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DEDICATION

To all my staff, students, customers and col-
leagues, past and present, thank you for your 
endless questions and contributions. Here’s 

to you and your continued success! 
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Introduction

This ebook is written for every manager or business owner who needed to implement a 
business process improvement but does not know when, where and how to start! 

Business Process Improvement can seem to be a daunting task. You might have some 
questions like “where do I start? When is the right time to start and how do I start? All 

are valid questions and each is addressed in this ebook. 
May you enjoy reading this resource!
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Business Process Improvement does 
not need to be an organisation wide ini-
tiative.  It can be as small as improv-
ing one process, or all processes in 
a particular section of the business.  

Frequently it is said, we are too busy for 
business improvement.  One must ask, 
why is the business too busy for business 
improvement.  Is it because it is consis-
tently fighting fires?  Relying on the he-
roics of a few staff members, to keep the 
business functioning?  If so, then there is 
no better time than to start the business 
process improvement initiative right now! 

WHEN TO 
START



There is no better time to start a business 
process improvement initiative than right 
now.  A very common statement but the 
reason is because of the cost of doing 
nothing. Business process improvement 
delivers opportunities.  The cost of doing 
nothing is the cost of lost opportunity. Op-
portunities associated with the following:

• Productivity improvement
• Meeting compliance obligations
• Process transparency
• Standardisation 
• Knowledge management
• Cost reduction
• Improve customer service
• Operational excellence

Frequently it is also said, the business is 
undergoing a restructure.  We don’t know 
what the business will look like.  At this 
point only, it is important to start the doc-
umentation of business processes.  Firstly, 
to be able to assess which parts of the or-
ganisation will change as a result of the re-
structure. Secondly, it is important to doc-
ument the changes in the processes, so 
these can be communicated to staff.  As a 
result of the restructure, duties will change 
hence processes will change. Somehow 
this detail needs to be communicated.  A 
well documented process will do just that. 
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WHERE 
AND 
HOW TO 
START

So you have been through countless 
meetings and discussions with your peers, 
managers, executives, and anyone who 
would be a tad interested in Business Pro-
cess Management(BPM), and how a BPM 
platform would not only streamline line-
of business processes but also improve 
the overall efficiency of the organization. 

You tried every possible way to convince 
people in your organization that “pro-
cess” is not just about drawing rectan-
gular blocks on a blackboard, or post-it 
notes on large paperboards, but about 
the methodology that encapsulates pro-
cess improvement and the larger gain 
that such a methodology could pro-
vide to the organization in the long run.



Finally, management gives you an op-
portunity to prove the power of business 
process improvement. Your mind sudden-
ly fills with questions, for which you need 
answers quickly. What am I hoping to 
achieve? Which process do I start with?  
How do I show results fast?  How do I 
keep people engagement in this initiative? 

The answer lies in the 5 P’s: 
1. Process Identification
2. Process Documentation
3. Process Analysis
4. Process Improvement
5. Process Implementation
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Firstly you need to identify what you and 
management are expecting to achieve 
from this initiative. Refer to the above list 
of objectives and discuss these with man-
agement.  Gain agreement on the top 2-3 
objectives that you want to achieve. 

Secondly, make it known that selecting 
more processes for improvement, that 
more manpower is required.  Hence if you 
only have a small team available to assist 
you, keep the process selection small. 

Once you have addressed all the above, 
the next step is to identify the business 
area or particular process that needs ur-
gent attention.  This leads us to Process 
Identification.
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Start your initiative by identifying business 
processes. Ask questions which process-
es exist in the organisation and create a 
Process Library.  A process library is a hi-
erarchy that holds the names (only) of 
all the business processes in the organ-
isation or a section of the organisation. 

Some pointers for this:

 • As your organisation’s standard, 
set a minimum and maximum limit of tasks 
that make up a process (i.e. 5-20 tasks)
 

PROCESS
IDENTIFICATION



 • Count tasks by thinking at the 
“right” level (e.g. don’t count tasks such as 
“review” or click”

 • Do you have two processes in 
one?  -  Separate the processes if they 
exceed your maximum number of tasks.

 •  Name your processes specifically 
(e.g. do not use verbs such as “manage” or 
“review”

Once the process hierarchy is in place, iden-
tify the process names from the hierarchy 
that have a high impact on your line of busi-
ness; processes that are directly connect-
ed to your organization’s revenue streams. 

You may also choose processes that di-
rectly or indirectly impact your customers. 
These are the processes that you will want 
to document in detail to achieve transpar-
ency.

PRIME automatically identifies which pro-
cesses require urgent attention based on 
aprioritisation score.
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Creating process documentation is 
known as process modelling or process 
mapping. It is vastly different to creat-
ing process flows or workflows and is 
much more than a few boxes and lines.  
Process maps are packed full of detail and 
a lot of skill is involved in creating process 
maps.  Process maps give detailedvisibility 
into the make up of a process. Full transpar-
ency of the process to see how it operates.  

PROCESS
DOCUMENTATION



This is important for a number of reasons. 
It enables:

 •   Optimum analysis 

 •   Appropriate selection of improve-
ment opportunities

 •  

Creating process documentation takes 
time and is usually allocated to a number 
of team members.  Before starting, set a 
modelling “language” for all team members 
to use. 

      Visibility of the impact of your
planned changes

Inconsistent modelling standards, where 
your team members produce process 
documentation in different languag-
es will disable your improvement ini-
tiative.  This is a very common pitfall.
All is well in the documentation phase, but 
when subsequent analysis needs to be 
done, the inconsistency in language dis-
ables the analyst to analyse the processes.

Use the inbuilt process mapping 
guidelines in PRIME to create accu-
rate and consistent process maps.
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PROCESS
ANALYSIS

At the start of your initiative you and man-
agement set some objectives of the initia-
tive.  Refer back to these and keep these 
in mind when conducting analysis.  Use 
the process documentation and use a 
variety of analysis techniques such as:

 •  Value - Understand the percent-
age value provided by each process to 
the business and customer. Also under-
stand the percentage of non-value add-
ed activities performed by each process.

• Time - Understand how many hours an-
nually are spent performing business, 
customer and non-value added activi-
ties. 
 

 



 • Cost - Understand the annual cost 
incurred to perform business, customer 
and non-value added activities.
 
 •   Efficiency - Understand and com-
pare your process efficiency with the in-
dustry efficiency benchmark.

Use this quantitative evidence to justify 
the need for change. Build a strong to re-
ceive the green light from management.
PRIME automatically performs process 
analysis.  
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PROCESS
IMPROVEMENT

Once the process to be improved is discov-
ered, and the analysis has been performed, 
the next step is to think about optimising 
the process. Since the best practice is con-
tinuous improvement, not one off improve-
ment, try to keep it simple first time around. 

Do think big picture and prepare a road-
map for your process improvement initia-
tive. Consider the following at this stage:

I. Establish Key Performance Indicators:
 
Set process key performance indicators 
that is aligned with an overall business goal. 



 For example: we must process 5 loan ap-
plications per day.  We can assume that 
this KPI of the Loans Application process 
is aligned to the overall corporate goal X 
amount of revenue per year. Enhance the 
process to enable the meeting of this KPI.

II. Obtain Business Support: 

Each business improvement idea needs 
business support otherwise the change 
will not be a success. Showing your quan-
titative analysis results to build your case.  
Calculate the cost of not taking any action. 

Engage employees in the iden-
tification of solutions to the dis-
covered process problems.

III. Explicitly State Goal:
 
Using the KPI’s set and the overall im-
provement objective established at the 
start of the initiative, you can measure 
the success rate of the process im-
provement effort post implementation.

IV. Simulate processes:

Use process simulation tools to under-
stand the impact and benefits of each 
solution before committing to the change.
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PROCESS
IMPLEMENTATION

A primary way to start process implemen-
tation is to engage employees in not only 
contributing to improvement ideas, but 
also the implementation of the changes. 
Create work packages and tasks to be 
completed against each approved im-
provement.  Use project management 
methods to track the creation and imple-
mentation of improvements. Incorporate 
the employees into the project manage-
ment plan, which in turn will facilitate early 
adoption and buy in of the changes.  



There are options of BPM tools avail-
able for all sizes of businesses and their 
needs. PRIME in particular comes with an 
inbuilt 5 P’s methodology that ensures 
you know when, where and how to start. 

If you keep the 5P’s in mind during 
your process improvement efforts, you 
will definitely see incremental gains, 
which will lead to huge future gains and 
steer your organisation toward a more 
well refined process-centric mindset. 

The key to a successful process im-
provement endeavour is not as to how 
many processes you implemented.  It is 
how many implemented made a differ-
ence in enhancing business critical pro-
cesses. Setting your organisation on the 
process performance super-highway.

Watch the 10-minute Product Demo

This eBook has mentioned only some of 
the methodologies of PRIME BPM. Hop on-
line today and view the 10-minute product 
demonstration at http://www.primebpm.
com/get-demo/
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Thank you! 

I hope you have enjoyed reading this eBook as much as I have enjoyed writing it. 

If you do have an extra moment, do join our blog via our website to receive latest tips and 
techiniques on how to improve your business processes. I also look forward to connecting 
with you on LinkedIn. 

If you enjoyed this eBook and wish to share this with someone, you are most welcome 
to do so. However, rather than forwarding it, please request them to visit our website to 
download it.

Thanks again and I wish you the best for your business process improvement! 

BERNADETTE KROPMAN
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