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. Domain subject matter expert

. End user

. Implementation subject matter expert
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1. Supplier
2. Tester
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. Project librarian

. Change manager

. Configuration manager
. Solution architect

. Developer

. Database administrator
. Information architect

. Usability analyst

. Trainer

10. Organizational change consultant
11. Operations analyst

12. Product analyst

13. Help desk

14. Release manager

15. Project lead

16. Technical lead

17. Product manager

18. Team leader
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1. Provider
2. Vendor
3. Quality assurance analyst
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1. Business Capability Model
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1. Jack Welch



izl 5 g yn 053 b 515 gerans Joloxs W B

Gl )l gy iy

900, 5o 1y byl oy 5 .) 9 o0 awl byl Y
WS o0 JLyl (535 y0 58 sl o Wb gy 2 o o
ol oy 2 Y G092 90 F
&9 9 Sasownd iy g iy

@
ol yoday (o Lo wn G .0
0l Jleyl 6,5 @ obd >

s Jlol byl ¥ ab adg byl F

VI Loyl 6 b 58 g9 (Y=Y b

a0 Az S b el iz 1 b oo Olejle &S5 55 Y=Y Wil (6l 21 O

3 s Sy g (gl s sladly 1 ool e s Anl b (g ol oS ol Ll LasSS J b
S a8 Sl pamme A1 pleliplp S el VY IS 6 L Y- il
Cao 5o b3y Sl g 3 a8 55 0 Eeb b iulen ol 51K 2 ST by gladbss
S eSSl e (6l oS Sl e3ls DL Dl 5,8 13 Gda Al sl J

D9 L 510k atias &K sl (glaib g cla ;e



O) B g Wiyl oy ol padlie Y Juad

Oyl (w9

5.00,5 bl y [y b ylinw ouicivg 8. 9o ol byl Y

WS o0 Jluyl (535 30 585 sl 1y of A g2 o o S ap el ¥
|
$9= 90 S Gy
!
o oy 2 VI 39290 F
&35 3 St Gy Sy iy l

I | | -
LRI

i Jloyl byl Y b algi byl F

ol yoday (i b .0
wd Jluyl ails )5 & wld >

Sldibg Sl Lo & 53 VI Jluyl 6 bl 58 Wl B (5l ! (Y1 IS

sl O‘ﬁj@d)gm@.)jb (bl opl .@\)‘,.:94.]423@5\)\3\'—?' Aol
o3lu 5l b Olasbe K 53 b (6l 51 5 Y b sl Olaj ol o 58 o 03530 A3
Sloags Ol 3 35 5 53580 (65lu ST Jlisas drly 2 (slails s sl s .ol
> Ses o g gezma b JS 3 Shos pehans J gora ) bttt )3 .ol Olejls 5 Sk pebans
& it Zandaiplys o el OT 51 2eS s Sl 0 5y 53 5 axils ol ||
0P sl 4 e § 9 5e S 3515 5 355 S gn Sl Gl (g5luaig
e Soden b sl s sla ide DLl 5 Colial Ole



9l o oo oBwd b )l g Jolowi m OY

Lol il 4 o ¢ pladnlpr LS st ans Ol i 1z Tl 5 Ln ¢ fils 55 0
3L o gl S ST Syl S e 4 )l ety Sl sl Ol ges
Olgicas 1y ol ans 53 Lol b 4 oS ats ol a5 3 15 3509 ol 5 o )lys Sle gub s
a3 oo ol B by 3550 alaie 3 S0 5,5 65
L S Dy ot Ll e (6 mhe ol el (i S s Aul 8 @
o1 el pena |y (6 2R g g S T e Ayl B (S 0) S T e S
By Do (Bl Sl b s (gl dpame v gL A5G @
A bl 3 Sl Dbl iyl 3 08U el 0L e daj e s L @
gd o &S s
2348 s Gladnl by e b glaads s Dl ylsl s s Shee Giloang S, @
Al r Sl 515 0L Ol gla ide i
5 (e Gl 1 BT (il 55 Sas Jsts Ol il 5 oS i b @
B sh o ol glaib s olle 53 C ss LT,
2o3Tr ol B e s Ol IS Sl p G re al s sl sl p s pe @
ey jals jsbas & ol Slejlo 6l 5 Cuo b o 2 codi 58| ST Sladnl 5 @
Al or 25 sl B g e 5 s Slael ) (6 st
ol e 53 (BPO) Ysaul b 5 gy 3lsal El il shiea ol as
d plowt Yoo) Jlo 55 TS LSS b s & Ges K s Ll 135 O
Llsy mn sbten Ml oK 6T &S 5 Ve by a8 Y 51 iz (glasliinn
5 8 JeaSS 5 slasbins 5 skl b 3,855 Ol
S senS s Slas @

om0y Slo,ls e

1. Process owner
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3. McCormack
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. Activity

. Transaction

. Inputs

. Results

. Outputs

. Business

. Ericsson Quality Institute

. Davenport

. Hammer and Champy

0. Business Process Reengineering
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1. Process Approach
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1. Systematic
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4. Methodology

5. Best Practice
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. Stategic Objective

. Business Process Management Common Body Of Knowledge
. Process Discovery

. Process Modeling

. Process Analysis

. Process Design

. Process Implementation

. Process Performance Management

. Process Performance Transformation
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1. Organizational Change Management
2. Business Process Management Suite (System)
3. Process Repository
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1. Orchestration
2. Business Function
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1. Business Context
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. Throughput

. Cycle Time

. Freedom from defects
. Rework

. Reliability
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2. Enterprise Architecture
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1. Portfolio Management

2. Project Management

3. Performance Monitoring
4. Performance reporting

5. Business Process Analysis
6. Continuous Improvement



ald Ca oo sls b )l g ko m Q-

Wl o g Il 4 M gcws (J950 Seubb woili.r-Y
'l Egk (St Jgbsd 4Bbdrugi ST g

355 JlS d 4 Ll oo ol o S snST (S50 LB (s 0Ly S bokes
ok 2,5 Slmiy o5 5 sbay SIS snS Al Ly ke (G5lwesly 51 OIs B e
LB ol &S Aol s S s Al o e larl @ ol Ol 5o Okl
Sorasy 08 el Bl 3503 35 o8 03 53 sk Ll Sl 3 055 0
o) Ole (e sbul 51 o3 Ol gt IS g8 sl b e (5losly o b
S al el b Slojle Stad 5 S a5 UK S 3 s ge (sla b

S SbOT o gasa 3,10 550 LOT 055 oLEAB oo o s ol
S ke & dgae 58 58 3 Uy 4 5L e 55187 55 ol g 5 S2isT 505 Joay
ol Sl a3 5 885 & Kk arlse 6)lsh aiby b cdines S5 S Wyl
sl sk e G 55 Olajle oSl 3y 58S 53 ST 5 e Olejlu 4 5 e s
Ol pea Ol Jsb )3 3 55 £ sk 5 JLoS dom 4 Dby Sl bl 4 &7l 0 gd (o
L;‘ﬁo.us&,s,w;,\éugz,)gwgtm&wgﬁoujusua,@’
gl g0 2 mma HIS snS Al B e (55lwenly ) slaieds AOLe Sl

S 613 QIS sewS Al e Glaast o Sl ged 58 S Anl 3y e Slos
G X0 S8l ooy Sl B o5l s Sl 315 ¢k sla gote 1 Sl
3 CS o 6y Csgw sl jbieds s ged cpl idas o OLES T esle Hlaws b s
b S’ oo b 10T 55 5555 Sl anu 5 (615 Ol 1 (65l 457 Csl (6 yuuns
Condy oo b oS Loty H50nS Aol Sy e wh)y Fob 51 Wl S0

At 15 g DSl il sl 513505 i 0353 Ol o SIS 5 (slantal
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1. Ad-Hoc

2. Defined

3. Controlled

4. Architected

5. Proactively Managed
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1. Process Steward
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1. Business Architecture
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1. Reorganization

2. Job Aid

3. Sarbens—Oxley Act
4. Closed-Loop System
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1. Code of conduct
2. Governance
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1. Process discovery
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1.Process Topology
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1. Touch Time
2. Fragmented Process Knowledge
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1. Evidence Based Discovery
2. Document Analysis
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4. Process Mining
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1. Interview Based Discovery
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2. Facilitator



PV B L oS iyl b BLEIST g g lwbid ¥ Juad

fder & 53 b Ll 5 o (Gt Al bl e S L5 OLLAOLL Jde
b & 5L 13 Sledite S JaSS gl samas s 58 216 5 JoaSS A8
Jlo S s ) shieny Sl gr el & ool ol an ST 267wl
Lo Olejed Sy gde 3508 dde )3 (SlaySooa 5 Gl & plSl ader o 51 ey eyl 2
Sldr il o G5 GluoslaT 5 (ule) el alad ) sbay o858 53 05 aaieis
S 550 Juol Olabl ) &8 LBl 0l (550l 5 SAu0b5 e sk I8 5L
23 b oy sa dndr 5o Ol sba HIS S Ayl B i slae) o Olanaiee
bls 5 g Al 530S IS e 2 5 oy s S Bt Sy ga o818 Sl
(e ) sba SV sl b oS Sz St Sy ks (5 5 ) gl AL
0355 o S 255 p 4o 5 e (ol Ada oa L)1 0dge 4 Aol gl o sladb
bl SB35 5 Crmal y b ST OS5 Ul 55 Bl (Al 3 STl Jgame ) sbe)
AEL LY BN Gt WL o ads a5 o Olawaie slx (Jl e
gl GLls (oWl B3l b Jsuamms £ 55 ol (golme &5 ol 01 3 88 55 505
1y sl 3 g1t 31 S cla aZ s 35523 S sl 5 slatens 8 ol jrgy AL ilisee
B3 15 gy 3550 8T AE K ke oK s
sdomn ) sbay 1y a5 Ol Gl on o818 Ul andr (slital 5 Al 3 8 Lot
u;,u;ﬁes,“s;,\;QL{»\QL?,\;S;;)L;:,.M;C,:i,atf)tf&\ﬁ\qs,u;gtﬁ
((Sut] 3 oIS LaxS) Oolal (5laolid oyl L 4l o, 6,15 Coua
O158) o550 4al> 5 (S8 5 glas ol 4 aliws (512 0350 S5 5l (85 ool
030zl b O 5 oo o888 auda - dl 53 .ol S5l 3 el (ghl5 (s 3 (g 5lud e Gos
Slr 30 €S 3 0 Wl g 5ledie sl (S 5lie Jlo e 3 Ll sl 5 S5 55 &S5
b 38 aml o Oligl 31 4S™ Canl ol o887 55 OB S eS8 (6, 5 &S Lt S



izl e ol b 15 g Julocs W 15A

S35 Zeilasl ey 5l eslizal L1y (adsl 2 k) w13 51 adsl Je &S5 rar &) 0
Al sl 3 sl a &

Sl cslasb & n il o ST Cslosl sl Slaws S L1 LS 5 Lgus
0y o 4 £3 5 o858 53 o sl 05,8 3 dal g sl g, S L () aiby oS5
sl B g a5l g, Ol 5o B et e S o il 35T 5 (51 lely S5 s
GUB1 o5l )3 Lasl OT 5l ey il o 435 (65, 15 OT 5 i 5 Cdlasly & 5 o ()
S Jed S o San ais g i b 0SS O 4 g Il 0T 3l 5 o0 S 4 (st
55 (535 g5 sy 3 e 15 O 5 b g Kos Cailaal &5 oS 65515 by 0T
e ol 05150 e rmen 5 by Olbe (ot a1 jeT () 5o Al
Syl Al Anl 5 55 3 g ge by I Cotle Jaib ad gl Jie ol 5 0 5 45 o
oo iy o b Sl aiby S8 S LT Sl s, 5,8 S s S s
aily a (AL B >y 5 Vel by OISl o7 (5 553 S o Iy 5 DM
Clb 6 Ol o) s G Doy oty ot LS 3 Ll ez i | e ilasl S S 655
Ut 5" ool ileesleT! Curlby il siea 555 o 0libuar w5 (535 (o5 5
S LS e aidsy 53 cas0nlil 58 pln ou&@a&b}sswlﬁ"‘;,uﬂ
shen &l g (S b das o ST 15" )l Sy e Ol gt bl b 5
S Sl o8 8 Jod 355 (65 o o1 Sl 510l IS § 5000 55 5
e ol Sl 53 AL aals a5 o887 5 (oot by DL mlaw LS 4
Olges OT 316 35le o 506 1y dnl s o o5 555 0wl dl b 51 4l TS
s> o lad 030zl o8 sl ko 31 g BPMN (gl 5 Jobe Gl 51 or (53505 €K
255 5kl o8 ad> Sler 53 BPMN Juts o8 51 01l & o oUl5 e

1. Sketch



159 W5 g aiyl s BLaasT g oLl Y Juas

BPMN ,1lul Jool oo m o 3 ym0 b Sl (8o 8 Jlons cp 55 ader ST o
&S hles 4 ol (s5lse 5 sobaml glaoslsys 5 Sleb 0L 5 g, slaslls))
2L pCaly 4 &S5 60, 45 e ol bled Jsl adr slaadl 5 ol 1l b Jos
b S o sl ) shinn WIS g (il o 00ls 0L ] B g 5lude I Bl 5 oSS
Wl 555,58 515 eslinal 3 ge 58 semS il 31 dad <553 Aol 5 e jlael Codla
B!l & s (8 a3 (g5ledite 53 (51l Sl 55 L 4 ol ol g &S5
5 a5 8 Aol ool Ayl 5 el LS Olen oS 0BT ol Cots 155 0 sl

3,503,155 S (gl oS foged 5 5l (sLb G oIS e bl 5 LS
wdo G AS S 8 sl Ols 0L (93053T &S Joolo |y Olicabsl ) S b oo 8 g
sgoenly S OE A ES 15 G 03 O b & 51 imy ) 3,13 5 g5 dlaze 5 sboay
355 Sl il Oly 4 i B A8 S| S 0555 08 WSS b Kss b3l s S
a3 OB WSS 0 LS (sl ol Sls e S (S SRS L lad sy
Sl Xy
Al BT Sl gy Lird 9 g L1
ol ) gl w a8 sl o Cans 5 o LB (glyls il p OalasST| gla s, eSS a
el 0l o, LI Y=Y g 53 5 g0

Al BLLST sl gy Lard 9 g8 L (M) Jaue

o bl Db bl w9

RPN Sl SNl ® | gt
&\J’,:Jljlsal,:.ilcbﬁ J Oladud 4 oo s 5150 o s s @ | Ol

S 55 e lie bl Esbosdll jsba @ | Slgme I b i o5 Bas @

O oalie p80a Olaiy3 Sglisa L3, @ Ll

[

. Exclusive Gateway
2. Parallel Gateway
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2. Priorities

3. Consistency

4. Pareto principle
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1. Concurrency



WY B g ail 3 BLEEST g oLl Y Juad

Al solml g ol F-1Y-r
S s 4 LSS aib g plonil 4 ) szme Calins 13147 (gl 53 3l sl (6 )kme ] 5 LS
Clie OT 3 dsl b Ol Ol 5o Y sans 45T Sl (63,090 51 S Al 3 DS s ailie
Pl 157 550 et 873 55 o oy J oo 5 sbos 3 ST O )3 358 o
el 15 L ol 68 018" o 25w oty Mg i S p Ll s e
"euas
m,;a,egwmw)u;ijolf)lfg.u;g'C)d;u)'.\;,”\JAQL;(A;JQ:.A
o gl 2 sl 03,5 wlllan 1y i OT o ol b a3 o g i3 (s (3Ll L
(ol gl dien OG5 (slag s 4 L el (S58e e 55 53 CensVL Ol e
Gaisd LI g 5 (e OT plonil b 4 5 W5d oo )8 plonil 4 puee Lo OLSS
el armia HIS S el (S8 05k53 5SSl i 1 ey Slimess 4aj a3
3503 Ol BTl 2,13 AET 5131 IS plowil o g o 3li5 S oy o &G D51 2

il aill Caenl A 05 ol SLSS gl g 2 S Sl 5o






Waews wl P Gl Jomo  F fad

Slede G b3l 58 s (sladl B o)l )3 o 653 5 g sl sl 0B
Ol el 5 Il I (glae gazme Jols (513 die &S5 3y o0 D) g0 Loty 3
Ll Calien ladi a5 (512 (IS b K O i IS s Al B Jule el 0T
03 3y sl b ledde (gl gilisee slaSI 5 Las Ikl 134 o O pums
bl 53 el o @) (6 3ledie kS i (1 b e Li 5 lajlas imen
308 Ol (s OT Comal 5 Wl b (5ludibe c(sisl b Jo e p sgide o)l )3 It
3l g0 Lalgins 345 gn w13 5 A1 (5ladide (SLAOLS 5 syl gy 125 4 e

Al dal g Sl b gladde CodST el gl g el

A9 il Sile Jow L & F-)
siolad Gl Jols &S 555 o0 GBI I 3 (glas games 4 (IS g A 3 (g5l e
s S @l a6 anl b ledde .ol g3l b 35 g0 I8 50 wS dul
LojL5 503 Olajle &S5 (2 pike 5 Oty cad sl (sladnl 5 51 5w L (62€) '0LLaoLY
Gl B S 53 Slls LOT ¢SGS @ 3l 3l a8 Col SIS 5 b )lge I Slas gazes
a7 o Szt 1y S senS gladnl b ool glaad 3o Cu pe 5 (5, S 05100 (bl
Olesle 0T Sy ke (g1 ooty Cdlab Ol ey Olajlo &S5 LIS g (sladyl 3 (g 5led e

J_,&Lsau}w

1. End to End
VO



Wizl S e o5 b 15 gerensS Joloxs W 1YS

Jowo a8 F-Y

v Joles 0Ll (ol bl gL S domy i 5L .ol Cnbly &K1 ol 581 614151 ced o

1y 355 O &GS L oluil 87 Sl oaly (g5lud e 315 ade 3 b5l aamdly (g 5Luesl

3 oS 5 Y o 5 0S5 (SIS (Bl Do ladide s o oy la St U

Db 220l Jolb S S (Gl 53 ladube 5 )l s 0 S s Ly
(Gol=l) adljl, @

SLs| e
(e oS) ¢, Sojll @
T

(sliel) Gimea @

JpS e

Tb5 % A Gadde Npd oo o TS 5 285 45 53 4l
o § (o5 e bug s e Glaluadly (Lade s Ljls o il
Las oo 75 1 de 1 adls 4se S 5 (SSr i sladie Ul e ps
Sty Ol o5 s 4 o b el bl gn o 3 1 3L L oS 4T Solew b
Gludie ot o ol e oo 656 5 87 i bl 0T 00 s 30 02 b (o 425 00050
ST de 03565 525 b (P A5 f 5 o 03 Wl Gledde Bs 303 3
A8 gLl

1. Descriptive Model
2. Prescriptive Model
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1. Work Flow

2. Data Flow

3. Process Model

4. Process Map

5. Process Diagram
6. Process Narratives
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1. Organizational Business Processes
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1. Operational Business Processes
2. Implemented Business Processes
3. Business Process Model & Notation
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1. Flow chart

2. John VVon Neuman

3. Business Equipment Manufacturers Association
4. American National Standards Institute

5. Symbol

6. Basic Outlines

7. Additional Outlines
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1. Specialized Outlines
2. Input-Output

3. Processing

4. Flow Line

5. Annotation
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2. Inconnector/ Entry Connector
3. Outconnector/ Exit Connector
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. Terminal

. Parallel Mode

. Data-Carrying Media
. Peripheral Equipment
. Processing Action

. Document

. Hard Copy

. Optical Reader

. Magnetic Tape
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1. Punched Card

2. Punched Tape

3. Display

4. Manual Input

5. Communication Link
6. Online Storage
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1. Disk Sorage

2. Drum Storage
3. Core Storage
4. Offline Storage
5. Decision
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1. Branching Table

2. Preparation

3. Predefined Process
4. Manual Operation
5. Auxiliary Operation
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1. Octopus Diagram
2. Customer Oriented Processes
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2. Entity Relationship Diagram
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1. Decomposition
2. Decomposition Diagram
3. Hierarchy Diagran
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4. Support Value Stream
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2. Manual information flow

3. Automated information flow

4. Push system

5. Material receipts and shipments
6. In-Box
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3. Kanban

4. Inventory
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6. Supermarket
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1. Truck movement
2. Go-see scheduling
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1. Interaction Overview Diagram
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1. Branching

2. Forking (AND-Split)
3. Merging (OR-Join)
4. Joining (AND-Join)
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1. Task

2. Atomic

3. Choreography Task
4, Sub-Process

5. Non-Atomic
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1. Collapsed Sub-Process
2. Expanded Sub-Process
3. Collapsed Sub-Choreography
4. Expanded Sub-Choreography
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1. Start Event

2. End Event

3. Intermediate Event
4, Catch

5. Throw

6. Non-Interrupting
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. Off-Page Connector

. Exclusive Gateway

. Inclusive Gateway

. Parallel Gateway

. Complex Gateway

. Event-Based Gateway

. Parallel Event-Based Gateway
. Process Instance
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1. Normal Flow

2. Uncontrolled Flow
3. Conditional Flow
4. Process Token
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. Default Flow

. Process Token
. Exception Flow
.Boundary Intermediate Event
. Compensation Association
. Compensation Intermediate Event
. Transaction
. Throw Compensation Event
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1. Branching
2. Decision

3. Exclusive

4, Event-Based
5. Message

6. Timer
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1. Inclusive
2. Merging (OR-Join)
3. Joining (AND-Join)
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1. Forking (AND-Split)

2. Activity Looping

3. Multiple Instance Task
4. Sequence Flow Looping
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1. Process Break
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4. Best Practices
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1. Participant

2. Message Event

3. Timer Event

4. Outgoing Message Flow
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1. Business Process Description Documentation
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1. Entity Relationship Diagram
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1. Economic Efficiency
2. Clarity

3. Comarability

4. Systematic Design
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1. Methodology
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2. Pragmatic process analysis
3. Best practice
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3. Key Performance Indicator
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1. Process controls
2. Control process
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1. Benchmarking

2. Strengths, Weaknesses, Opportunities, Threats
3. Competitive analysis

4. Group thinking syndrome
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1. Data Flow Analysis
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1. Activity Based Costing
2. Sensitivity Analysis
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1. Root Cause Analysis
2. Risk Analysis
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1. Direct Observation
2. Hawthorne Impact
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1. Activity Simulation WorkShop
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1. Workplace Layout Analysis
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1. Resource allocation analysis
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1 Motivation & reward analysis
2. Redundancy
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1. Value-Added Analysis
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1. Value Adding step
2. Business Value Adding step
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1. Non Value Adding step
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1. Handoff
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. Waste Analysis

. Toyota Production System
. Taiichi Ohno

. Lean Management
Muda

Move

. Transportation

. Motion

. Hold

10. Inventory

11. Waiting

V0NN AW —



izl 5 i yroko o500 15 g Juloxs W P

Lo pbe & 5ol S psktea SIS a5l ke plasil Sl EL MW g sesk; @
25 g Tl 5 5 Tl b A1 el Jels T S

oS o BN B-A-T-)
JE 3o 5 ) 38 53 ol s Jamm (28 o 3N e o 5 ST L 5
el W5 S e G L G il S 0G4 01 &S 1 sle gl (Slines
Sl a8 Slej edle (gl bl o GLET LSS50 Oy ot OIS s sl b 53 Ji g o
et O e om0l el 4) s p8 e Jlsl (6,05 4 Al eSS ke o
Lgh o il sl b 6K L (K slid ST Sl L ol oSS Lk
SS9 S EVsle b (95b 5 e b sled (SG58 Vsl e JS sewnS ladnl b s
5 hs laden (s e OMel (5 Sl i (Jledl giotr sl ol o Sl
Il me 53 L5 o dsle (EDD ®esls Sy oS Usls GadUlS Lo 55 LIl lay 52576
SN (Gla i 51 o3l LY sons 3] 3 OB A S )k Ol ot s a8 | o
bosbl (S5 bl (80l s L Ll s s5lslSs 5 Tl b 4 o8
&G Ol et Olioman 85 oo ol 23181 BT 2208 glaans 53 487 S5 SISl
Bl 08 S S 5l Ole S s o 5 S L (1503 23 55 g 2 s O mte
3,8 i 15 5 Al & et ES e |5 el b pshs JUH ) ek n
el (6,553 58 Jsiden QS s o Olaj s Ylaz|

LMW Sluls 53 Llg o, sl el 5V (gosks bl b anl b Jue &S5
23 853 bt 4y Lot 651 5 Ol S5 S b e penan shay LSS s for

&K okms0lis Mg Ob o w305 3 gy Sy e W 35y 0 8 il &K

. Overdo

. Defects

. Overprocessing

. Overproduction

. Electronic Data Interchange

. Process-Aware Information System
. Lane

. Pool
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1. Robotic Process Automation
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1. Work In Process
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1. Idleness
2. Rework
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1. Quote-to-cash
2. Quote-to-order
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1. Stakeholder Analysis
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1. Brainstorming

2. Kano model

3. Partners

4. The Media

5. Government/ Authorities
6. Community
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1. Pressure groups

2. Stakeholders Model

3. D'Herbemont & Cesar

4. savage, Nix, White head & Blair

5. Potential of threaten the organization

6. Potential to cooperate with organization
7. Capacity

8. Opportunity

9. Willingness
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1. Hostility

2. Power

3. Defensive Strategy
4. Offensive Strategy
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1. Supportive Stakeholder
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1. Board of trustees

2. Parent company

3. Servece Providers

4. Non-profit community organizations
5. Marginal Stakeholder

6.Consumers

7. Stockholders

8. Professional associations for employees
9. Non-Supportive Stakeholder

10. Employee unions

11. Mixed Blessing Stakeholder
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1. Clients

2. Organizations with complementary products or services
3. Involve the Supportive Stakeholders.

4. Monitor the Marginal Stakeholders.
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1. Defend against the Non-Supportive Stakeholders.
2. Collaborate with the Mixed Blessing Stakeholders.
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y. Noriaki Kano

2. Basic Quality

3. Performance Quality
4. Excitement Quality
5. Must-Be (M)
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1. Attractive (A)



gl h g yroko oy b 15 geans Julxi W FYY

Ol Oladyd o 2 dy (o i 5 (55105 1 Olabl ) shaies S5l 510 o
W Olaiis3 g1 5l ol
LIS 5T g e Culoy S A o6 S s e @
Lyt (e (LS e o din G E s (R T S el @
Sl 4 s oS08 0l ceddS (b s 8 S Sl Jka Ol gesy
258 ELEL sl Eol LOT Gis pde oo oS 0l pulul 5 (65 Slos
Slidios ¢ bl ol iy (6 e SIS Sl Gl b Sl LU, 2T S5 55
35 3 S e L3 05 870351 5 () Galios S a3 & 35 e ol 93l Juls e

AL (g ke S 2ulS,

culsy ol

ol
6:;5.].:;.:

N

- AN
S 03,91 —//\

S O»\.&oéﬁiﬁ

i P

ols,pus lus!

S Jow (-0 <&

1. Indifferent
2. Reversal
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2. Description

3. Priority

4. Data and assumptions
5. Qualitative impact

6. Quantitative impact
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3. Pareto Analysis
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FFY B g iy oy B Juad

e SV ESG 3 g 0 e s ¢ ol g 1 (STl sl 8T sl sl Jool ) 5500
:jii.sc»)l,;—a.g RELCIY
M B 51 e 2t Yoo s & Lo Jolse 51 (S sS aogoma s @
Ayl
Vil dlis ol & by o Jolso 5| (S sS4 pazen ) commn dlis &5 6l @
513 0o 1 1y Al nl £ 5 Sl e 2
A J s ¢ s Lo 33 Yo a5 cme s ksl o A=Y e Lol 1y ool ol gl a8
s S0l b ol Gl 57 Cbls 5 s Wb bl s 56 51 as s
RSP INWR YL 20 JCAPSS | VAR TSYS JCIOM B UAPHG (L P
Hl ) 4 50k S 4 g planil (1 gene 38055
B o 0T Gkl o Gl 5 358 o pa o b o 50 Cu 5 @
PEL 3350 ge Sl e bt (o (51 2555 o0 (S5l oS~
S b g gl JL0lj o
dl 55 OB S S e b (6 e baw 5 ol ls Obej O
@bl Lsa LS1L O i ey dile ¢ ite don ¢S5 glaslds; slus O
0T 5590 4 (S oy 53 43 5 45 50
ol R 05 o 5 5 b ST (5,55 53 4 Lo e Pilas wen gLt @
ol Ol 1 dl e gl o OBl i e 5l i p Sl oS @
315 plowl ale 2S7 3T Carny 0304 ¢ Jile o ST
7 3 ST a8 4 ST o a5 ot st elal Jlas Sl e @
oW PRV K'S-+ PSS I SP POV B S AR PPV AT
b onlize s 551 5 039 altas &5 L Blize als 12 0T )3 &8 ldbo Jlsa5 O

el Jale b alis 5T



Wulyd o pae oo bl gecns Ldi m FFY

T O R B
e ol bl wals sdge 1y 3 5l doys B S ST 0 2i L
ds (gl LS Cnl s X Slaiee 9+ /F 4l Y Sleabes b glabis 6l yls

A2l Glate (glals 15 5a0 5o
a2 S ziadm g (O-F Jgdo 50-Y 50— JGEN " Sl jga oyl 1" il 5 Jlie s
i ) & e o)l (§ 55 0 b iy 38 J s LOT & ol (3l 5 alie
5315 53l 5 505 Ol g ool 5T 533 g g0 Slaosls ST o Dl & Jbo )5 o5
Ol 51 i O g (616" e o5 A3 0 OLES 5l Jls gad o035 oy 05 IS
o2 03 S pl e 5L Sl o)l sl 3 (555 0 e (slaat 38 Loy VA e LS 550
53 Loy i cpl s o 5L o el 090 Ol 5 (o0 03,15 5 92 5 altens 4 g5 Jle
41 50k o s 25 4 Bl s oo b Laos Jold ool oS filis 5
Jelos g 25 (a0 05 505 5 pame ¢ Jiln S )3 Laesls 03,57 40Dl (sl ke (65

<
N
.

_

—

Vool

q.
S

A+,
AR Y-
€. Fel

Oy
A 'f/
Yoo AV

Y-l
\ .

Ve

.'/_

ol 3y Ol ey
3 090 psloj 3 i Sl (55105 sty o il slaai e

O 30g25 031 W3l Pl (o 3 50) o5 5T (Sl 99 5L 1508 (0-F S



PRY W, oS Wil Judons B Juad

31T o a5 35 5m s VU Sl 53 ol Sz ol oy &5 L oot
dng (033 oo ool s ) (a3 035l 5 ST Snlew il Jy
sb a3 S a0 53 Jilew (s Il (511 (6 S eeets pn L oS5 )l3 35 55 (6 S0
M e L O 5 oo 5 (51553 e ool s 5 4 53 (61583 ek 0T
8 e 358 by oy 3 ) g alis & (148 0 | i (1 5 5 50
1553 At oyt Sl ol Slals s JuSa Ol soas Ll 5 0 4 Sl 50 g5 S
Implement «(,4,0&s!) Possible o}l PICK .l PICK is gai ¢354 oslizul
PICK 5 s oo e pb bl .l () Kil 5 (=) Challenge «(sjleesly)
Olasies 3 5d o ol dbis ¢ Oy gots dliws a PICK 15 505 53 .(0-Y JSE) dizes
S i 5 g okl (Gilwesly (g5 (ol ysbas L) alis @’)\_;)l)ju caboi il
calins 4 b g 0 4ot (63 e Dliamdes (Jl= aan j3 das o QL1 (US 0 o b 1) dlie
Cew 5 Ol ide 93 4 (6 553) (B3I ) gme dns oo OLES |y 0T 0 48L (ol 42e) o330,
3550 p0 Ol 4 e B ()3 55 o0 ool 315 5 057 43 (035) (63 508 ) s2es 9
S (gl (61553 5 033b  asdlias Ll 1y Jlus das s 03l l O S ko 4y 487
2o Sl B e sz )53 8 il H(OLT plaxl ‘Vsuju.)ﬁ.b,o&A )
Az o b a0 T
el Ll oy sl 53yl ek o las 1(0LT it 345 033L) (luesly @
S a3 Ll lipd b bl o Bl (o plnil YL a3l @
St 53,5 DBl 1 bl ) 51 (S 015 or A5 sbas s g 5 6
25 S a5 0T gy Jad Olejen 5 sbay Giller i U den 4 ol
35155 5 BT 4y 513 5 5551 Yozl o7 il (S plol ¢S 035L) Sl @

b i ar 5 LOT & Jol5 ) sbay fil-

1. Difficulty
2. Payoff



wiul o e owd b g Joloi m PP

3L el

o
3
o

£

@

o)t F———————— F————————

& lgd
PICK ylages (8-Y

Sl s e Jooiga 5 O-A-F
5 obolis 55 018 How 4 & ol eSS 1 glosl sl (glady ) Cle o g4 2
w Slads y Cle o sas o LS o ¢SS O gllaal (glaslt 5y b Jilas ool e oS5
wn) 53 Y gama latyy Sl owi s 525 (81555 5 55 gad 3 9dome HIS snS 15 Ll
S s b el Glads ) Lle Sl gl s Sladul B 5o poman 5 ol ¢ 58y Jdow
e Jdowt gas 25 S 5enS Ayl o 53 5,8 0 13 eslizal 3558 Jgams 53
Wl e (5 58 g0 15 S g > s Sl il o7 Jiluws 65755 5 glulis ol (sl
b s ol el D sbar ol LSSS 1 il 15l ol (sl s e Lo 4 525
5 b Ohind b BiseT el I8 5 5 amlae sl ol foddly s Juls

baslas ) Jb s edidd 5 Gsods] (&5 lutizus 5 230l e gl o LSS cpimman

1. Root Cause Analysis



PFO M 5 g wiylyd Juloxi B uad

5 dshne 5 e (slasls pein (gm LSSl 5l sse 53 4 5 53 Zeel e, L
b oo )lal (ol b yls ged

oz g ode sloges  H-A-F-1

L 15 0T osall Mo s pasetin gitn (1) han &S5 Ol ol et ghan 5 e i3 sadd
lanli o b 51 S5 i S5 b Vgone e a5 oyl b Lo 53 b s
«Fa.x;;f&‘SJ.al}pn)«‘ﬂufpdﬁbp»m.Q!}:@\)c}ﬁl{‘}b.sﬁgub@@\)%iw
S 50 o plate Gladsy Sl Jlowi 4t 53 odkes e £ 9 93 (IS ssb 4 0 S s
S Amen Jolge Sl ames OT (o Jolse 0tiSTeSaS Julye 5 Jo Jolse Slas,le
Ol gt 355 g0 6 S sl oy T 3 alies 55,1 31 eaOT 31 Sl b Codm Sl & 5053
Uil & e Solest 3557 5 s Slalas) My ol 4 Sa)” dulp s (Ji
s 585 31 (3l 3 TadaB 03,53 3 by bt 35Ty glallast S35 o0 0T ool
Iy die) S dites SLOT oS eSLS ol se 558 00 6,8 g "lesl sl b 3,I"
03 edle gl kim0 Rl 11 OT ¢ 8y Jlazl b LS o ol b puabelin dlis 7 85 (Sl
S Sty Sslest s 6l ble )8 Ll Maan Sl 4 S dey! Al
L)) B oy OSG (3l ¢ s Rl W) A5 5l 1y Gl i &S dal g s
Sl (6,18 Loy 53 55008l s Dl 1y Gyl oo Wl ) b LS o
S GRabea Ans GEIH1 )l L g ozl g6 05,87 3,0 Jlei ol (S
el S3a 5 A o 6SUS " wloln 53 Sojlust (glaosls T y3b 350" Alie S5 45 3 4
ke ol D3l oy o8 53 Vsamn 0SS 5 o Julse o3 o Jo s
Jelow 55 Lol Ll (asie Gloslr Coslal & o w2 el Ol siea) Sl
S ol 5o bl iy oS By (B 051 b L Lo 50 S 5T Slady 3
s g 03linl oS SLS 5 Jo Jule 55 a4 0ylal (gl ( alen o]l

1. Cause and Effect Diagrams
2. Why-Why Diagrams
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. Manual Task
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1. Flow Analysis

2. Queue Anslysis

3. Simulation

4. Average Cycle Time
5. Cycle Time
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2. XOR-Join Gateway
3. Branching Probability
4. XOR-block
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1. Rework Block
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3. Cycle Time Efficiency
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5. Processing Time

6. Handoff
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1. Theoretical Cycle Time
2. Critical Path Method
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2. Unit capacity of a resource
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1. Theoretical Capacity of a Process
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1. Queueing Network
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1. Fixed Distribution
2. Normal Distribution
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2. Simulation Input
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1. Operational Performance
2. Effectiveness

3. Efficiency

4. Adaptability
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6. Reduce Costs
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Y.Key Performance Indicators

¥. Critical Success factors
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v. Process Modeller
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\. Enhanced Telecommunications Operations Map
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v. Model based and Integrated Process Improvement

t. Process Classification Framework
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. Adaptive Case Management

. Business Process Reengineering
. Continuous Improvement

. Lean

. Six Sigma

. Theory Of Constraints
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y. Total Quality Management
v. Cost Analysis

v. Activity Based Costing

f. Critical to Quality

o. Cycle-time Analysis

¢. Duration Analysis
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. Define, Measure, Analyze, Design, Verify

. A data-driven structured roadmap

. Define, Measure, Analyze, Improve, Control
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. Failure Mode and Effect Analysis

. Systematic
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. Inputs, Guide, Outputs, Enablers

. Process Context
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V. Kaizen Event

y. Process Simulation

v. Suppliers, Inputs, Process, Outputs, Customers
t. Theory of Constraints (TOC) Thinking Processes
8. Value Added Analysis

¢. Value Stream Analysis
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f. Review
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v. Backlog Management
. Business Rules Analysis
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. Process Analysis
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. Functional Decomposition
. Lessons Learned
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v. Decision Modelling
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\. Process Mining

v. Audit Trails

v. Transaction Logs

¥ Acceptance and Evaluation Criteria
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\. Balanced Scorecard Card

v. Business Capability Analysis

v. Decision Analysis

f. Organizational Modelling

o. Risk Analysis and Management

#. Strengths, Weaknesses, Opportunities, Threats Analysis
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