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First…..
some questions

about the involvement of staff 
in projects like

(Digital) 
Transformation

Service
Redesign

RPA
projects

Cust. Service 
improvement
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Questions
Re: Service Redesign & Dig. Transformation

1: Are IT Staff  involved ?

2: Is management involved ?
3: Is HR department involved ?
4: Are Operating staff involved ?
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Lets focus in on
OPERATING STAFF

1: In the Design Phase?

2: In Testing?
3: In Implementation?

4: In the continuous improvement cycle?

Are they involved:
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How does 
PROCESS MANAGEMENT

play a role?
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Big impact 
on primary work

THE INCREASING ROLE OF PROCESS MANAGEMENT

Compliance
Laws & Regulations

GDPR
Data security
Certification

Efficiency
Cost reductions
Cheaper service

Improve output of same team

Effectiveness
Short lead times
First time right

Self Service
eLearning/ Handbooks

Transformation
Service redesign

Digitale transformation
Outsourcing

New systems, RPA

PROCESSES
Central Foundation

for all projects

See projects in 
perspective of 

their work

Projects
up-to-date

when changes occur
IN CONTROL! people driven

change

1 3 4 5
All projects
cheaper and

quicker

2

PROJECTS………PROJECTS………PROJECTS
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Key principles of Process Management
(Lean, OpEx, WCM, TOC, 6Ʃ, Kaizen, etc.)

1. Team

2. Customer
Journey 3. Facts and Data

4. Improvements 5. Continuous
Improvement
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WHAT IS OUR PROCESS?

THE HIDDEN FACTORY
I work here a long 

time already,

and know what to do.

Don’t worry !! 

Sum of exceptions is often greater than the number in the happy flow

In human centric organizations:
Task instructions 60-90% accurate
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The Power of the Process Workshop

1. Invite all roles of the process to share their thoughts
2. Discussion in context of the overall process
3. They hear and encourage each other
4. Their ideas are better! Real and doable
5. They know the bottlenecks and root causes
6. Empowerment: Enthusiasm to go for their ideas
7. The basis for embedding continuous improvement
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CRITICAL EXEPTIONS MUST BE KNOWN
A large Dutch Council – Stichtse Vecht
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FIRST IMPROVE, THEN AUTOMATE
City of Venlo 

Team map current state
And scores steps for value added

90% of steps outdated
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EXAMPLE
TEAM INVOLVEMENT IN SELF-SERVICE SET UP

Self 
Service

Team helped to design
Included in instruction manuals.
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High engagement 
Limited depth in 

discussion

Single view
difficult to understand

Outdated !
Inflexible, not-instant.

e-Learning?

METHODS: HOW DO WE DISCUSS PROCESSES ?
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Mission

To enable discussion & 
exploration of processes 
with operational staff.
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Global Operations 
Team

Lean and Continuous
Improvement

Clinical Trials 
Compliance

HS2 Organisational
Efficiency

People Driven
Change

Handbook, Lean
Service Redesign & 

Cost Savings

Change Programme

ENGAGE PROCESS: Offices in NL and UK
60 UK Councils, 6 Housing Associations

Digital Transformation Financial Markets 
Compliance

Housing Applications 
Implementation

Robotic Process 
Automation

Change Programme
& Continuous 
Improvement

Customer service 
improvement & 

redesign 

ASC redesign & 
digital change 
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The organisation
Workshops

IT Departments
Specialist

Generic Processes

Brown Paper
PowerPoint

Visio

BPM
RPA / Workflow

Mining
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WHAT DO WE LEARN FROM SOCCER ? 
(SPORTS)

1. Get whole team together 

2. Discuss the goals and game we play

3. AS-IS and TO-BE
4. Focus on exceptions
5. Continuous improvement
6. Same story in handbook

HOW?

See also: Whitepaper: Tips & Tricks for the process workshop
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Design criteria for people involvement

Workshop
1 single screen

Intuitive icons Automatic
Process design

Value-Added 
or not

Calculate
Results & 

Awareness

Swim Lanes
SwitchView®

Detail
Show/Hide®

All detail in 
Viewer

StepView®

Handbook
Instant & 

everywhere

Feedback
Continuous 

improvement

SaaS
No installation / 

technical 
implementation

Central database
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Viewer Teamboard

GARTNER: 
Process exploration and management platform

Modeler

Brainstorm FeedbackPublisherTables Authorisation UploadReports Approval
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MODULES THEMES

        

    

             

                      
             

                    

        
              

              

           

          

          
      

               

        

    

             

                      
             

                    

        
              

           

          

               

          
      

PROCESS PLATFORM

ADDRESSING THEMES FROM PROCESS MANAGEMENT PLATFORM
Modular Configurations
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SHORT DEMO
Seeing is believing
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See Engage Process in detail 

WELCOME at our stand

and/or contact:
martha@engageprocess.com

+44 7703 784586

mailto:martha@engageprocess.com

