Business Process Mapping
and
Continuous Process Improvement



Business process mapping
Introduction

Business process mapping refers to
activities involved in defining

what a business entity does,
who is responsible,

to what standard a business process
should be completed, and

how the success of a business process
can be determined.



Business process mapping
Main Purpose

 {o assist organizations in becoming more
effective.

A clear and detailed business process
map or diagram

 allows outside firms to come in and look at
whether or not improvements can be
made to the current process.



Business process mapping
What it does

Business process mapping
 takes a specific objective and

* helps to measure and compare that
objective alongside the entire
organization's objectives

* to make sure that all processes are
aligned with the company's values and
capabilities.



Business process mapping
Supports Quality Management

The International Organization for
Standardization or ISO 9001 encourages a
process approach to quality management.

It is important to understand how each
process relates to other processes within the
organization and how those interactions
impact Quality Management.



Steps of Process Improvement
using Process Mapping

Process identification
— identify objectives, scope, players and work areas.

Information gathering
— gather process facts from the people who do the work.
— process facts: what, who, where, when

Process Mapping
— convert facts into a process map.
Analysis - work through the map, challenging each step
— what-why?, who-why?, where-why?, when-why?, how-why?
Develop/install New Methods
— eliminate unnecessary work,
— combine steps,
— rearrange steps,
— add new steps where necessary
Manage process
— maintain process map in library, review routinely, and monitor process for changes



Process: Making Breakfast

INPUTS: eggs, milk, bread, - MAKE BREAKFAST — OUTPUTS: scrambled egss,
butter, bacon, plates, utensils, toast, crisp bacon, pan-fried
cookware, potatoes A potatoes
PREPAREINGREDIENTS | COOKINGREDIENTS l SERVEINGREDIENTS
COOKBACON 5 COOKEGGS - TOASTBREAD ; FRYPOTATOES
HEATPAN POUR STIR N ADD REMOVE
MIXTURE MIXTURE PEPPER EGGS




Continuous Process
Improvement (CPI)

AnuioupynaoTe Eva cuoTnua yia
ouvexn Kal dlapkn BeATiwonN



Process Model

Input ) Process Output )

FEEDBACK




Four Phases of PDCA Cycle

Plan a change aimed at improvement
Do — Carry out the change
Check/Study the results

Act - Adopt, adapt, or abandon
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Plan: (1) Select Improvement
Opportunity

Generate list and select

Redefine team

Write problem/opportunity/aim statement
Management review and support



Plan: (1) Select Improvement Opportunity
Common Selection Criteria

Controllable

Measurable results
identifiable

Achievable

Data available or
easy to capture

Resource availability
Significant importance

Highly visible

— High volume

— High risk

— Problem prone/variation

Timely completion

Probability for
success

Team motivation and
Involvement

Senior Mgt. support
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Plan: (2) Analyze Current Situation

Define process/problem to be solved
— ldentify the customer(s).

Baseline data

Performance gaps

— Look at benchmarks, standards, regulatory
requirements

Composition of team
Validate problem and statement
Management review
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Plan: (3) Identify Root Causes

Very important step

Analyze cause and effect relationships
— Fishbone diagrams

Select root cause 5
— Shared decision making '

Unbiased and reliable data to verify ‘-

— Baseline data
Management review




Fishbone Diagram

CAUSE AND EFFECT DIAGRAM
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https://www.youtube.com/watch?v=JbRx5pw-efg
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Plan: (4) Generate and Choose Solutions

Generate list and select solutions

— Directly linked to root cause and supported by data
— Team brainstorming and shared decision making
— Consider best practices

— Be honest about barriers

— Change is hard!

Choose best solution based on criteria
— Shared decision making is key to buy-in!

Define and map out solution
— Plan to measure (SMART objectives)
— Handoffs, resources, outputs, accountabilities

Management review



Improving Business Process - Handoffs

https://www.youtube.com/watch?v=_2K-txcDteU



S.M.A.R.T. Objectives

Specific
— target a specific area for improvement

Measurable
— quantify or at least suggest an indicator of progress.

Assignable / Attainable
— specify who will do it
— make sure that they can be achieved

Realistic

— state what results can realistically be achieved, given
available resources.

Time-related
— specify when the result(s) can be achieved.
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Do: (5) Map Out and Implement a Trial Run

 Map out a trial run
— Communication and education/training are key
— Be specific
— New forms, data etc.

* Implement trial run
— Small scale but representative

— Tests the intervention on a small scale to ensure
change will produce desired output
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Check: (6) Analyze the Results

* Collect and evaluate results
— Team-based analysis and beyond
— Flexible and inclusive
— Objective and subjective data
— Revisit process as it was mapped out
— Be honest!



Check: (7) Draw Conclusions

Team-based discussion and beyond
Did the desired change occur?

W

W
W
W

Did the intervention go as planned?
Was the root cause eliminated?
Are outcomes generalizable?

nat worked?
nat didn’t work?
nat could be improved/changed?

nat did we learn?
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Act: (8) Adopt, Adapt, or Abandon the
Intervention

Team-based discussion and beyond
Adopt

— Test again on a larger scale?
— Communication, education, and training
— Plan to measure

Adapt
— Revise plan and repeat trial
— Communication, education, and training

Abandon

— Revisit root cause analysis and/or list of solutions
— Need additional/new members on the team?



Problem Solving:
A Continuous Effort

1. ldentify problems as an opportunity

2. Analyze the problem: to find root causes

3. Develop optimal and cost effective solutions
4. Implement changes: system wide

5

Study the results: worked or not”? Need
adjustment?

6. Standardize solution: Keep problems from
reoccurring.



Continuous Improvement

AnUIoupynoTE PIa KOUATOUPQ TTOIOTNTAC
(ouveXOUG BeATiwWONG). OETIKNA Kal
ETTOIKOOOMNTIKN.

AlwcTe TOV PO[30.

[TapExeTe OPYAVWTIKN-OOUIKN dIaCPAAION VIQ TO
OUVEXEC OUOTNMA avaTpoPodOTNONC.
AVTATTOKPIOEITE OTIC AVAYKEC TWV TTEAATWYV Kal
AUOTE EyKalpa TTPORANUATA.

TutrotroiNoTe TN d1adIKACIa KAl BEATIWOTE TN
OUVEXWC.



Business Process Improvement

* [Mwcg va dilaaceTe Evav Xaptn d1adIKACTiag

* [Mwcg va Bpeite TIC «4 NETPNOEIC KAEIDIO»
OTToI00ONTTOTE OIadIKACIAC.

* [lwg va Ta XPNOIUOTTOINCETE VIO VO TTPORBAEYETE
KOl VO TTOOOTIKOTTOINOETE BEATIWOEIC OTNV
atTod0o0n, TNV ATTOd00N Kal TO ETTITTEDO
ECUTTNPEETNONG VIO VO UTTOOTNPICETE MIA
ETTIXEIPNMATIKN TTEQITTITWON VIO aGAAQYN



Kal Zen oT1a latTwVvIKA




Kail Zen = AAN\ayn via To KaAuTepo

Ava@EpeTal o€ OPAOTNPIOTNTEG TTOU
— BeATiLuvouv dIapKWGS OAEC TIG AEITOUPYIES
— guttAékouv OAOYZ Toug gpyalduevoug

A@popa €1TioNg OIAOIKATIEC TTOU EKTEIVOVTAI TTEPA ATTO TA
Opla EVOGC opyaviouou

2. TOXEUEI va ATTOAEIWEl Ta TTEPITTA BAMATA ATTO TIC
OI0dIKACTIEG.

E@appooTtnke o€ laTTWVIKEG ETTIXEIPNOEIC META TOV 20 (111
KAl Kupiwg otnv Toyota. Atro 101E d1ad0BNKe o OAov Tov
KOOMO, KAl £XEI EQPAPPOOTEI 0 TTOANOUC TOMEIC, TTEPAV
TWV ETTIXEIPAOEWV: Uuyeia, puxoBepatreia, TPATTECEC, KATT.
21a AyyAika 1o Kai Zen anpaivel continuous
Improvement



e« Kai Zen

o https://www.youtube.com/watch?v=0sRAr
ZmxG4Q




Quality Control with Kaizen
Method

. A diagram to show the two PDCA cycles. The first cycle is Plan, Do, Check and Act, while the second cycle is a sub-
set of the "Do" part, containing Problem Finding, Display, Clear and Acknowledge. These are part of the kaizen
method of quality control, and also is used in the Toyota Way.



MeBodoAoyia Sig Sigma

* 2UVOAO QTTO £pyaAcia Kal TEXVIKEC yia BEATIwoN.
‘Eyive atro Toug pnxavikoucg Bill Smith & Mikel J
Harry 10 1986, otnv Motorola.

¢ 2TOXOC:
N BeATIwWON TNC TTOIOTNTOC TNG €COO0U PIAC d1adIKaTiag
MEOW KABOPIoOPOU Kal aTTONAKPUVONG TWV AITIWV TWV

OQ@AAPATWY KAl TNG EAaXIOTOTTOINONG TOU Vvariability o€
ETMIXEIPNOIOKEC dladikaoiec kal manufacturing.

 https://www.youtube.com/watch?v=7_oWjQfQm
Zk



Process Improvement:
Six Sigma & Kaizen Methodologies

 https://www.youtube.com/watch?v=iIIDAYB
R5sQU&t=256s



MeBodoAoyia Lean

* 'Eva ouvoAo gpyaAciwv TToUu BonBouv oTov
TTPOCOIOPICUO KAl TNV ATTOUAKPUVON TWV
«OKOUTTIOIWV» aATTO JIa OladIKaaoida.

* Lean manufacturing Kavel ca@Eg TI
TTPOCOETEl agia oTn dladIkagia YE TO va
eAATTWVEI KAl VO ATTOAEIPEI OTIONTTOTE OEV
TTPOCOETEI Agia.

* To 11 TpoCBETEl Agia oTn dladikaoia gival
OTTOIOONTTOTE EVEPYEIA 1 dladIKATIA €ival
OIATEDEIMEVOC VA TTANPWOEI O TTEAATNC.



Lean Six Sigma Methodology

« BeATiwoN TwWvV ETTIXEIPNOCIOKWY OI0OIKOTIWYV
BAoEl TWV TEXVIKWYV KAl EPYAAEIWV TWV
ueBodoAoyiwv Lean kal Six Sigma.

 https://www.youtube.com/watch?v=kXRvMA
HmME8MY



Business Process Improvement (BPI)
VS.
Business Process Reengineering (BPR)

« Kail Ta OUO aoXoAouvTal Je TNV aAAayn
OTIC ETTIXEIPNCIOKEC OIAOIKATIEC.

* [lola n d1a@opa TOUC;
* AC TO aVAKAAUWOUNE HEOW EPWTNOEWV



Eival «ottaocuévn» n 01adIKaoia;

) TOP REASONS FOR < Business’
———0—0— \\_ Enterprise

BSY BROKEN PROCESSES “— ™ Mapping

PROCESS NOT DEFINED PROCESS NOT UNDERSTOOD

5

| CUSTOMER NOT UNDERSTOOD

7

ORGANIZATION
OPPORTUNITIES COME FROM i
PROCESS DEFICIENCIES CUMBERSOME TO EXECUTE

T

FULL OF WASTE PERFORMANCE NOT MEASURED

© 2017 Business Enterprise Mapping, LLC




2UVEXEIO EPWTNOEWV

* Eival yeyaAn n emmidpaon TnG dl1adikaaiag
OTNnN OTPATNYIKN KATEUBUVON TNG
ETMXEIPNONG;

* Eival amapyxaiwuévn n 01adIKaaiq;

* Eival TTOAU TTI0 KATW aT1TO «TNV KAAUTEPN
OTO €I00C TNC» N TNV €MOUUNTA «TTapouCca
KATAoTOoN»



ATTAVTAOEIC

* AV n ammavrtnon OTIC TTAPATTAVW EPWTNOEIC
gival «Nai» 10TE XpelaleTal va YIVEl
ETTAVOAOXEQIONONOC QUTWY TWV
ETIXEIPNOIOKWYV dl1adikaociwyv (BPR).

* AIO@QOPETIKA, av XpelaleTal aAAayEC yia va
BeEATIWOEI N €TTIXEipNON, TOTE XPEIAlETAI
BeAtiwon EmiXeipnoiakwy
Aladikaoiwyv - Business Process
Improvement — BPI



