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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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Company

Aalb.

Aarh.

Oden.

Retail Shops

Mail/Web/Phone Channel

Work (software 
development as 

well as customer),
Changes
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Configurations
Parts
Features Further Refinements

Additional Req.
Pricing
…

Overall Picture
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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

© 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 I going to change the processes, organizational
structures, information flows and information to improve
value for customer?

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

How do I 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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http://edocs.bea.com/wli/docs70/bpmtutor/ch1.htm

Different Units

Information
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Place Order
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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
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© http://www.balancedscorecard.org/
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Metrics

Customers
• Performance against requirements
• Customer satisfaction

Internal work processes
• Cycle times
• Product and service quality
• Cost performance
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Metrics II

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
• It is 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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