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Diagnostic Approach?

Ildentify target...
Thinking cap...
Lots of light...
Good attitude...
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Business Processes, Systems, and ...?
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What Is missing from this picture?
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Performance is ultimately determined by the skills,
experiences, and motivations of the individual
members, and the interactions among them.
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Reengineering Approach - -
Obliterate and Rebuild
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Reengineering Transformation
Process Level Changes Enterprise Level Solutions
Traditional BPR consistently fails in
knowledge intensive enterprises —
when you “Obliterate,” it Is hard to save
people and knowledge!
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Common Reengineering Faults

Failure to include people In the
equation

Individual knowledge, skills, and
priorities = how the organization n n
enacts its functions A

!'ivgs

Failure to effectively bridge /';
moats

functional & organizational “

Failure to accurately define &
establish consensus on the
starting point & In-process, Vs.
end-item, metrics of progress
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Business Process Renovation

n Even If things are working very poorly,
remember that there’s good news and
there’s bad news:

e The bad news Is that the people have most
likely learned to operate in a less than efficient
manner

e The good news is that these same people are —
somehow, someway — making things works as
best they can. Without them, there would be
NO work getting done.
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Business Process Renovation

n Most people, most of the time, want
to produce high guality work, and
they’ll go out of their way to make
things work...even Iif the deck Is
stacked against them (l.e., bad
processes, poor training, poor
Interactions with others involved In
the process, etc.)
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"BAP NEWS, CHIEF - \WE JUST Foulp OUT WE'RE OUTSOURICING: FRom, OURSELVES. "
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Why Measure Processes?

n o tell where we are right now...as an
analytical tool prior to making changes

e To identify those processes that will deliver the
greatest ROI

n To tell where we are going...

e To identify operational targets to achieve the
desired ROI

n 10 tell where we have been...

e To identify actual operational results and
determine the resulting ROI
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How do you measure processes?

Audience Input...
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Some Process Measures

n External Measures (“Performance”
Metrics)

e Customer satisfaction: I.e., how does the end-
user feel about what the process produces

= Product Quality coming from the process
e Profitability/market share growth/etc.

n Internal Measures (“Diagnostic” Metrics)
e Cost to operate the process
e “Unit” production from the process
e Time to produce a result
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An Enterprise Functionsthrough a Portfolio of
| nter-Related, Task Dependent Patterns of | nteraction
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Line Program & Process & Team Leaders Committee
Managers Project Mgrs.  Sys. Mgrs. Chairs

Staff Technical Technical Responsible  Facilitators
Directors Directors Engineers
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Individual Interactions Are the
Building Blocks ofi Processes

“The company has gotten too big If, when,
you need to get something accomplished,
you don’t know who to call. All you can
do Is write a policy and hope that the
right person knows that it was intended
for him.” - - CEO of Fortune 100 Company
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An Historical Perspective on Reorganization

Wetrained hard, but It seemed that every time we wer e
peginning to formiinto teams we would be reorganized.
| wastolearn later in life that we tend to meet any new
Situation by reorganizing, and what a wenderful
method It can befor creating the illusion of progress,

while producing confusion, inefficiency, and
demoralization.

-Petronii Arbitri

Satyricon,

-(Attributed to Gaius Petronus)
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Kegley’s Principle of Change

“It Is easler to behave your way

INnto a new way of thinking than
It IS to think your way Into a
new way of behaving.”
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