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OUTLINE

a5 1: aanuuunszuIUAIsYitIuinauguasgnal (Aalunazanauan)
- ANnUaLaZALUNNTEUIUNTSYINU (Process Classification Framework)

- Siaszidafi uanazdIdTnuaInszLINNTSYINg1usI8 SIPOC Model

asun 2: Favinunasgiunsviteuiifinasnin (Work flow) wazaisu¥uilss
ATLUIUNTVINIIU
- 301in Work flow uagiinuanmIuauainIwdu

- YFugenszuiunisvinnuslauulfa ECRS & LEAN



Work - Process Process
System Management Improvement
e Work e Core ¢ Process e 7 Waste
System Process Control e ECRS
e Stakeholder e Support ¢ Leading e Lean
Analysis Process Indicator & e To-Be
* SIPOC Lag Process
Indicator




Worker Control
80%

Organizational Control
50%

Organizational Control
20%

Worker Control
50%

Organizational Control Worker Control
(Greater than 80%) (Less than 20%)




A bad system
will beat a
good person
every time.

W. Edwards Deming
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Value chain




Why Process Management ?

Moving from Functional to Process View (Westin Hotel)

Reservation Process

Check-in Process
» Check-out Process »
Food Preparation
Process
Food Delivery
Process

Sales & Marketing
Front Desk
Sales & Marketing
A . -
Front Desk
A S -
Food & Beverage

Food & Beverage
-
H H B

Functions drive Processes are Processes drive

the business ackno_wledgeo{, but the business
function dominate



Function & Process

Product Development

Order Fulfillment

Supply Chain Management

Accounting
Purchasing
Manufacturing
Sales

Customer Service

Function Process







Value Chain : Michael E. Porter

Support

Activities
I
I
I
I
I
I
[
e
I
I
I
=il
Primary
Actiyities
I
I
I
I
| IR .
. N
Sourcing and N 77 Customer
N . .
systems R P management
e P systems
N 7 «

Suppliers'

: Suppliers Firm Distributors Customers
Suppliers

Industry Value Chain



Process Value Chain

Business Unit A

Activity Activity

1 1
R t Task 1 Task 1
eques Task 2 Task 2
A Task 3 Task 3

Business Unit B

Activity Activity
1 1

Task 1 Task 1

Task 2 Task 2
Task 3 Task 3

Business Unit C

Activity
1

Task 1 Product

Task 2 Service
Task 3 (K4

In @ process, one person's or one's function's output is another's input.



The Process Enterprise

- Management of a company’s core business processes is
likely to involve a new, horizontal dimension to the
organisation structure

Order
Fulfilment

Customer o— o
Service

Product/ e

Development




Value Chain : SIPOC Model

Process
Supplier Customer CUStomel’ Of
' Customer
N

uAIKIaYIN1sAalAg
Parthers
AUAIIaUsnIsAaayls
AMmuNUilanalas

R - T
AZUIUMINLRHICARN O
utputs

RN aaInIzuIUNITAaay'ls Process
pRwnauiladafalas Inputs

Suppliers /

u

Customers

Stakeholder



Value Chain : SIPOC Model

Are We Doing Things Right? Are We Doing The Right Things?
(How’>) (What?)
‘Stakeholder I ‘ Input l‘ Process l Output

Need & Specification ' Sub process & Specification Need &
Outcome Specification Outcome

Performance Measurement

Leading indicator Lagging indicator
Check point Control point
Process indicator Result indicator

Efficiency Effectiveness
Means End
38019 tinuune
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Work System & Work Process




Process Classification

Enterprise Value Chain

1. Work System

Sub system

2. Work Process

Sub Process

3. Process Step

Activity / Task




Process Classification

Work Process

Sub Process

Step /




Process Flow Chart
| Service Blueprint



Process Management Maturity !

Don’t have
a process -
we just get
it done

Think we
have a
process -
butitisin
our heads,
not written
down

We have a
process
that is in
writing - but
we don’t
consistently
follow this
as a
standard

We have a
process that
is in writing,
we generally
follow it -
but we don’t
measure our
performance

We have

a well-
understood
process
that we
consistently
follow and
we're able to
measure our
performance



Step 1

Identify the
process to
be blue-

printed.

Building Service Blueprint

Step 2

Identify the
customer or
customer
segment.

Step 3 Step 4
Map the Map contact
process employee
from the actions,
customer’s onstage and
point of back-stage.

view.

Step 5

Link customer
and contact
person
activities to
needed
support
functions.

Step 6

Add
evidence of
service at
each
customer
action step.



Service Blueprint

Hotel Service

PHYSICAL  Hotel Cart for Lobby Elevators  Handling Bath Menu Wait Food  Wait

EVIDENCE  Exterior  Bags Waiting Arca  Hallways  Placement  Television Appearance Accurate
Parking  Uniform Desk/Counter  Room in Room Bed Bill
Arrive Give Bags Check-in Goto Receive Shower Call Receive Eat Check-out

CUSTOMER| 4 to Room Bags Sleep Room Food and

ACTIONS Hotel Bellperson Service Leave

A A

Line of Interaction -

: Greet and Process Deliver Deliver Process
ggg‘:g?. 'll;ake Registration Bags Food Check-out
PERSON e

f A A
Lineafyi‘fibl”'}‘ LR RN R R R R LR R (R R R RN R R L L) 0000‘000‘000000000‘0.“!'000‘000000000!‘..""‘0000‘000000 "
BACKSTAGE Take Bags Take
CONTACT y 10 Room Food
PERSON Order
Line of Internal Interaction

4

SUPPORT Registration Prepare Registration

PROCESSES System Food System




Service Blueprint

Express Mail Delivery Service

Truck Truck
Packaging Packaging
Forms Forms
Hand-held Computer Hand-held Computer
Uniform Uniform
o
"'EJ Customer Customer Receive
C|_D Calls Gives Package
0 Package
] X
O A
_ Line of
) Driver interaction
(ZD g Picks Up Deliver
0N c Package Package
@ ) x =
— Line of visibility
O —~
< % Y
E S
CZ> 2 Customer
O é Service
12} Order
v Line of internal i4|_1teraction
")) .
% . Airport Fly to Load
) _[Pispatch Receives | | Sort Fly to Unload o
o >|Driver > L LS & > n
7 & Loads Center Destination Truck
Sort uc
o Load on 7y
e Airplane
8 \ 4
% Sort
n Packages




Service Blueprint

Hochschule Luzern

Service Blueprint of Presby Neuro Clinic

FHYSICAL
ESIDEMNCE

FETIENT
ACTIONS

BT el = = = ool o oo o o o o o e om e e o e ]

Blueprints in Service Design

Source: KipaTn L bt kpweorics com
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Did You Know ?

" If you can't describe what you are
doing as a process, you don’t know

what you are doing. ” N\

-W. Edwards Deming




UINIFIUNTVINIIU
(Service Standard)




ANeMsUHDRAIY (Work Manual) feazls
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ils=lemiin1sanyin Work Manual
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1s=legmiin1sanyin Work Manual
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Hluanarsnasinadvsuaniduaidag)
TunszuunsaLiiugU (process) alvue o\
BuauIUASIANYIAN TunsELIUNIS
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- T@s (Who) ? - ¥inas'ls (What) ?
- M1uu (Where) ? - §iala (When) ?

- 1szarls (Why) ? - aanv'ls (How) ?



(1)
(2)
3)
4
5
(6)
(7)

A g ol

%4

d
ngiszasn
VOLIUA
ANNIUVHNATOU

Vv a\
1PNT1591999
AN
VUADUNITNINH

PNAITUULNEY

&

2 al o L ‘R B n R S LR L L Lo h A L

(Purpose)
(Scope)
(Responsibility)
(Reference)
(Definition)
(Procedure)
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MSIVSHAINTZUIUNS (Flow Process Diagram)

D8 PP Bl el 5 Pl PP RSP el O i La 2 a2l

S%4

w d Y .
3] nuanlyliu Process flow diagram

© QATNAY / 9AdUgA (Start / Finish)

NANIIN (Activity)

g Aamamslva (Flow)

<> msaaaula ( Decision)

garaNnAD (Connection)
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SPECIFIC i1z

MEASURABLE 3nualst
ACHIEVABLE ussauald
REASONABLE asinasa

TIME LIMIT A1suasaan



WorRkshop
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WORKSHOP




Workshop 1: ias1zvinanadananidaiIvIanvim

WusAa/d1unanini Product / Service

Product / Service Customer Stakeholder




Workshop 2: Core & Support Process

Core Process Support Process




Workshop 3: anuun Sub-Process

A. Core Process B. Support Process

Process 1 Process 1
Sub process 1.1 Sub process 1.1
Sub process 1.2 Sub process 1.2

Process 2 Process 2
Sub process 2.1 Sub process 2.1
Sub process 2.2 Sub process 2.2

Process 3 Process 3
Sub process 3.1 Sub process 3.1
Sub process 3.2 Sub process 3.2




Workshop 4: NASWVITIA10KIIHAZEIEI6 Lagging Indicator

ASTAIU drilzo
M5 |  Customer | Stakeholder Lagging
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