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First.....
some questions

about the involvement of staff
in projects like

Service (Digital) Cust. Service RPA
Redesign Transformation improvement projects



Q) FRGESS
Questions
Re: Service Redesign & Dig. Transformation

Are IT Staff involved ?

1

2: Is management involved ?

3: Is HR department involved ?
4. Are Operating staff involved ?



| ets focus In on Q) hroces:

OPERATING STAFF

Are they involved:
1: In the Design Phase?

2: In Testing?
3: InImplementation?
4

In the continuous improvement cycle?
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How does
PROCESS MANAGEMENT
play a role?
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THE INCREASING ROLE OF PROCESS MANAGEMENT N ) PROCESS

PROJECTS........PRQUEETS........PROJECTS

Transformation Efficiency Effectiveness Compliance
Service redesign Cost reductions Short lead times Laws & Regulations
Digitale transformation Cheaper service First time right GDPR
Outsourcing Improve output of same team Self Service Data security
New systems, RPA elLearning/ Handbooks Certification

3 4 5

See projects in All projects Projects .
perspective of cheaper and IN CONTROL! up-to-date peoplhe driven
their work quicker | ) | when changes occur change

people - process - results
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Key principles of Process Management

(Lean, OpEx, WCM, TOC, 62, Kaizen, etc.)
AL

2. Customer

3. Facts and Data

Journey

1. Team

r
5. Continuous Q?
Improvement

4. Improvements

people - process - results



WHAT IS OUR PROCESS? \
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/ THE HIDDEN FACTORY

| work here a long

, (‘ time already, In human centric organizations:
and know what to do. i i Helglo
Take customer cal Don't worry ! Task instructions 60-90% accurate

[ ] 80,00 [ ] 80,00 [ ] 80,00 [ ] 80,00 [] 80,00 [ ] 80,00
1 2 3 4 5 6
——0 w g v m—m
. - —

Take customer call Find customer in Book order Discuss new Prepare shipment Ship comple!  Order complete
CRM orders papers

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

~

people - process - results




The Power of the Process Workshop

\
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N o s W RE

Invite all roles of the process to share their thoughts
Discussion in context of the overall process

They hear and encourage each other

Their ideas are better! Real and doable

They know the bottlenecks and root causes
Empowerment: Enthusiasm to go for their ideas
The basis for embedding continuous improvement
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CRITICAL EXEPTIONS MUST BE KNOWN WD ProcEss

A large Dutch Council - Stichtse Vecht

people - proc
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FIRST IMPROVE, THEN AUTOMATE
City of Venlo

Team map current state
And scores steps for value added

Internally value
added

90% of steps outdated




EXAMPLE
TEAM INVOLVEMENT IN SELF-SERVICE SET UP

/\

Call Center Call Center Call Center Planning Expert, ...
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Permits Team

60% |
(@ D, — () —

Permit Request How is Permit Answer Citizen Look up Citizen Enter Request in Twice Daily Discuss new
Recelved Received Call File CRM Requests
Permits Team Permits Team
20%
Matlo @ ! ‘
Daily Check for new Call Citizen for
Requests update

Self

'\

Prepare new
Permit

Call Ienter

.y

Ao,

Provide Support

Service == —— >l -l

Ser"'cemzen enters Request Fee Payment Survey Planning
Request Verification Completion

Team helped to design
Included in instruction manuals.

YES 15% v
85% - -
=-@—B—®
Need Help? Invoice & Mail to  Permit Complete
Citizen

people - process - results
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‘Engage Process has been really helpful in driving a culture change. Working
m in @ more agile way is quite new for services, but being able to get teams

t involved and making the processes so visual that we can see the impact
that we’ll be making now or in the future, makes such a big difference

Tewkesbury compared to systems we've used previously for process mapping.’

Borough Council
Clare Evans, Corporate Services Manager

L—' “We would have a meeting with the service team to discuss how they're working

now. Going through each step with them and using Engage Process to map it
all out. Sometimes we'd go back so see if there's anything we had missed or to
check if we have understood their process and way of working properly”.

Lin Craven, Business Analyst "

“Engage Process provides an efficient
and highly effective mapping tool,

The advent of Engage Process at Cheltenham Borough Cou| allowing full conversation and

sfin the touch paper of change. Having a tool that captures ric| Ynderstanding of process maps and
o\ that can be used for process modelling and re-engineering aeseciated requirements. lsmbers of
CHELTENHAM 4 design teams find the visual aspects

sorovaacomer. — beyond the limitations of previously used process mapping of the platform very supportive and
insightful throughout our journeys

Sanjay Mistry, Programme Manager across corporate redesign projects’.

',' Gavin, Business Process Analyst
”,
people - process - results
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METHODS: HOW DO WE DISCUSS PROCESSES ?

High engagement
Limited depth in

discussion

Outdated !
Inflexible, not-instant.
e-Learning?

people - process - results
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Mission

To enable discussion &
exploration of processes
with operational staff.




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

Global Operations
Team

SKANSKA

I [ISTAN  STRABAG

HS2 Organisational
Efficiency

Tewkesbury
Borough Council

Customer service
improvement &
redesign

people - process - results

Digital Transformation

Leeds i
Federated

Housing Applications

EER AT Implementation

CHELTENHAM

BOROUGH COUNCII

People Driven

Handbook, Lean
Change

N,
mazars ®

Financial Markets
Compliance

*€DINBVRGH?*

THE CITY OF EDINBURGH COUNCIL

Robotic Process
Automation

Service Redesign &
Cost Savings

N

south

AVRSHIRE

COUNCIL

Change Programme
& Continuous
Improvement

\Q ENGAGE
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Clinical Trials
Compliance

Lean and Continuous
Improvement

Ww'.:%ham
Y e=r

ASCredesign &
digital change
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The organisation

Workshops
" BrownP |
rown Paper
PowerPoint \ EQSCAEGSE
Visio
Generic Processes

\\

BPM
RPA / Workflow
Mining

IT Departments
Specialist

people - process - results
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HOW?
See also: Whitepaper: Tips & Tricks for the process workshop

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
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Design criteria for people involvement

/ / / /
Workshop Intuitive icons AutomatlF Central database
1 single screen Process design
/ e /
Calculate
Detail Swim Lanes Results & Value-Added
Show/Hide® SwitchView® or not
Awareness
/ \ 7 \N 7 \N 7
Handbook All detail in Feedback Saas

No installation /
technical
implementation

Instant & Viewer Continuous
everywhere StepView® improvement

people - process - results
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GARTNER:
Process exploration and management platform

Modeler Viewer Teamboard

people - process - results
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ADDRESSING THEMES FROM PROCESS MANAGEMENT PLATFORM PROCESS

Modular Configurations

| PROCESS PLATFORM |
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SHORT DEMO

Seeing is believing




See Engage Process in detail

WELCOME at our stand

and/or contact:
martha@engageprocess.com

+44 7703 784586
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mailto:martha@engageprocess.com

