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Business Process Management

Terminology

The Ultimate Jargon Buster

Are you interested in learning about Business Process
Management but getting lost in the terminology

and numerous acronyms? We’ve put together a list of
the phrases and associated definitions that are often
encountered when either researching a new Business
Process Management system or undertaking a Business
Process Improvement initiative.

Activity

When mapping out a process, there are several different
shapes that can be used. An ‘Activity’ shape is used to
describe something you do.

Activities are the steps of the process and are described
using verbs. For example, ‘Update sales order with
customer number’.

Update sales order
with customer number

Administrator

As-Is Process

An As-Is process is a visual representation of a business
process in its current state. As-Is processes must be
mapped before changes and improvements can be
made.

Bottlenecks

A bottleneck is one process in a chain of processes that

if limited in any way, will cause further limitations to

subsequent processes in the chain. Bottlenecks can be
either short-term or long-term and are most often seen

in supply chain and manufacturing industries.
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A short-term bottleneck is temporary and will usually
not cause any significant problems. An example would
be a skilled employee taking a few days off.

Long-term bottlenecks occur more frequently and
can slow down production or the execution of other
processes further down the chain. An example of a
long-term bottleneck would be a machine that is
not working efficiently and is therefore causing long
production queues.

BPMN

BPMN stands for Business Process Model and Notation
and is a standard for Business Process Modelling. BPMN
is a graphical representation for specifying business
processes in business process model.

The main goal of BPMN is to provide a standard
notation that can be easily understood by all business
stakeholders.

BPMS

BPMS stands for Business Process Management

Suite (or system). A BPMS is a software tool that

allows processes to be mapped, implemented and
analysed. Business Process Management systems are
often used to aid continual improvement throughout
an organisation to help them to increase efficiency and
reduce costs for example.

Business Process

A business process is a collection of related activities
or tasks that produce a specific service or product.
Business processes are often visualised in a flowchart or
process map, which allows them to be followed easily
and shared around the organisation. Some business
process might include:
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« Raise a purchase order
* Initiate recruitment
+ Discharge a patient

* Approve a drug for human trials

Business Process Improvement

Business Process Improvement is a project undertaken
to help an organisation optimise and improve

its existing processes. Some key goals of process
improvement include improving productivity,
increasing efficiency and reducing costs.

Business Process Management

Business Process Management, or BPM is a systematic
approach to making an organisation’s business
processes more efficient some examples of end goals
of BPM are:

« Improve productivity
* Reduce costs

« Eliminate duplication

Business Process Modelling Tool

See BPMS

Continual/Continuous Improvement

Continual improvement is the ongoing process of
improving an organisation’s business processes,
products or services.
This could either be
small changes over
time or a break-through
improvement, which
occurs all at once.
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Decision

‘Decision’ shapes are a type of activity, usually in the
form of a question, where only one of the outputs is
produced.

For example, ‘Internal or external customer?’ may
then branch into two different process pathways
depending on which option is selected.

Internal or external
customer?

Sales Engineer

Deliverables

A ‘Deliverable’ shape is used to describe something
you produce and are the outputs of a process.

Deliverables are the items produced (or ‘delivered’)
when each step of the process is complete and are
described using nouns.

Examples include:

«  Customer order form
«  Purchase order

« Patient discharge form

Customer
order form
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DMAIC
Define Delivering Breakthrough
Performance
Control
Measure
Improve

Analyse

DMAIC is a 5-step method for improving processes.
DMAIC is itself a process and is always described simply
in terms of the Activities involved. These are:

+ Define
*  Measure
« Analyse
* Improve
+  Control

To learn more about DMAIC, read our article:

What is DMAIC and how can we use it to map our
processes?

Document Management System

A document management system is a computer or
software system used to store, manage and track an
organisation’s electronic documents. Most systems
will include version control and the ability to track
changes created by different users as standard.

Document management systems are most often used
for organisations looking to achieve certain quality or
standards accreditations.

These systems are particularly useful for business
process management projects as the processes can be
linked to their associated documents.

Call us on +44 (0)207 770 8053 or connect with us [ [ KAl

www. triaster.co.uk

End-to-end Process

An end-to-end (E2E) process describes a business
process from start to finish and comprises all of the
work required to achieve a particular process goal.

ERP System

An ERP or Enterprise Resource Planning system is a
type of Business Process Management software that
allows an organisation to collect, manage, store and
interpret data from numerous business activities.
ERP systems provide a real-time overview of core
business processes, enabling information flow across all
business functions or departments.

Input

See Activity.

IPO Table

IPO or Input Process Outputs tables are a simple
mechanism to help determine what is being used and
what is being produced in a process. An IPO table will
usually have 3 columns to show the following:

« Input - The start of the process or the materials
required

*  Process - The key steps involved

¢« QOutput - What is produced at the end

For example:
Inputs Process Output
Fruit Crush fruit Jam
Sugar Measure sugar
Labour Mix fruit and sugar and

bring to a full boil
Test to see if set
Pour into jars

Some IPO tables may also include columns for process
owner or responsibility, risk and priority.
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ISO Standards

The International Organisation for Standardisation (ISO)
is an independent, non-governmental organisation,
which sets standards to aid the creation of safe, reliable
and good quality products and services.
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The ISO 9000 family of standards are most commonly
used for quality management in organisations looking
to ensure that their products and services consistently

meet and exceed customer requirements. This includes:

« IS0 9001:2015 - sets out the requirements of a
quality management system

« 1509000:2015 - covers the basic concepts and
language

« 1509004:2009 - focuses on how to make a quality
management system more efficient and effective

« 150 19011:2011 - sets out guidance oninternal and
external audits of quality management systems.

KPIs

KPIs or Key Performance Indicators are business metrics
that are used to measure factors that are crucial to
the success of an organisation. KPIs are unique to
each business and even each department within that
business.

Some examples include:

+ New customer acquisition

+  Turnover

* Return oninvestment

« Estimated time to completion

¢« Predicted company growth
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Lean

Lean manufacturing (or production) is a systematic
method for the elimination of waste within an
organisation’s processes. Lean drives continual
improvement by looking at value adding and
eliminating non-value adding activities.

Learn more about the Lean Methodology by reading
the following articles:

Capturing waste in a process: Value-Stream and the 7
Wastes

What is Lean Six Sigma? Tools for Process Improvement

Map Level

The Map Level is the number assigned to a process
map depending on its position in a process hierarchy.
The initial maps are mapped at a base level (Level

1). When drilling down on an Activity you move to a
deeper level (Level 2) and so on until the process is
complete.

Node

Within a process modeller such as Microsoft Visio,
Nodes are containers or frames for process maps and
hold the map title and other properties relating to the
process. They are described using verbs. When naming
a map, imagine the words ‘how to’ before your title if it
works well then you have named it correctly. Some of
the Node Properties are visible on the Node, and some
are invisible.

Off-Page Connectors

Off-page connectors are useful for overcoming the
practical limitation of page sizes. It allows the process
mapper to produce a logical, large ‘piece of paper’
containing a single end-to-end process map with all the
Deliverables (outputs to inputs) linked directly to each
other.

Output

See Deliverables.
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Process

A process is a set of interrelated or interacting
activities, which transforms inputs into outputs. This
term is often used interchangeably with an Activity.

Process Author

A Process Author (or process mapper) is someone who
draws or creates a process. They often have no control
of a process or the decision-making powers to change
it.

To learn what skills are required to be a successful
process mapper, read this article:

Process Mapping: 5 Key skills you need to have

Process Hierarchy

A Process Hierarchy is an overview of the relationship
between a group of maps, showing both higher and
lower levels. (See Map Level)

Process Library

A Process Library is an easy to understand, easy

to use, secure website, intelligently presenting an
organisation’s processes, policies, forms and guidance
documents. To view an example of a Process Library,
click here
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Process Map

A process map is a diagram that intends to clearly
identify the main steps involved in completing a
process, with the items used and produced when that
process is complete.
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Process Owner

The Process Owner is the person who has overall
control of a process and the decision-making powers
to change it.

RACI

A RACI Matrix divides tasks into four participatory types
assigned to different roles in the project or process.
These make up the acronym RACI:

+ Responsible - Those who do work to achieve the
task.

* Accountable - persons ultimately answerable for
the correct and thorough completion of the task.

« Consulted - Those whose opinions are sought (Two-
way communication).

* Informed - Those kept up-to-date on progress (One-
way communication).

* Responsible

* Whois/will be doing this task?
* Whois assigned to work on this task?

e Accountable

¢ Who's head will roll if this goes wrong?
¢ Who has the authority to take decision?

2 PG

J
e Consulted

* Anyone who can tell me more about this task?

* Any stakeholders already identified?

* Informed

* Anyone whose work depends on this task?
* Who has to be kept updated about the progress?
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ASIPOC table is a form of IPO table that summarises the inputs and outputs of one or a group of
processes. SIPOC stands for:

« Suppliers

* Inputs
*  Process
«  Outputs

+  Customers

An example of a SIPOC table is below:

Supplier Input Process Output Customer
« Repair inguiry « Schedule visit = Appointment date and time
= VEhicle owner « YEhicle for repair « Diagnose problem = Repair recommendations and cost estimates TS G
.
« Customer service representative | e Permission to proceed with individual recommencdations |« Prepare work order = ‘Work order N
» Mechanic
« Facility manager « Open bay * SOUrce parts « Parts for approved repairs
= Customer service representative
« Parts window « Parts for approved repairs « Perform repairs « Telephone/e-mailtext message notification
« Observations = MNotify that service is complete |« Repaired vehicle
Six Sigma

Six Sigma is a set of tools and techniques used in process improvement. The principle of Six Sigma is to
improve the quality of the output of a process by identifying and eliminating the causes of defects. Six
Sigma practices are usually combined with the Lean method of manufacturing to become Lean Six Sigma.
Learn more about these methodologies by reading this article:

What is Lean Six Sigma? Tools for Process Improvement
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In Microsoft Visio, the stencil is the area used to store
a set of shapes that are used when mapping out a
process. The template is a combination of a Node
and the stencil and is also used to control page size
and orientation. Both the stencil and template can be
customised for consistency with corporate branding
and colours.

Swimlane

A Swimlane is a visual grid applied to a process map
to depict what or who is working on a particular subset
of a process. Lanes are arranged either horizontally or
vertically, and are labelled to show how the chart is
organized. Swim lane labels cannot be reported on.

To-Be Process

A To-Be process occurs as a result of an analysis of
an As-Is process and should show the changes and
improvements made to the original process It may
be necessary to create multiple To-Be processes for
business analysis and for use in process metrics.

Value Stream Mapping

Value Stream mapping is a Lean method for analysing
the As-Is process and designing the To-Be. This
approach asks the question, is this Activity value
adding, non-value adding or necessary non-value
adding? An example of how the value-stream approach
can be used is as follows.

« If a typical customer is willing for the costs of an
Activity to be added to the price of the product
they purchase, the Activity is probably value-
adding.

« Non-value adding Activities are those for which the
customer would feel it would be very unfair to add
a direct charge to them.

« Necessary non-value adding Activities are those for
which the customer would feel costs are in some
sense reasonable, but would still feel disgruntled if
the costs were passed onto them.
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Read more about the Value -Stream approach by
reading this article:

Capturing waste in a process: Value-Stream and the 7
Wastes

Workflow Management Tool

A workflow management tool, is a system or software
that contains business processes arranged as

a series of workflows. Most commonly used in
manufacturing, workflow management systems can
also be used to monitor and change the sequence of
tasks as part of business process management.

A workflow may be either:

* Manual - tasks undertaken by an individual or
group of individuals.

* Automated - tasks undertaken by a computer
programme or machine.

We hope that you found this glossary of terms helpful. At
Triaster we understand that sometimes the terminology
related to Business Process Management can be a little
daunting and that’s why we’re happy to call upon our 20
years’ experience in this industry to help make business
process mapping, management and improvement easy
for any organisation.
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