
system sends an e-mai l  to  the indiv idual  responsib le to
alert them to the deficiency.

In conjunct ion wi th Logica CMG, the consul tancy,  Mr

Thomas used BPM software from Lombardi to map the

care pathway for  a s ingle specia l ism, d iscover ing in  the
process that the first and last thirds of the process are

ident ica l .  The middle th i rd depends on the par t icu lar

specia l ism involved.
Business activity monitoring (BAM) software was

used to monitor the progress of the patient along the
pathway.  ' l t 's  your  conscience.  l t 's  an incredib ly  good

pol iceman' ,  Mr Thomas says.

The system wi l l  be l ive across one hospi ta l  in  the

group by the end of  th is  month;  the whole of  UCLH by

the end of the year. But it has not been easy: 'Getting

people to acknowledge that they work to processes and

to document  those processes and then work through

harmonising those processes is not easy. You're talking

about  adminis t rat ive and c l in ica l  s taf f  in  d i f ferent

hospi ta l  bui ld ings.
'Potent ia l ly ,  people might  see th is  as a form of  e lec-

t ronic  Big Brother  that  sends them e-mai ls  when they

haven' t  done something.  We have to turn that  on i ts

head and say the task facing us is too big for our current

way of  work ing -  th is  is  something to help us breat(  up

and d igest  the problem. '

At  Wel ls  Fargo Financia l ,  Mr Smith was concerned

that it was taking too long to complete certain business

orocesses. The test bed for the BPM software that he

brought in was the process that tracked the answers the

bank gave customers who asked for  a loan.
'The specific issue was: how to track the sales-

person's response to the customer after a decision had

been made on a loan.  l f  the customer fa i led to take up

the loan even if i t was approved, what was the reason',

Mr Smith says.
Tracking the process manually would have required

hiring another 20 staff across the US; four were already

in p lace.

The BPM software took four months to install - Mr

Smith blames the delay on his team's reluctance to use
'agi le '  development  methods rather  than the t r ied and

t e s t e d ' w a t e r f a l l ' t e c h n i q u e  -  b u t  i t  r e s u l t e d  i n

automating the process for the whole of Norlh America

using three rather than the four existing staff.
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The  bank  has  imp lemen ted  a  number  o f  BPM
systems after that f irst deployment. In one, the process
for adding a new merchant to the bank's private label
credit card product, which used to take weeks now
takes only a day or so.

Mr Smith says that, with so many BPM vendors, it is
important to choose the most appropriate by bringing
them into the fac i l i ty  and asking them to in tedace wi th
the existing systems.

These two examples demonstrate impoftant prin-
c ip les of  BPM deployment .

First, the need to start in a small way - a single
process such as Mr Thomas's patient care pathway or Mr
Smith's loan agreement is enough for proof of concept.

Second,  the need to capture the heaf ts  and the
minds of  the people who have to use the system. Mr
Thomas insisted, for example, that hospital staff would
not  have to use new techniques or  undergo extra
t ra in ing to make fu l l  use of  the system.

Rod Favaron, chief executive of Lombardi, says
companies wi l l  see three k inds of  benef i ts  f rom BPM,
properly deployed: efff iciency, effectiveness and agil ity.

' ln  the era of  Serv ice Or iented Archi tecture and on-
demand market  messages,  agi l i ty  is  a wel l  understood
concept .  In  the wor ld of  process management,  the
abi l i ty  to  change quick ly  is  essent ia l ' ,  he says.

'Customers on average change their key processes

between four and seven times a year. New opportunities
can arise. New parlners or customers need you to
supporl a different way of doing business.

'Government  regulat ions can requi re companies to

change thei r  processes.  BPM provides the p lat form they
need to be able to change processes faster and in a
more contro l led fashion than any other  opt ion. '

Source: Alan Cane, Process Management: Making complex business a
lot simpler? Financial Times, 14 May 2008
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1  How does  the  a r t i c l e  sugges t  t ha t  bus iness

th ink ing  and  p rac t i ce  has  evo l ved  s ince  the

exhortat ions for  business process re-engineer-

ing in  the 1990s?

2  Summar i ze  t he  bene f i t s  f o r  BPM d i scussed  i n

the adic le.
3 Discuss the need for  a concept  such as BPM

when al l  new informat ion systems and e-busi -

ness init iatives are ult imately driven by process

improvement .

E-Business and E-Commerce Management: Strategy, lmplementation, and Practice, Founh Edition, by Dave Chaffey.


