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From Labs

A Case to set: A company XY (name it) would like to interact with new
customers through mail and phone. A company deals with products which
are configurable (please design your product line). A customer will express
requirements on configurations in e-mail and a sales person need to
record them in the system when an offer is generated. Customer should
be able to express an interest in products offered independently from an
order. A company has several branches distributed geographically. It has 2
warehouses which provide parts for the configurations. Some of the parts
are developed by company branches themselves, some are taken from
suppliers. Company management would like to have quarterly and annual
reports about how offers, orders and interests are placed, analysis of the
sales team behavior and prediction on future trends. The report should be
made both, in financial terms and also in resources spent or used over
time.

Please set the case in your selected system.
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Business Process

Process

* A related and organized group of activities with result as a
value for a customer
Business process

* Ordering of work activities across time and place with
beginning, end, input, output and common goal (usually one
departmental)

Enterprise business process

* End to end business process
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Business Process ReEngineering

- ""the analysis and design of work flows and
processes within and between organizations’’;

- “*a methodological process that uses information
technology to radically overhaul business pro-
cess and thereby attain major business goals’’;

- ‘‘the reconfiguration of the business using I7T as
a central lever’’;

- ‘“overhauling of business processes and organiza-
tion structures that limit the competitiveness, ef-
fectiveness, and efficiency of the organization’”;

- ‘“‘the fundamental analysis and radical redesign
of business processes to achieve dramatic im-

provements in critical measures of performance’’.

© Varun Grover and Manoj K. Malhotra: Business process reengineering: A tutorial on the concept, evolution,
method, technology and application. Journal of Operations Management Volume 15, Issue 3, August 1997, Pages
193-213
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Values

Economical
Informational
Emotional

Value innovation
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Process Thinking

How business processes contribute to the value of the
customer?

How am | going to change the processes, organizational
structures, information flows and information to improve
value for customer?

| am doing this to keep existing customers and attract new ones
which will guarantee a continuous income for my company

How do | make the human resources involved to see that it is
value added for them too!
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Document Current Processes

Activity graphs
Document flow graphs
Unit Interaction graphs
Organization graphs

To understand how the company works and how it delivers
value to a customer
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Place Order

B 2001 Kontorcentralen A/S - Sales Order @@@
Customer Infarmation

Sell-to Customer _{]

General | Invoicing | Shipping | Foreign Trade | E - Commerce

NOw e e e e ) £ PostingDate . . . . . . 17-01-01
; . I « Ship-to Addresses  (2)
Sell-to Customer No. . . 10000 (%) OrderDate . . . . . . . 17-01-01 e o
« Conkacks 5

Sell-to Contact No, . . . |E000001 ® HOCUIMEIR LARe 5:.7ia 71 i el L

« Sales Hiskory

Sell-to Customer Mame . |Kontorcentralen AfS Requested Delivery Date

Sell-ta Addrass . . . . . [carl Blochs Gade 7 Promised Delivery Date | Bill-to Customer
Sell-to Address 2 . . . . | External Document Mo, * fvail, Credit 0
Sell-to Post Code/City . . |DE-2610 [*] Rfdovre %] Salesperson Code, . . . |PS [+]
Sell-to Conkact . . . . Hr. &nders Madsen Lampaign No.. . . . . . (1]
R ihiliky Cent .+ |R¥DOVEE +
Ma. of Archived Yersions. 0 S e (]
Stalbis . . . Voo v W Cipen
T.o M, Description Location ... Quantity  Reserve... Unit of M,.. Unit Pric.., Item Infarmation
| p L. LS-MAN-10 Brugerveijledning t. hfittalere HVID 4 STK « Item Card ﬂ
-4
|| « Bvailability (75)
i—- = Subskitutions (0}
| « Sales Prices ()]
B 3 . Sales Line Di... (0)

[ Crder vJ [ Lire vJ [anctiuns vJ [ Posting vJ [ Prink. .. J [ Help J




UNIVERSITY

f!.
inteniory waitior
< suliderd > no *  new
T B imveriary
e
yes
T

L ]
;.-’ %-;':_ =hip
__,l_‘_'.h §|* N ard=r
Shipping '

L
@ coniim
order

{utilmeni




UNIVERSITY AR ey www.aau.dk

August-Wilhelm Scheer and Frank Habermann: MAKING
ERP A SUCCESS
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Creating Metrics

Performance Measurement to perform better
Balanced scoreboard

Economic value added

Measuring cleaner production
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Balanced Scoreboard

@‘ Paerformance Measurement

E % Balanced Scorecard Framework

How do we ook to shareholders?

Financial
Perspective

Howy do
customers
see Us? L7

Custormer
Ferspective
Chjectives
Measures

Targets

Adapted from:
"Balanced Scorecard”,
Morton and Kaplan
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Learning & Innawvation
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Howy carn we sustain our ability

to change and improyve ? 1000 ventures com

Peter Doloa. ERP Course. Re-Enaineering 15



Example Balanced Scorecard: Regional Airline

Mission: Dedication to the highest quality of Customer Service delivered with a
sense of warmth, friendliness, individual pride, and Company Spirit.

Vision: Continue building on our unique position -- the only short haul, low-fare,
high-frequency, point-to-point carrier in America.

Theme: Operating Efficiency | Objectives | Measures | Targets Initiatives
Fnancl T proftability * Profitability * MarketValue | * 25% peryea |* Optimize
routes
— Fewer planes Seat Revenue * 20% per yeal |« giardo i
* |ncreased * Plane Lease * 5% per year planes
revenue Cost
Cust * Flight is on -time . FM On T_ime . _First in = Quality
On-time * Lowest prices Arrival Rating industry management
N * Customer * 98% * Customer
More Customers Ranking Satisfaction loyalty
* Mo. Customers * % change program
Inter * Fast ground * On Ground Time « Cvcle fime
turnaround * On-Time <25 ycle im
Turnaround Departure Minutes optimization
Time * §39 program
Learning * Ground crew * % Ground crew | *yr. 1 70% * Stock
alignment stockholders yr. 4 90% ownership
yr. 6 100% plan

* % Ground crew
trained

* Ground crew
training

Peter Doloa. ERP Course. Re-Endineerino

© http://lwww.balancedscorecard.org/
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Metrics

Customers
* Performance against requirements

e Customer satisfaction
Internal work processes

* Cycle times

* Product and service quality

* Cost performance




UNIVERSITY AR ey . www.aau.dlk

Metrics 1l

Financial

* Profitability (company level, product line level, or individual
level)

* Market share growth
Employee satisfaction
Performance of suppliers against your requirements
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Other metrics

Economic Value Added
* Efficiency with which the company used their resources

* Itis a difference between return received on resources and
cost of the resources
Measuring Cleaner Production

* Producing less waste — using less raw material, using
recycled material, ...

* Lean manufacturing: doing more with less: less time,
inventory, space, people and money
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Factors of Reengineering

Focusing just one activity or one unit usually fails to improve
globaly

Too general focus usually fails too

Important is to understand a problem
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