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Topic 1: Business Process Management

Introduction and definitions

Business Process life cycle

Business Process Re-engineering

Strategic use of IT in Business Process Re-engineering

1) Introduction and definitions

Business Process Management (BPM) is a holistic approach to managing and
improving business processes, which are sets of activities that achieve a specific
business objective. BPM involves designing, executing, and monitoring business
processes to ensure they are efficient, effective, and aligned with organizational
goals.

Business processes are a series of activities or tasks that are performed to
achieve a specific business objective or goal. These processes are designed to
convert inputs into outputs, adding value to the organization and its customers.

Characteristics of Business Processes

I) Inputs: Business processes take inputs from various sources, such as
customers, suppliers, or other departments.

i) Activities: Business processes involve a series of activities or tasks that
are performed to convert inputs into outputs.

lii) Outputs: Business processes produce outputs that are of value to the
organization and its customers.

Iv) Value Addition: Business processes add value to the organization and its
customers by converting inputs into outputs.

Broad Types of Business Processes

i) Operational Processes: These processes are responsible for the core
operations of the business, such as production, logistics, and customer
service.

i) Management Processes: These processes are responsible for managing
and controlling the organization, such as strategic planning, budgeting, and
performance management.

lil) Supporting Processes: These processes are responsible for supporting the
core operations of the business, such as human resources, finance, and
IT.
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Typical Business Processes
The typical business processes are largely operational. They include:

I) Procurement Process: This process involves purchasing goods or services
from suppliers.

i) Inventory Management Process: This process involves managing and
controlling inventory levels.

iii) Order-to-Cash Process: This process involves receiving and fulfilling
customer orders.

Iv) Supply Chain Management Process: This process involves managing and
coordinating the flow of goods, services, and information from raw
materials to end customers.

v) Human Resources Management Process: This process involves managing
and developing the organization's workforce.

vi) Financial Management Process: This process involves managing and
controlling the organization's finances.

vii) Customer Service Process: This process involves providing service and
support to customers.

viii) Marketing and Sales Process: This process involves promoting and
selling the organization's products or services.

Global Examples of Business Processes

a) Amazon's Order Fulfillment Process: Amazon has a highly efficient order
fulfillment process in place, which involves receiving orders, picking and
packing products, and shipping to customers.

b) McDonald's Food Preparation Process: McDonald's has a standardized
food preparation process in place, which involves receiving orders,
preparing food, and serving customers.

c) Toyota's Vehicle Manufacturing Process: Toyota has a highly efficient
vehicle manufacturing process in place, which involves designing vehicles,
sourcing materials, and assembling vehicles.

Examples of Business Processes in Uganda

a) Uganda Revenue Authority: The Uganda Revenue Authority has a
business process in place for tax collection, which involves registering
taxpayers, assessing tax liabilities, and collecting taxes.

b) Uganda Telecom companies: Uganda Telecom has a business process in
place for customer service, which involves receiving customer complaints,
resolving issues, and providing feedback.

c) Commercial banks: Banks in Uganda have business process in place for
loan processing, which involves receiving loan applications, assessing
creditworthiness, and disbursing loans.
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Reasons why BPM is important to businesses:

1) Improved Efficiency: BPM helps businesses streamline processes, eliminate
waste, and reduce cycle times, leading to improved efficiency.

i) Enhanced Customer Experience: BPM helps businesses design processes
that meet customer needs, leading to improved customer satisfaction.

lii) Increased Agility: BPM enables businesses to quickly adapt to changing
market conditions and customer needs.

Iv) Better Decision-Making: BPM provides businesses with real-time data and
analytics, enabling better decision-making.

v) Improved Compliance: BPM helps businesses ensure compliance with
regulatory requirements and industry standards.

vi) Reduced Costs: BPM helps businesses eliminate waste, reduce cycle times,
and improve productivity, leading to reduced costs.

vii) Improved Collaboration: BPM enables businesses to design and execute
processes that involve multiple stakeholders, improving collaboration.

viii) Increased Transparency: BPM provides businesses with real-time visibility
into processes, enabling increased transparency.

iX) Improved Risk Management: BPM helps businesses identify and mitigate
risks, improving risk management.

X) Increased Innovation: BPM enables businesses to design and execute
processes that encourage innovation, leading to increased innovation.

2) Business Process life cycle

The Business Process Life Cycle (BPLC) is a framework that describes the

stages involved in the creation, execution, and improvement of business

processes.

i) Stage 1: Design. In this stage, business processes are designed to achieve
specific business objectives. The design stage involves identifying the
process scope, defining the process goals, and determining the process
steps.

i) Stage 2: Modeling. In this stage, the designed business process is modeled
using process modeling techniques such as Business Process Model and
Notation. The modeling stage involves creating a visual representation of the
process, identifying process gaps, and defining process metrics.

lii) Stage 3: Execution. In this stage, the modeled business process is executed
using business process management systems (BPMS) or workflow
management systems (WfMS). The execution stage involves automating
process steps, assigning process tasks, and managing process workflows.

Ilv) Stage 4: Monitoring. In this stage, the executed business process is
monitored to ensure it is performing as expected. The monitoring stage
involves tracking process metrics, identifying process bottlenecks, and
detecting process exceptions.
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v) Stage 5: Optimization. In this stage, the monitored business process is
optimized to improve its performance. The optimization stage involves
identifying process improvement opportunities, redesigning process steps,
and re-executing the optimized process.

In conclusion, the Business Process Life Cycle is a critical framework for
managing business processes. Each stage of the BPLC contributes to business
process management by ensuring that business processes are designed,
modeled, executed, monitored, and optimized to achieve specific business
objectives.

A diagram illustrating the Business Process Life Cycle:

Optimize

BPM

Life Cycle

Monitor

Execute

Importance of BPLC

The BPLC is important for organizations because it provides a structured

approach to designing, implementing, and managing business processes. By

following the BPLC, organizations can:

1) Improve process efficiency: By designing and executing processes efficiently,
organizations can reduce waste, improve productivity, and reduce costs.

i) Enhance customer experience: By designing processes that meet customer
needs, organizations can improve customer satisfaction, loyalty, and
retention.

iif) Increase agility: By executing processes quickly and efficiently, organizations
can respond quickly to changing market conditions and customer needs.

Iv) Improve decision-making: By monitoring processes and tracking metrics,
organizations can make informed decisions about process improvements and
optimizations.
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v) Reduce risk: By identifying and mitigating process risks, organizations can
reduce the likelihood of process failures and exceptions.

Challenges of BPLC

While the BPLC provides a structured approach to managing business

processes, there are several challenges that organizations may face when

implementing the BPLC, including:

1) Lack of process awareness. Many organizations lack awareness of their
business processes, making it difficult to design, execute, and monitor
processes effectively.

i) Insufficient resources: Implementing the BPLC requires significant resources,
including people, technology, and funding.

lii) Resistance to change: Implementing the BPLC may require significant
changes to business processes, which can be resisted by employees and
stakeholders.

Iv) Difficulty in measuring process performance: Measuring process performance
can be challenging, particularly in processes that are complex or have
multiple stakeholders.

Best Practices for Implementing BPLC

To implement the BPLC effectively, organizations should follow several best

practices, including:

I) Establish a process governance framework: Establish a framework for
governing business processes, including roles, responsibilities, and decision-
making processes.

ii) Identify and document business processes: Identify and document all
business processes, including process steps, inputs, outputs, and metrics.

iif) Design processes with customers in mind: Design processes that meet
customer needs and expectations, and that provide a positive

3) Business Process Re-engineering

Business Process Reengineering (BPR) is a management approach that aims to
improve the efficiency and effectiveness of business processes by fundamentally
changing them. BPR involves analyzing and redesigning business processes to
achieve significant improvements in performance, quality, and cost.

Key Principles of BPR

i) Focus on processes: BPR focuses on business processes rather than
individual tasks or functions.
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i) Radical change: BPR involves making fundamental changes to business
processes, rather than incremental improvements.

iii) Customer focus: BPR aims to improve customer satisfaction and loyalty by
redesigning processes to meet customer needs.

Iv) Teamwork: BPR involves cross-functional teams working together to
analyze and redesign business processes.

v) Technology enablement: BPR often involves the use of technology to
enable process improvements.

Steps Involved in BPR

i) Identify processes for reengineering: Identify business processes that are
critical to the organization's success and that have the potential for
significant improvement.

i) Analyze existing processes: Analyze the existing processes to identify
inefficiencies, bottlenecks, and areas for improvement.

iii) Design new processes: Design new processes that are efficient, effective,
and customer-focused.

IV) Implement new processes: Implement the new processes, including any
necessary changes to technology, organization, and culture.

v) Monitor and evaluate new processes: Monitor and evaluate the new
processes to ensure they are meeting their intended objectives.

Benefits of BPR

1) Improved efficiency: BPR can lead to significant improvements in
efficiency, reducing waste and improving productivity.

i) Improved quality: BPR can lead to improvements in quality, reducing errors
and improving customer satisfaction.

lii) Reduced costs: BPR can lead to reduced costs, improving profitability and
competitiveness.

iv) Improved customer satisfaction: BPR can lead to improvements in
customer satisfaction, loyalty, and retention.

Challenges of BPR

I) Resistance to change: BPR often involves significant changes to business
processes, which can be resisted by employees and stakeholders.

ii) Lack of clear objectives: BPR requires clear objectives and metrics to
measure success, which can be challenging to establish.

i) Insufficient resources: BPR requires significant resources, including
people, technology, and funding.

iv) Difficulty in sustaining change. BPR requires sustained effort and
commitment to maintain the new processes and prevent regression to old
ways.
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Examples of BPR

a) IBM: IBM reengineered its order-to-cash process, reducing cycle time from
14 days to 2 days and improving customer satisfaction.

b) Ford Motor Company: Ford reengineered its accounts payable process,
reducing processing time from 10 days to 2 days and improving accuracy.

c) Citicorp: Citicorp reengineered its credit card processing process, reducing
processing time from 10 days to 2 days and improving customer
satisfaction.

Tools and Techniques Used in BPR

1) Process mapping: Process mapping is a technique used to visualize and
analyze business processes.

i) Root cause analysis: Root cause analysis is a technique used to identify
the underlying causes of problems.

iii) Benchmarking: Benchmarking is a technique used to compare business
processes with best practices.

Iv) Simulation modeling: Simulation modeling is a technique used to model
and analyze complex business processes.

Best Practices for Implementing BPR
I) Establish a clear vision and objectives: Establish a clear vision and
objectives for the BPR initiative.
i) Involve stakeholders: Involve stakeholders, including employees,
customers, and suppliers, in the BPR initiative.

4) Strategic use of IT in Business Process Re-engineering

1) Process Automation: Information technology can automate business
processes, reducing manual labor and improving efficiency.

i) Process Integration: Information technology can integrate business
processes, enabling real-time data sharing and improving decision-making.

lii) Process Simulation: Information technology can simulate business
processes, enabling organizations to test and optimize processes before
implementation.

Iv) Business Intelligence: Information technology can provide business
intelligence, enabling organizations to analyze and optimize business
processes.

v) Cloud Computing: Information technology can enable cloud computing,
providing on-demand access to computing resources and improving
business process flexibility.
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vi) Mobile Technology: Information technology can enable mobile technology,
providing real-time access to business processes and improving workforce
productivity.

vii) Social Media: Information technology can enable social media, providing
real-time communication and collaboration tools and improving business
process engagement.

Viii) Big Data Analytics: Information technology can enable big data
analytics, providing insights into business processes and improving
decision-making.

ix) Internet of Things (IoT): Information technology can enable 10T, providing
real-time data from sensors and devices and improving business process
automation.

x) Atrtificial Intelligence (Al): Information technology can enable Al, providing
intelligent automation and improving business process efficiency.

xi) Blockchain: Information technology can enable blockchain, providing
secure and transparent data sharing and improving business process trust.

xii) Digital Twin: Information technology can enable digital twin, providing a
virtual replica of physical systems and improving business process
optimization.

The challenges associated with the strategic use of information technology
in business process reengineering:

I) Resistance to Change: Employees may resist changes brought about by
IT-enabled BPR, leading to decreased morale and productivity.

i) Lack of IT Infrastructure: Inadequate IT infrastructure can hinder the
successful implementation of IT-enabled BPR.

iif) Insufficient Training: Employees may not have the necessary skills to
effectively use new IT systems, leading to decreased productivity.

iv) Security and Privacy Concerns: IT-enabled BPR may introduce new
security and privacy concerns, which must be addressed to protect
sensitive data.

V) Integration with Existing Systems: IT-enabled BPR may require integration
with existing systems, which can be complex and time-consuming.

vi) Cultural and Organizational Barriers: IT-enabled BPR may require
significant cultural and organizational changes, which can be difficult to
implement.

vii) Scalability and Flexibility: IT-enabled BPR may require scalable and
flexible IT systems, which can be challenging to implement.

viii) Measuring Success: IT-enabled BPR may require new metrics to
measure success, which can be challenging to develop.
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