT project, a business project, a bit of
strategy work or whatever, you're not going out and starting
from scratch, you’ve already got everything that makes the
bank in one place. And Blueworks Live is where we store the
processes for how we do things in the bank.”

SNBER Because the Blueworks Live application is cloud-based, it

& facilitates collaboration among team members in different
locations with near-real-time collaboration capabilities. In
addition, remote employees can also benefit. An employee in
one office can create a process document while employees
in another office follow along in near-real time. Users can
access the application from any device that’s connected to
the Internet, including tablets and mobile devices. This col-
laboration has helped bank employees gain greater insight
into the bigger picture, which ultimately helps improve cus-
tomer service. “Actually getting everybody in a room and
agreeing what the current state is quite often gives people
clarity to understand where they fit into the picture overall,”
says Moorhead. This visibility has helped the bank optimize
its processes even before it begins to automate them.
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Chapter 6

Top Reasons to Choose
BPM from IBM

In This Chapter
Discovering the top IBM BPM differentiators
Making IBM your choice provider

’ n this chapter, you get the best reasons to make IBM
your smart choice in providing a BPM solution for your
organization.

Ease of Use

IBM provides superior total cost of ownership compared to
other BPM solutions. Your operational costs are reduced
because IBM provides consistent and scalable runtime
architecture across capabilities. Your cost of change is
reduced based on architected points of agility, so for some
changes IT development cost can be zero and for others it can
be very minimal.

Dynamic SOA and Integration
Capabilities

IBM’s Service Oriented Architecture (SOA) enables you to
build agile solutions based on dynamic SOA capabilities. With
IBM you can capture business logic with XML/metadata rather
than requiring the use of traditional programming languages.
This ability allows you to support multiple and greater
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degrees of abstractions and capabilities so you can be more
agile and flexible. This agility extends to service selection,
rules, business events, business service policies, and business
services. You can manage change with confidence. For more
information on integration, check out Chapter 2.

Flexible Deployment Models

IBM BPM is available on various flexible deployment options.
Whether the need is to have it on premise, in the cloud, driving
needs from a pure systems patterns perspective, or capabilities
of IBM Bluemix, IBM BPM offers

+* On-Premise: IBM Business Process Manager can be used
almost immediately in its standard configuration or in an
easily customizable configuration. It has three specific
flexible deployment models:

¢ IBM BPM Express: Is an affordable entry point for
initiating BPM. It provides an easy-to-use interface
with a process execution, monitoring and optimiza-
tion engine.

¢ IBM BPM Standard: [s a comprehensive BPM plat-
form, providing full visibility and insight to manag-
ing business processes.

e IBM BPM Advanced: Is a unified platform for ana-
lyzing and improving business operations through
a combination of business process and basic case
management, service-oriented architecture (SOA)
and business process analytics.

+* IBM BPM on Cloud: Cloud is a subscription-based BPM
cloud service. It offers visibility and management of busi-
ness processes, low startup costs, and fast return on
investment (ROI).

v IBM BPM for SAP: Combining your SAP investment with
BPM from IBM can help improve the visibility, flexibility,
agility, and control of your SAP processes in order to
deliver an exceptional customer experience, reduce costs,
and optimize business performance.

1+ IBM BPM Industry Packs: An extension that helps accel-
erate and enhance process management for the banking,
healthcare, and telecommunications industries.
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Integrated BAM Capabilities

IBM’s solutions make measurement and insight into action
easier. They provide the ability to put control and change
management into the hands of business users. IBM provides
advanced, real-time predictive analytics and drill-down
business activity monitoring with predictive KPIs. In addition,
they provide pre-defined industry KPIs.

Advanced Programming Model

With the IBM BPM solutions you have fine-grained control
over individual process instance execution through an
infrastructure and programming model which leaves your
business in a consistent state at all times. IBM provides
process transactional integrity combined with advanced
programming models and runtime features.

CMBER The IBM BPM operational environment runs in a highly
available, secure, and disaster recovery enabled mode so you
can run very complex and mission-critical applications with
confidence.

'954,

Scalability and Performance

IBM BPM solutions provide you a robust, secure, and scalable
environment that supports a wide range of platforms. The IBM
BPM solutions are built for expansion and growth to handle
your future needs. These solutions include high availability
with both vertical and horizontal support.

Documenting and Running
Processes in the Cloud

Blueworks Live ease-of-use, browser-based delivery and
wiki-like structure allow stakeholders inside and outside your
organization as well as across functions, campuses, and even
oceans to collaboratively participate in process improvement.
Blueworks Live takes the practice of process from the hands
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of the few and spreads it throughout your organization. In
effect, the Blueworks Live platform becomes the central
communication platform for collecting, sharing, and improving
how work gets done in your organization.

W\®
But don’t take our word for it. Register today for a free 30-day
trial at www.blueworkslive.com/signup/trial.

o IBM BPM can also be deployed in a cloud model. Some of the

capabilities include:

v IBM BPM on Cloud is a subscription-based service that
offers visibility and management of business processes,
low startup costs, and quick ROL.

v IBM Business Process Manager helps eliminate typi-
cal inhibitors to starting BPM projects, such as capital
expenditures, hardware availability and the skills for
developing and managing systems.

1 IBM Business Process Manager on Cloud provides a full
life cycle BPM environment including development, test and
production — with tooling and run time for process design,
execution, monitoring, and optimization. It’s designed to
help business users get started with process improvement
quickly — often in less than 48 hours — without the need
to build and maintain an IT infrastructure.

Explore BPM on Cloud with a free 30-day trial by visiting ibm.
biz/BPMcloudtrial.

Operational Decision Manager

IBM Operational Decision Manager offers business rule
management that adds flexibility and performance to your
business systems by enabling powerful decision automation
across processes and applications. Its tools include the
functionality to support rule definition, deployment,
maintenance, and governance with specific environments for
technical and non-technical users who participate in rule
management. In addition, IBM provides best-in-class rule
execution capabilities that can run on a wide range of
operating systems and platforms, enabling enterprise-wide
decision automation.


http://www.blueworkslive.com/signup/trial
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IBM Operational Decision Manager supports advanced
business event processing capabilities for detecting, evaluating,
correlating, and responding to patterns of events that can
occur over a period of time. These capabilities are exposed
through graphical, non-programming user interfaces, allowing
IT to manage the business event environment, while equipping
business users to manage the event definitions.

For more information on ODM, head back to Chapter 4.

Beyond Technology, Assuring
Success with BPM Services

Being successful at BPM requires more than cool technology.
BPM calls for upfront strategic thinking about where the
organization is heading and where BPM fits into this journey.
The IBM WebSphere Services for BPM consists of skilled
consultants with deep process modeling and technical skills
gained from countless of engagements who ensure that you
start off your BPM journey on the right track. The name of
the game is quick, small successes that can be easily scaled
across the organization, and IBM consultants bring with them
proven methodologies and best practices that guarantee you
achieve your objectives.
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operational processes. By unleashing the power
of technology as a competitive advantage,
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