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Long Tail Economics 
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The Long Tail – Cost Effective Process Automation 
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Evaluating Organizational Maturity and Continuous Improvement Levels 

!"#$)49*3*&'$,&.$3"#$<+)'$4203$9#$6*.#/3+5$.#+)3#6$3&$3"#$+#8#+$&,$4)32.*35?$Y"#.#$5&2$).#$
&'$3"#$@-C$4)32.*35$4&6#+$0#30$3"#$03)(#$,&.$3"#$0/&<#$&,$<+)''*'($3&$<2.02#?$
$
V*.03$03)(#0$&,$@-C$<+)''*'($3).(#3$3"#$4&6#+*'($<.&/#00$,&.$)<<.&<.*)3#$3).(#30E$,&++&7#6$
95$)')+50*0E$6#0*('E$4#3.*/0$)'6$*4<+#4#'3)3*&'$d$)'6$&'$3&$)$0#D2#'/#$&,$/&'3*'2&20$
*4<.&8#4#'3$)'6$.#6#0*('$&8#.$3*4#?$!"#.#$).#$4)'5$/&'0*6#.)3*&'0$&,$<+)''*'($,&.$3"#$
)//#<3)'/#$&,$3"*0$'#7$<#.0<#/3*8#E$)0$7#++$)0$)++$3"#$/2+32.)+$)'6$"24)'$*002#0$3&$/&'0*6#.?$$

Challenge: Project Based Control vs. Innovation & Design Thinking 
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!"#$/")++#'(#$4)'5$&.()'*B)3*&'$")8#$7*3"$9)+)'/*'($3"#0#$37&$4#3"&60$3&(#3"#.$.#8&+8#0$
).&2'6$37&$*002#0?$$$
 

;\> V*.03E$3"#$*'8#034#'3$*'$/&'3*'2&20$*4<.&8#4#'3$6*0/*<+*'#0$+*=#$_*f$_*(4)$.2'0$
/&2'3#.$3&$3"#$)<<.&)/"$20#6$,&.$.)6*/)+$.#F#'(*'##.*'($&,$)$<.&/#00?$$
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$
;b> _#/&'6E$4&03$#'3#.<.*0#0$).#$'&3$5#3$&.()'*B#6$,&.$/&'3*'2&20$*4<.&8#4#'3?$V&.$

#f)4<+#E$3"#$J!$6#<).34#'3$*0$&<3*4*B#6$).&2'6$<#.,&.4*'($<.&T#/3$7&.=?$A'/#$)$
<.&T#/3$*0$/&4<+#3#6E$3"#$0503#4$4&8#0$*'3&$4)*'3#')'/#$4&6#?$$m&2.$&.()'*B)3*&'$
4203$8*#7$3"#$+*,#$&,$)$<.&/#00$)0$)$/&49*')3*&'$&,$4&.#$.)6*/)+$<.&/#00$.#F
#'(*'##.*'($<.&T#/30$)'6$/&'3*'2&20$*4<.&8#4#'3$3#/"'*D2#0?$

$
@#+&7E$7#$,*'6$37&$8#.5$6*,,#.#'3$&<3*&'0$,&.$)66.#00*'($/")'(#0$3&$)$920*'#00$<.&/#00?$
A'#$)<<.&)/"$3&$*4<.&8*'($)$<.&/#00$*0$3"#$<.&T#/3$4#3"&6?$!"*0$4#3"&6$,&.$6#/)6#0$")0$
6.*8#'$0=*++0E$03.2/32.#$)'6$/2+32.#$7*3"*'$3"#$J!$&.()'*B)3*&'$)'6$*0$20#6$*'$920*'#00$3&$
"#+<$<+)'$&23$4*+#03&'#0$,&.$+).(#$/&4<+#f$.#F#'(*'##.*'($*'*3*)3*8#0?$!"#$&3"#.$)<<.&)/"$*0$
/&'0*6#.#6$4&.#$&,$)$/&'3*'2&20$<.&/#00$*4<.&8#4#'3$4#3"&6?$J3h0$)'$*3#.)3*8#$4#3"&6$
3")3$7#$.#,#.$3&$)0$3"#$.#8*0*&'$/5/+#$&,$)$<.&/#00?$l'+*=#$3"#$<.&T#/3$)<<.&)/"E$3"#$
/&'3*'2&20$*4<.&8#4#'3$)<<.&)/"$7&.=0$7#++$*'$)$65')4*/$#'8*.&'4#'3$7"#.#$/")'(#0$
7*3"$.&+#0E$.#0<&'0*9*+*3*#0$)'6$920*'#00$.2+#0$&//2.$,.#D2#'3+5?$J3h0$'&3$2'/&44&'$,&.$3"#$
.#8*0*&'$&,$)$<.&/#00$3&$")8#$'&3"*'($)3$)++$3&$6&$7*3"$J!$d$02/"$)0$9#33#.$)+*('*'($3"#$
&.()'*B)3*&'?$$$
$

$
$
!"#$<.&T#/3$)<<.&)/"E$&'$3"#$&3"#.$")'6E$7&.=0$7#++$*'$)$4&.#$03)3*/$#'8*.&'4#'3$7"#.#$
3"#$&.()'*B)3*&'$")0$3"#$3*4#$3&$)00#00$3"#$0*32)3*&'E$()3"#.$.#D2*.#4#'30$)'6$/+#).+5$
6#,*'#$)'$*6#)+$#'6$03)3#?$!"*0$3.)6*3*&')+$<.&T#/3$)<<.&)/"$")0$9##'$7*6#+5$)//#<3#6$95$3"#$
J!$6#<).34#'3$0*'/#$*3h0$<.#6*/)3#6$&'$3"#$3#/"'&+&(*030h$'##6$,&.$3*4#$3&$()3"#.$
)23&4)3*&'$.#D2*.#4#'30E$6#8#+&<$/&6#E$3#03$*3$)'6$6#<+&5$*3$*'3&$3"#$920*'#00?$!"#$*6#)+$
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03)3#$*0$3&$/.),3$)'$#'8*.&'4#'3$7"#.#$3"#0#$37&$4#3"&60$+*8#$*'$").4&'5$)'6$/&4<+#4#'3$
#)/"$&3"#.?$
$
V&.$4)'5$&.()'*B)3*&'0E$920*'#00$<.&/#00$4)')(#4#'3$4#)'0$<.#<).*'($3"#$&.()'*B)3*&'$
,&.$3"#$&'(&*'($4)')(#4#'3$&,$*30$<.&/#00#0$d$'&3$T203$<.&T#/3$7&.=?$V&.$3"*0$.#)0&'E$+*'#$
4)')(#.0$")8#$9##'$*'8#03*'($*'$3#/"'*D2#0$02/"$)0$_*f$_*(4)$)'6$+#)'$3&$)66.#00$
/&'3*'2&20$*4<.&8#4#'3?$!"#$.*0=$3")3$920*'#00$)'6$J!$).#$(&*'($&,,$*'$6*,,#.#'3$6*.#/3*&'0$
*0$(.#)3$*'$3"#$,)/#$&,$3"*0$3.#'6E$92*+6*'($,2.3"#.$9)..*#.0$,&.$3#/"'&+&(5$3&$02<<&.3$
920*'#00$'##60?$$!)/3*/)+$`2*6#+*'#I$A.()'*B)3*&'0$4203$/.),3$)'$)<<.&)/"$3&$9)+)'/#$3"#$
/2+32.#$)'6$4#3"&60$&,$+&'(F3#.4$<.&T#/3F9)0#6$7*3"$/&'3*'2&20$*4<.&8#4#'3$;&.$4&.#$
*3#.)3*8#F9)0#6>$)<<.&)/"#0$3&$<.&/#00$4)')(#4#'3?$

P&.<&.)3*&'0$")8#$)'3*9&6*#0$3")3$)33#4<3$3&$=*++$*''&8)3*&'?$$$_*f$_*(4)$,&.$#f)4<+#$/)'$
3)=#$6#,#/30$&23E$923$*3$/)'$9#$/&2'3#.$3&$3"#$8#.5$/2+32.#$3")3$*''&8)3&.0$0##=?$P&4<)'*#0$
'##6$3&$<.&3#/3$*6#)0$)'6$*'02+)3#$3"#4$,.&4$3&&$4)'5$4#3.*/0$#).+5$*'$3"#$*''&8)3*&'$
/5/+#?$K#/&('*B*'($3"#$6*,,#.#'/#$9#37##'$4#)02.#4#'3$)'6$/&.<&.)3#$0#+,F)00#004#'3$*0$
*4<&.3)'3?$

U#0*('$3"*'=*'($80?$)')+53*/)+$3"*'=*'($/)'$"#+<?$1')+53*/)+$3"*'=*'(E$7"*/"$4&03$&,$20$7#.#$
3)2("3$*'$0/"&&+$,&/20#0$&'$G7"5$'&3ZH$J3$"#+<0$3&$6*0<.&8#$*6#)0$)0$8)+*6?$U#0*('$3"*'=*'($*0$
*3#.)3*8#$)'6$)++&70$,&.$3#03*'(E$3.*)+$)'6$#..&.?$

;_##$3"#$g&$Y&.+6$@&.6#.0$@+&(E$G-.#8#'3*'($P&.<&.)3#$1'3*9&6*#0$,.&4$n*++*'($
J''&8)3*&'>?$

Financial View of Re-engineering - Opportunities for Iteration 

%#3h0$#f)4*'#$&'#$&,$3"#$4&.#$
*4<&.3)'3$&.()'*B)3*&')+$,)/3&.0E$
3")3$&,$3"#$,*')'/*)+$<#.0<#/3*8#?$
!"*0$(.)<"$.#<.#0#'30$)$,)*.+5$
+).(#F0/)+#$;c\]]Co>$<.&/#00$.#F
#'(*'##.*'($*'*3*)3*8#?$1+3"&2("$
4)'5$<.&/#00$.##'(*'##.*'($
*'*3*)3*8#0$4)5$9#$04)++#.$;*'$6&++).$
0*B#$)'6$3*4#$62.)3*&'>$3"#$
*'8#034#'3k9#'#,*30$<*/32.#$*0$8#.5$
0*4*+).?$J'$3"*0$/)0#E$3"#$,*.03$37&$
5#).0$).#$0<#'3$<+)''*'($)'6$

92*+6*'($'#7$0503#4$,2'/3*&')+*35?$!"#$'#f3$37&$5#).0$).#$0<#'3$03)9*+*B*'($3"#$'#7$
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<.&/#00E$)'6$3"#$+)03$37&$5#).0$.#<.#0#'3$3"#$+*&'h0$0").#$&,$.#)+*B*'($3"#$9#'#,*30?$!"#.#$).#$
&<<&.32'*3*#0$3"*0$)<<.&)/"$/)'$9#'#,*3$,.&4$95$9+#'6*'($*3#.)3*8#$*4<.&8#4#'3$
3#/"'*D2#0$*'$<).)++#+?$
$
V.&4$3"#$,*')'/*)+$<#.0<#/3*8#E$3"#$920*'#00$/)0#$7)0$/.),3#6$)3$3"#$9#(*''*'($&,$m#).$\$)'6$
+&&=#6$&23$,*8#$3&$0*f$5#).0?$V*')'/#$7*++$6#<.#/)3#$3"#$6&++).$,*8#$3&$0*f$5#).0$&23$d$
4#)'*'($)$6&++).$&,$9#'#,*3$*0$7&.3"$+#00$3")'$3"#$6&++).$&,$*'8#034#'3?$$$C&.#$*4<&.3)'3+5E$
920*'#00$/&'6*3*&'0$).#$/&'03)'3+5$/")'(*'(?$Y")3$7)0$6#,*'#6$)0$)$,232.#$03)3#$7"#'$3"#$
920*'#00$/)0#$7)0$6#8#+&<#6$9#/&4#0$&90&+#3#$&8#.$3*4#$)'6$9#'#,*30$6#3#.*&.)3#?$
`#'#.)++5E$3"#$,2.3"#.$&23$9#'#,*3$.#)+*B)3*&'$*0$<+)''#6E$3"#$"*("#.$.*0=$*3$7*++$'&3$4##3$
920*'#00$'##60?$$$

What are common organizational factors that support both approaches? 

!"#$'##6$,&.$/&'3*'2&20$*4<.&8#4#'3$20*'($)'$*3#.)3*8#$)<<.&)/"$6&#0$'&3$(&$)7)5$62.*'($
)$+).(#F0/)+#$.##'(*'##.*'($<.&T#/3?$$U2.*'($3"#$#).+5$03)(#0$&,$<+)''*'(E$3"#$&.()'*B)3*&'$
/&'3*'2#6$3&$<#.,&.4$*3#.)3*8#$*4<.&8#4#'30$3")3$).#$,&/20#6$&'$&.()'*B)3*&')+$

6*0/&''#/30$)/.&00$*30$02<<+5F/")*'$
<.&/#00$)'6$*44#6*)3#+5$3&&=$)/3*&'$
3&$9#33#.$)+*('$3"#$.&+#0$)'6$
.#0<&'0*9*+*3*#0$&,$<#&<+#$)'6$
6#<).34#'30?$!"#$,&/20$&'$
&.()'*B)3*&')+$)+*('4#'3$4&8#6$
9#'#,*3$.#)+*B)3*&'$2<$0&&'#.$*'$3"#$
<.&T#/3$.)3"#.$3")'$7)*3*'($,&.$3"#$
'#7$J!$0503#40$3&$/&4#$&'+*'#?$
@#/)20#$&,$3"#$/&4<)'5h0$)9*+*35$3&$
0#<).)3#$3"#$J!F6.*8#'$9#'#,*30$,.&4$
3"&0#$&,$&.()'*B)3*&')+$)+*('4#'3E$
3"#5$/+)*4$Q]e$&,$3"#$<.&T#/3$9#'#,*30$

7#.#$.#)+*B#6$<.*&.$3&$3"#$'#7$J!$0503#40$/&4*'($&'+*'#?$
$
!"*0$4)=#0$0#'0#$0*'/#$/")'(*'($/2+32.#E$.#0<&'0*9*+*3*#0$)'6$.#<&.3*'($.#+)3*&'0"*<0$3)=#$
3*4#$,&.$)'$&.()'*B)3*&'$3&$)6&<3?$
$
10$3"#$'#7$J!$0503#4h0$:(&F+*8#$6)3#:$'#).0E$0&4#$,2'/3*&')+*35$*0$35<*/)++5$<20"#6$,2.3"#.$
&23?$!"*0$*0$35<*/)++5$62#$3&$3"#$'##6$&,$4)*'3)*'*'($3"#$920*'#00$<+)'$3*4*'($)'6$+*4*3*'($
0/&<#$/.##<?$!"#$,2'/3*&')+*35$3")3$(#30$4&8#6$9#5&'6$3"#$(&F+*8#$6)3#$0"&2+6$9#$4&8#6$
2'6#.$3"#$0/"#62+*'($&,$3"#$/&'3*'2&20$*4<.&8#4#'3$<.&/#62.#0?$1,3#.$3"#$<.&/#00$9#(*'0$
3&$03)9*+*B#E$3"#$+*03$&,$,2.3"#.$*4<.&8#4#'30$'##60$3&$9#$)66.#00#6$95$/&'3*'2&20$
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*4<.&8#4#'3$<.&/#62.#0$4)')(#6$95$<.&/#00$&<#.)3*&'0?$J'$3"*0$#f)4<+#E$3"#$0"*,3$*'$
,&/20$,.&4$)$<.&T#/3F9)0#6$4#3"&6$3&$)$/&'3*'2&20$*4<.&8#4#'3$4#3"&6$#f3#'60$3"#$
9#'#,*30$,.&4$3"#$&.*(*')+$920*'#00$<+)'$)'6$6#+*8#.0$3"#$&<<&.32'*35$3&$)66$4&.#?$
 

Types of IT Organization & Evolution 

 
J!$&.()'*B)3*&')+$35<#0$).#$6#8#+&<*'($*'$.#0<&'0#$3&$3"#$4)32.)3*&'$&,$3.)6*3*&')+$
)<<+*/)3*&'0$&,$3#/"'&+&(5E$3"#$(.&7*'($.&+#$&,$&230&2./*'($)'6$3"#$(.#)3#.$<#'#3.)3*&'$&,$
3#/"'&+&(5$*'3&$)++$)0<#/30$&,$920*'#00?$!5<#0$\$)'6$b$")8#$9##'$,)4*+*).$,&.$0#8#.)+$5#).0?$
!5<#$N$35<*,*#0$4)'5$+#)6*'($J!$&.()'*B)3*&'0$*'$b]]S?$$
1$'#7$&.()'*B)3*&'$35<#$*0$#4#.(*'($d$&'#$3")3$7*++$3)=#$3"#$+#)6$&'$*',&.4)3*&'$)'6$
<.&/#00?$$Y"*+#$*3$7*++$(.&7$,.&4$)'$J!$9)0#E$*30$
<.*4).5$,&/20$7*++$9#$920*'#00$3.)'0,&.4)3*&'$)'6$
03.)3#(*/$)00#30$&,$*',&.4)3*&'E$<.&/#00$)'6$
.#+)3*&'0"*<0?$$Y"#'$4)32.#E$*3$4)5$'&$+&'(#.$9#$
*6#'3*,*#6$)0$)'$J!$&.()'*B)3*&'?$!"*0$<).)++#+0$3"#$
#8&+8*'($.&+#0$&,$J!$+#)6#.0"*<$3")3$`).3'#.$")0$
<.#8*&20+5$&23+*'#6E$*'$7"*/"$3"#$03.)3#(*/$J!$
+#)6#.0"*<$.&+#$7*++$0<+*3$*'3&$920*'#00$3#/"'&+&(5$
)'6$920*'#00$'#37&.=$+#)6#.0?$1'$)+3#.')3*8#$
#8&+23*&').5$<)3"$;7"*/"$`).3'#.$/)++0$!5<#$p$
9#/)20#$*3h0$'&3$<).3$&,$3"#$0)4#$#8&+23*&').5$<)3"$)0$!5<#0$\$3&$Q>$*0$,&.$J!$3&$9#$
#49#66#6$*'$920*'#00$)0$)$6*0<#.0#6$/&44&6*35$3")3$*0$4)')(#6$95$920*'#00$#f#/23*8#0$)0$
<).3$&,$3"#*.$.#(2+).$.&+#0?$J'$3"*0$/)0#E$J!$7*++$35<*/)++5$9#$0&2./#6$)0$<).3$&,$)$9.&)6#.$
920*'#00$<.&/#00?$

Hegemony of the Past vs. Talent Development & Continuous Improvement 

Y#$)++$")8#$+#()/5$2'6#.03)'6*'($&,$7")3$*3$4#)'0$3&$:*4<.&8#$)$<.&/#00?:$V&.$4)'5E$3"*0$
2'6#.03)'6*'($7)0$03)3#6$)0E$:7#$")8#$3&$)23&4)3#$)'6$3.)'0,&.4$)++$3"#0#$4)'2)+$#,,&.30$
3&$0*+*/&'?:$A8#.$3*4#E$3"*0$4&6#+$")0$<.#8)*+#6$)0$)$9#+*#,$3")3$)'5$<.&/#00$#,,&.3$*0$)'$
)23&4)3*&'$#,,&.3?$!"*0$*0$'&3$0&?$1$<.&/#00 *4<.&8#4#'3$*'*3*)3*8#E$#0<#/*)++5$&'#$9)0#6$&'$
/&'3*'2&20$*4<.&8#4#'3E$/)'$9#$)'$&<<&.32'*35$3&$.#0#3$#'3#.<.*0#$#f<#/3)3*&'0$)9&23$
7")3$*0$8)+2#6$)'6$*4<&.3)'3$*'$3"#$9.&)6$/&'3#f3$&,$3"#$#'3#.<.*0#?$P&'3*'2&20$
*4<.&8#4#'3$#,,&.30$7*++$9+#'6$"24)'$)'6$0503#40$'##60$*'$)$<.&<#.$9)+)'/#?$1$=)*B#'$
)<<.&)/"$7*++$)++&7$/2+32.)+$)'6$&.()'*B)3*&')+$/")'(#0$3&$9#$#+#8)3#6$3&$)$+#8#+$)3$+#)03$)0$
*4<&.3)'3$)0$)$'#7$.#<&.3E$&.$<.&/#00$,+&7E$&.$Y#9$0#.8*/#?$$
$
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!"*0$/")'(#$4#)'0$3")3$:0&,3:$
)0<#/30$&,$<.&/#00$
*4<.&8#4#'3$).#$'&3$
.#+#()3#6$3&$),3#.3"&2("30$3&$
9#$.20"#6$3".&2("$)3$3"#$8#.5$
#'6?$
$
J'$.#)+*35E$3"#$.#)+*B)3*&'$3")3$
"24)'F/#'3.*/$'##60$).#$)0$
/.*3*/)+$)0$*',&.4)3*&'F
<.&/#00*'($'##60$*0$'&3$
2'*D2#$3&$/&'3*'2&20$
*4<.&8#4#'3?$J!$0503#40$
6#8#+&<4#'3$)<<.&)/"#0$

")8#$9##'$7&.=*'($7*3"$3"*0$)0024<3*&'$0*'/#$3"#$\[X]0E$3&$&'#$6#(.##$&.$)'&3"#.?$Y")3$*0$
&<<&.32'*03*/$)9&23$/&'3*'2&20$*4<.&8#4#'3$*0$3")3$*3$.#<.#0#'30$)$/)3)+503$3&$/#4#'3$3"*0$
4*'6F0#3$)0$<).3$&,$3"#$#'3#.<.*0#$,)9.*/?$P&'3*'2&20$*4<.&8#4#'3$*0$'#7$3&$4)'5E$)'6$
7*3"$3")3$'#7'#00$)+0&$/&4#0$)'$#f<#/3)3*&'$&,$'#7$8)+2#0$)'6$*6#)0?$_#++*'($3"#$*6#)$&,$
3"#$*4<&.3)'/#$&,$'&')23&4)3#6$)0<#/30$&,$*4<.&8#4#'3$0##40$0&$0*4<+#E$923$4)'5$7*++$
*('&.#$3"*0$)'6$0*4<+5$3&23$/&'3*'2&20$*4<.&8#4#'3$)0$)$,)03$7)5$3&$(#3$'#7$0503#40?$
g&3"*'($/&2+6$9#$4&.#$7.&'(?$$_3.)3#(*/$J4<#.)3*8#I$!"#$/&'3*'2&20$*4<.&8#4#'3$
<"*+&0&<"5$0"&2+6$9#$20#6$)0$)'$&<<&.32'*35$3&$3.)'0,&.4$3"#$#'3#.<.*0#h0$3"&2("3$<.&/#00$
)'6$2'6&$3"#$"#(#4&'5$&,$J3/&'3.&++#6$8*0*&'0$&,$:*4<.&8#4#'3?:$
$
Developing an organizational structure that supports continuous improvement 

$
U#8#+&<*'($)'$&.()'*B)3*&')+$03.2/32.#$
3")3$02<<&.30$/&'3*'2&20$*4<.&8#4#'3$
*0$&'#$&,$3"#$4&03$/")++#'(*'($03#<0$3&$
3)=#?$^#+<*'($#f<#6*3#$3"#$&.()'*B)3*&')+$
/")'(#E$"&7#8#.E$.#D2*.#0$9&3"$+*'#F&,F
920*'#00$4)')(#4#'3$)'6$J!$
<.&,#00*&')+0$9#$,.##$&,$3"#$,*.#F,*("3*'($
3")3$3)=#0$<+)/#$&'$)$6)5F3&F6)5$9)0*0?$
@&3"$/)'$0##$3"#$9#'#,*30$&,$#03)9+*0"*'($
)$(.&2<$&.$<#.0&'$6#6*/)3#6$3&$3"#$
/&&.6*')3*&'$&,$3"#$<.&/#00$)/3*8*3*#0$&'$
)$6)5F3&F6)5$9)0*0?$C)'5$+#)6*'($
&.()'*B)3*&'0$3")3$")8#$#49.)/#6$
920*'#00$<.&/#00$4)')(#4#'3$,&2'6$
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3")3$")8*'($*'$<+)/#$)$<.&/#00$&<#.)3*&'0$4)')(#.$*0$#f)/3+5$7")3$*0$'##6#6?$Y*3"$<.&/#00$
&7'#.0$)'6$,.&'3+*'#$#4<+&5##0$,&/20#6$&'$4)=*'($3"#$4*'23#F3&F4*'23#$6#/*0*&'0$3")3$
4&8#$7&.=$,&.7).6E$3"#$<.&/#00$&<#.)3*&'0$(.&2<$*0$/&'03)'3+5$4&'*3&.*'($<.&/#00$

<#.,&.4)'/#$)'6$/&&.6*')3*'($7*3"$
&3"#.$<).30$&,$3"#$&.()'*B)3*&'$3&$.#,*'#$
<&+*/*#0E$#'")'/#$3"#$3#/"'*/)+$
*',.)03.2/32.#$)'6$)6T203$
)//&2'3*'(k,*')'/#$)<<.&)/"#0?$J3h0$
'&.4)++5$7*3"*'$3"#$<.&/#00$&<#.)3*&'$
(.&2<$7"#.#$<.&/#00$4&6#+*'(E$
4&'*3&.*'(E$)')+50*0$)'6$0*42+)3*&'0$
3)=#$<+)/#?$$M'")'/#$3"#$920*'#00$
<.&/#00$95$6#8#+&<*'($<.&/#62.#0$;,&.$
#f)4<+#E$#F4)*+$'&3*,*/)3*&'0>$3&$
.#4*'6$<.&/#00$<).3*/*<)'30$&,$3"#$
6#/*0*&'0$3")3$'##6$3&$9#$4)6#?$C)=#$
02.#$3"#5$")8#$3"#$/&..#/3$*',&.4)3*&'$
3&$4)=#$6#/*0*&'0$;A23+&&=$/)+#'6).*'($

3")3$0/"#62+#0$<#&<+#$3&$/&4#$3&(#3"#.$)'6$.#0&+8#$6#/*0*&'0$3")3$4203$9#$4)6#>?$
`#'#.)++5$"#+<$,)/*+*3)3#$,.&'3+*'#$#4<+&5##0$7*3"$4&.#$#,,#/3*8#$7)50$3&$4)=#$6#/*0*&'0$
)'6$<#.,&.4$7&.=?$
$
Y"*+#$,&/20#6$&'$/&'03)'3+5$#8)+2)3*'($<.&/#00$<#.,&.4)'/#$)'6$4)=*'($*3#.)3*8#$
*4<.&8#4#'30E$'#7$/&4<#3*3*8#$3".#)30$4)5$+&&4$*'$3"#$4).=#3<+)/#E$'#7$&<<&.32'*3*#0$
4)5$9#$2'/&8#.#6E$&.$&+6#.$J!$0503#40$4)5$'##6$3&$9#$2<(.)6#6?$1'5$&,$3"#0#$4)5$+#)6$3&$
)$+).(#.F0/)+#$.#F#'(*'##.*'($<.&T#/3E$)'6$3"#$<.&/#00$&<#.)3*&'0$(.&2<$*0$*++F#D2*<<#6$3&$
)66.#00$3")3$35<#$&,$/")++#'(#?$!"*0$*0$4)*'+5$62#$3&$3"#$,)/3$3")3$3"#$<.&/#00$&<#.)3*&'0$
(.&2<$*0$0=*++#6$*'$/&'3*'2&20$*4<.&8#4#'3$3#/"'*D2#0$)'6$3*#6$3&$3"#$)''2)+$&<#.)3*'($
926(#3?$
$
1+3"&2("$3"#$J!$6#<).34#'3$4)5$9#$/&4,&.3)9+#$7*3"$4)')(*'($+).(#$/&4<+#f$<.&T#/30E$
3"#5$).#$'&.4)++5$/#'3#.#6$&'$3#/"'&+&(5?$@20*'#00$<.&/#00$.#F#'(*'##.*'($9.*'(0$7*3"$*3$)$
42/"$9.&)6#.$0#3$&,$/")++#'(#0$3")'$T203$3#/"'&+&(5?$$V&.$#f)4<+#E$/2+32.#$)'6$+#)6#.0"*<E$
<.&/#00$(&8#.')'/#E$0=*++0E$)'6$.#<&.3*'($.#+)3*&'0"*<0$).#$4&.#$/")++#'(*'($3&$)66.#00$
3")'$3"#$3#/"'&+&(5$/&4<&'#'3$*'$4)'5$/)0#0?$
$
Y*3"$.#().6$3&$9#03$<.)/3*/#0E$7#$0##$4)'5$+#)6*'($&.()'*B)3*&'0$/.#)3*'($)$<.&/#00$&,,*/#$
3&$&8#.0##$)'6$,)/*+*3)3#$+).(#$<.&/#00$.#F6#0*('$<.&T#/30?$U#<#'6*'($&'$3"#$&.()'*B)3*&'E$
3"#$<.&/#00$&,,*/#$4)5$9#$.#,#..#6$3&$)0$3"#$<.&/#00$/&4<#3#'/5$/#'3#.E$&.$<.&/#00$/#'3#.$
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A'#$+#)6*'($&.()'*B)3*&'$
3")3$)6&<3#6$3"*0$J!F920*'#00$
)+*('4#'3$03.2/32.#$/+)*4#6$
0*('*,*/)'3$/&03$.#62/3*&'0$
*'$3"#*.$J!$&<#.)3*&'0$d$
\Xe$&8#.$)$37&F5#).$<#.*&6?

&,$#f/#++#'/#?$K#().6+#00$&,$3"#$')4#E$3"#$<.&/#00$&,,*/#$9#/&4#0$)$/#'3.)+*B#6$(.&2<$3")3$
9.*'(0$3&(#3"#.$3"#$8).*&20$<.&/#00$6*0/*<+*'#0$,.&4$)/.&00$3"#$&.()'*B)3*&'?$$
$

V&.$#f)4<+#E$_*f$_*(4)$)'6$+#)'$
*'*3*)3*8#0$9#/&4#$)$/.*3*/)+$
/&4<&'#'3q$/&'02+3*'($0#.8*/#0$
)*4#6$)3$"#+<*'($3"#$<.&/#00$
&7'#.0$*6#'3*,5$&<<&.32'*3*#0$
3".&2("$*'6203.5$9#'/"4).=*'($)'6$
/203&4#.$)')+50*0E$)'6$4)*'3)*'*'($
9.&)6#.$&.()'*B)3*&')+$<.&/#00$
4&6#+0$3&$#8)+2)3#$3"#$*4<)/3$&,$
.#6#0*('$/")'(#0?$
 
^#.#E$7#$3)=#$)$/+&0#.$+&&=$)3$)$9#03$
<.)/3*/#$&,$)+*('*'($3"#$J!$
&.()'*B)3*&'$7*3"$<.&/#00?$J3h0$

*4<&.3)'3$3&$'&3#E$"&7#8#.E$3")3$7"#'$3"#$J!$&.()'*B)3*&'$*0$6.*8*'($<.&/#00$*4<.&8#4#'3E$
.).#+5$).#$3"#$.&+#0$&,$<.&/#00$$<.&T#/3$4)')(#.$)'6$<.&/#00$&<#.)3*&'0$4)')(#.$
.#/&('*B#6?$!)=*'($)'$J!F/#'3.*/$)<<.&)/"$3&$<.&/#00$$*4<.&8#4#'3$)'6$4)')(#4#'3$7*++$
35<*/)++5$&8#.+&&=$3"#$9.&)6#.$920*'#00$/")++#'(#0$&,$<.&/#00$(&8#.')'/#$"24)'$
.#0&2./#0E$,*')'/*)+$)'6$)//&2'3*'($*002#0?$V.&4$)$920*'#00$<#.0<#/3*8#E$J!$*0$923$&'#$&,$
0#8#.)+$$6#<).34#'30$3")3$4203$9#$/&&.6*')3#6$3&$)66.#00$3"#$9.&)6#.$&.()'*B)3*&')+$
/")++#'(#0E$)'6$3"#.#,&.#E$920*'#00$$<.&T#/3$4)')(#.0$).#$)$4203?$$!"*0$&.()'*B)3*&')+$
03.2/32.#$02<<&.30$)$:920*'#00$)'6$J!$3#)4:$)<<.&)/"?$^)8*'($*'$<+)/#$4*..&.#6$.&+#0$*'$J!$
)'6$920*'#00$*'/.#)0#0$/&++)9&.)3*&'E$/&442'*/)3*&'$)'6$)$0#'0#$&,$<.&/#00$&7'#.0"*<?$
!"#$03.2/32.#$)+0&$#')9+#0$3"#$J!$6#<).34#'3$3&$,&/20$&'$7")3$*3$6&#0$9#03$)'6$'&3$)++&7$
*30#+,$3&$(#3$6*03.)/3#6$95$3"#$<+#3"&.)$&,$&3"#.$&.()'*B)3*&')+$/")++#'(#0?$$

$
!"*0$*'$32.'$)++&70$,&.$3"#$<.&/#00$<.&T#/3$
4)')(#.$3&$6#)+$7*3"$3"#$&3"#.$/")++#'(#0$
03#44*'($,.&4$)//&2'3*'($/")'(#0E$"24)'$
.#0&2./#0$*002#0$).&2'6$.#<&.3*'($
.#+)3*&'0"*<0E$/&4<#'0)3*&'E$/2+32.#$)'6$
+#)6#.0"*<$*002#0?$A'#$+#)6*'($&.()'*B)3*&'$3")3$
)6&<3#6$3"*0$J!F920*'#00$)+*('4#'3$03.2/32.#$
/+)*4#6$0*('*,*/)'3$/&03$.#62/3*&'0$
*'$3"#*.$J!$&<#.)3*&'0$d$\Xe$&8#.$)$37&F5#).$

<#.*&6?$!"#0#$/&03$.#62/3*&'0$7#.#$62#$3&$#+*4*')3*'($62<+*/)3#6$#,,&.3$*'$3#/"'*/)+$<.&T#/3$
7&.=E$.)*0*'($<.&62/3*8*35$95$,&/20*'($&'$T203$3"#$3#/"'&+&(5$*4<+#4#'3)3*&'E$)'6$9#33#.$
<.*&.*3*B)3*&'$&,$J!$.#0&2./#0$9)0#6$&'$<.&/#00$&7'#.0h$6*.#/3*&'?$
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Avoiding the Pitfalls – Mistakes to Avoid!

P.),3$4#3"&60$,&.$#8)+2)3*'($3"#$#f3#'3$&,$<.&/#00$*4<.&8#4#'3$'##6#6?$
$
j U#8#+&<$,*+3#.0$3")3$<.*&.*3*B#$7"*/"$<.&/#00$*4<.&8#4#'30$7*++$<.&8*6#$(.#)3#03$

/203&4#.$8)+2#?$
j M03)9+*0"$.2+#0$3&$6*,,#.#'3*)3#$<.&T#/30$,.&4$&'(&*'($&<#.)3*&'0?$
j U*,,#.#'3*)3#$3"#$<.&/#62.#0$.#().6*'($)$/&4<+#3#$<.&/#00$.#6#0*('$80?$)$4&6*,*/)3*&'$

3&$3"#$/2..#'3$6#0*('?$
j 16"#.#$3&$03)'6).60$3")3$4)*'3)*'$)$/&44&'$<.&/#00$8&/)92+).5$)'6$'&3)3*&'0?$
 
Process Excellence – Planning for Success 
 
j M'02.#$7")3$5&2$6*6$*0$/&..#/3$;,##69)/=$+&&<>?$
j J6#'3*,5$7")3$5&2$).#$6&*'($*0$&<3*4)+$;&<3*4*B)3*&'$+&&<>?$
j U*0/&8#.$)'6$+#).'$'#7$7)50$&,$7&.=*'($;6*0/&8#.5$+&&<>?$
j U#<#'6*'($&'$3"#$&9T#/3*8#E$6*,,#.#'3$03#<0$*'$3"#$.#8*0*&'$/5/+#$7*++$&//2.?$
 

Multiple Roles of the BPM Plan 

J? 1$<.&/#00$3&$(&$3".&2("$3&$6#+*8#.$.#02+30$
JJ? 1$4#00)(#$3&$3"#$03)=#"&+6#.0$d$7")3$5&2h.#$6&*'($)'6$7"5$
JJJ? 1$<+)'$,&.$)/3*&'$d$<#&<+#E$3*4*'(E$.#0<&'0*9*+*35$
JW? C#)02.#0$,&.$6#3#.4*'*'($02//#00$)'6$+#00&'0$
W? W*02)+*B)3*&'$O$3"#$&'+5$7)5$3#)40$/)'$$*'3#.')+*B#$<.&/#00$*4<.&8#4#'3$

$
1/3*&'I$W)+*6)3#$3")3$5&2.$<+)'$6&#0$#)/"$3)0=$

 
A'/#$3"#$03)(#$*0$0#3$.#().6*'($3"#$920*'#00$/&'3#f3$)'6$03.)3#(5E$3"#$@-C$<+)''*'($<.&/#00$
/)'$9#(*'?$`&&6$<+)''*'(E$"&7#8#.E$6&#0$'&3$/&'0*03$&,$4#.#+5$/.#)3*'($)$:7*0"$+*03:$&,$
3"*'(0$3")3$).#$6#0*.)9+#$d$7"*/"$*0$&,3#'$7")3$5&2$0##$*'$6&/24#'30$3")3$).#$/)++#6$)$<+)'?$
1$(&&6$<+)''*'($#,,&.3$")0$,&2.$.&+#0$3&$0)3*0,5?$
$

;\> V*.03E$3"#$<+)''*'($<.&/#00$4203$6#,*'#$3"#$<.&/#00$3")3$7*++$9#$<2.02#6$3&$(#'#.)3#$
3"#$<+)'E$*'/+26*'($7"&$7*++$9#$<).3*/*<)3*'(E$7"&$7*++$<.&8*6#$*'<23E$7"&$7*++$
<.&8*6#$*'F<.&/#00$,##69)/=$)'6$7")3$&3"#.$6&/24#'30$4)5$9#$20#6$d$)0$7#++$)0$
3"#$0#D2#'/#$&,$03#<0$3&$#f#/23#?$
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;b> _#/&'6E$3"#$<.&/#00$4203$/.#)3#$)$6&/24#'3$&.$.#/&.6$3")3$<.&8*6#0$3"#$.#02+30$3&$
3"#$.#+#8)'3$0").#"&+6#.0?$J3$4203$/&'3)*'$7")3$5&2$).#$(&*'($3&$6&E$7"#'E$,&.$"&7$
42/"$)'6$7"5?$$$

;N> !"*.6E$3"#$<.&/#00$0"&2+6$6*.#/3$&.$0<#/*,5$3"#$)/3*&'$3")3$7*++$&//2.$7"#'$3"#$<+)'$*0$
)<<.&8#6?$K#0<&'0*9*+*3*#0E$<#&<+#E$3*4*'(E$.#<&.3*'($)'6$&8#.0*("3$).#$6#+*'#)3#6$)3$
3"*0$03)(#q$)$3*4#+*'#$*0$20#,2+?$$

;Q> %)03+5E$3"#$4#)'0$&,$4#)02.*'($3"#$02//#00$&,$3"#$6#/*0*&'0$4203$9#$*'/+26#6I$7")3$
4#)02.#0E$7")3$0<#/*,*/$&9T#/3*8#0E$7"&$4#)02.#0$)'6$7"#'E$)'6$7"&$#8)+2)3#0$3"#$
,*'6*'(0$)'6$/.#)3#0$,##69)/=?$

Planning Process Steps – Guide to Action 

\? P.#)3*'($3"#$8*0*&'$
b? U#,*'*'($3"#$(&)+0$)'6$'##60$
N? K#8*#7*'($3"#$.#+#8)'3$#'8*.&'4#'3$
Q? _*B*'($2<$3"#$.#0&2./#0$d$7"*/"$).#$4&03$0/)./#Z$
R? U#,*'*'($3"#$)+3#.')3*8#0$
S? 1(.##*'($&'$3"#$/.*3#.*)$)'6$3"#$7#*("3*'($
a? C)=*'($3"#$/"&*/#0$d$7")3$7#$7*++$6&$;3"*0$*0$'&3$4#)'3$3&$9#$)$:7*0"$+*03:>$
X? J'/&.<&.)3*'($3"#$0<#/*,*/$&9T#/3*8#0$

 
!"#$0#D2#'/#$3&$,&++&7E$029T#/3$3&$3"#$8).*#35$&,$*3#.)3*&'0$3")3$0"&2+6$&//2.E$03).30$7*3"$
/.#)3*'($3"#$vision?$!"*0$*0$)')+&(&20$3&$6.)7*'($)$<*/32.#$&'$3"#$7)++$&,$7")3$)$<.&T#/3$
0"&2+6$+&&=$+*=#$7"#'$*3$*0$/&4<+#3#6?$J3$*0$)'$#f<.#00*&'$&,$3"#$)0<*.)3*&'$d$7"#3"#.$*3$*0$
3&$<2.02#$)'$&<<&.32'*35$&.$,*f$)$<.&9+#4?$!"*0$8*0*&'$*0$3"#'$#f<.#00#6$*'$3#.40$&,$goals!
&.$needs!3&$9#$0)3*0,*#6?$
$
!"#'E$/&'0*6#.$3"#$(*8#'$environment!d3"*0$/&8#.0$)++$3"#$3"*'(0$3")3$(#'#.)++5$5&2$
/)''&3$/")'(#$923$3")3$/&2+6$9#$0*('*,*/)'3$,)/3&.0?$!"#0#$*'/+26#$5&2.$*'6203.5E$5&2.$
/&4<#3*3*&'E$3"#$#/&'&45E$3"#$)8)*+)9+#$)'6$#f<#/3#6$3#/"'&+&(5E$)'6$0&$,&.3"?$-+20$5&2$
'##6$3&$/&'0*6#.$5&2.$)8)*+)9+#$resources!d7"*/"$5&2$/)'$*',+2#'/#$d$)'6$7"*/"$&,$3"#$
.#0&2./#0$5&2$7*++$/&'024#$3")3$).#$3"#$0/)./#03?$!"#$.#)+$<+)''*'($3)0=$*0$3&$)++&/)3#$3"#$
0/)./#03$.#0&2./#$3&$)//&4<+*0"$3"#$(.#)3#03$(&&6?$`*8#'$3")3E$&'#$")0$3&$/.#)3#$)$0#.*#0$&,$
alternatives!3&$#8)+2)3#?$A,3#'E$,#7$&.$'&$)+3#.')3*8#0$).#$/&'0*6#.#6$d$7"*/"$/)'$+#)6$3&$
9)6$.#02+30?$$
$
!"#$0#+#/3*&'$,.&4$3"#$)+3#.')3*8#0$*0$9)0#6$&'$/+#).$)'6$)(.##6F3&$criteria!d$7"*/"$
0"&2+6$9#$7#*("3#6$)0$3&$.#+)3*8#$*4<&.3)'/#?$!"*0$+#)60$3&$)$<.*&.*3*B#6$+*03$,&.$3"#$'#f3$\b$
3&$\X$4&'3"0E$7"*/"$*0$#8)+2)3#6$)()*'03$3"#$.#0&2./#0$3&$6#3#.4*'#$3"#$9#03$0#D2#'/*'($3&$
4)f*4*B#$3"#$.#0&2./#$20#?$!"#$+)03$03#<$*0$3&$*'/+26#$/&'/.#3#$&9T#/3*8#0$3&$4##3?$
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Communications:!Consider!the!Audience!

!"#$03#<$,&++&7*'($3"#$0#+#/3*&'$&,$7")3$7*++$9#$6&'#$*0$3&$6&/24#'3$3"#$4#00)(#$&,$3"#$
.#02+30?$J'$<.#<).*'($3"#0#$4#00)(#0E$5&2$0"&2+6$/&'0*6#.$3"#$)26*#'/#0$5&2$7*++$9#$
)66.#00*'(?$Y"&$.#)++5$/).#0$)9&23$3"#$<+)'Z$
$
M)05$d$3"#$=#5$)26*#'/#$4#49#.0$,&.$3"#$@-C$<+)'$).#I$\>$3"&0#$7"&$7*++$6*.#/3+5$9#'#,*3q$
b>$3"&0#$7"&0#$7&.=$4)5$/")'(#$,&.$#f#/23*&'q$N>$3"&0#$.#0<&'0*9+#$,&.$3"#$#,,#/3*8#$20#$&,$
.#0&2./#0$02/"$)0$,2'6*'($)'6$+)9&.E$02/"$)0$3"#$PVAE$PMA$)'6$#8#'$3"#$9&).6q$)'6$Q>$&3"#.$
*'3#.#03#6$<).3*#0E$02/"$)0$<).3'#.0E$/")''#+$4#49#.0$)'6$02<<+*#.0?$
$

! V*.03$126*#'/#$d$3"#$@#'#,*/*).*#0$
! PMAE$PVAE$A3"#.$-.&T#/3$_<&'0&.0$
! !"#$U&#.0$d$U#8#+&<#.0E$A<#.)3&.0$
! A3"#.$J'3#.#03#6$-).3*#0$d$W#'6&.0$

$
@#'#,*/*).*#0$&,$3"#$<+)''#6$<.&T#/30$7*++$7)'3$3&$0##$/&',*.4)3*&'$&,$3"#$T&*'3$7&.=$3")3$
7)0$6&'#$3&$/.#)3#$3"#$920*'#00$/)0#$,&.$3"#$*'8#034#'3?$!"*0$4)5$),,#/3$&3"#.$<+)'0$
.#+)3*'($3&$.#0&2./#0E$'#7$0#.8*/#0E$9#33#.$<#.,&.4)'/#$)'6$0&$,&.3"?$g&'#$&,$3"*0$0"&2+6$9#$
)$02.<.*0#$3&$3"#$9#'#,*/*).*#0$9#/)20#$3"#5$0"&2+6$")8#$9##'$)/3*8#$)0$0<&'0&.0?$g)32.)++5E$
3"&0#$<#&<+#$7"&$7*++$9#$6&*'($3"#$7&.=$7*++$9#$8#.5$*'3#.#03#6$d$)'6$3"#5h++$7)'3$3&$0##$
7")3$.#02+30$).#$6#3)*+#6$3")3$.#<.#0#'30$3"#*.$/")++#'(#0$)'6$02//#00#0?$_#'*&.$#f#/23*8#0$
7)'3$3&$9#$02.#$3")3$)++&/)3#6$.#0&2./#0$).#$9#*'($20#6$3"#$9#03$7)5$<&00*9+#$)'6$3")3$3"#*.$
/&'024<3*&'$7*++$,2+,*++$7")3$3"#$/&4<)'5$*0$3).(#3*'(?$!"#5$/)'$0##$*,$3"#*.$#f#/23*8#0$).#$
#,,#/3*8#$<+)''#.0?$V*')++5E$3"#.#$).#$#f3#.')+$<).3*#0$3")3$4)5$9#$#*3"#.$9#'#,*/*).*#0$&.$
<&3#'3*)+$.#0&2./#0?$
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Project Governance – Making Good Decisions 

`&&6$<+)''*'($9#'#,*30$,.&4$)$/+#).$)'6$<29+*/$)/3$&,$)23"&.*B)3*&'$3")3$3"#$<+)'$*0$,&.4)++5$
)<<.&8#6$95$)'$)<<.&<.*)3#$6#/*0*&'F4)=*'($9&65?$!"*0$*0$3"#$,2'/3*&'$&,$governance?$!"#$
3#.4$:(&8#.')'/#:$")0$42+3*<+#$20#0$d$0&4#$)0$9.&)6$)0$3"#$)/3$&,$4)')(#4#'3$*30#+,?$@23$
3"#$#00#'/#$&,$(&8#.')'/#$*'/+26#0$3"#$)/3$&,$4)=*'($6#/*0*&'0$d$02/"$)0$3"#$)<<.&8)+$&,$
3"#$<+)'E$),3#.$/&'0*6#.*'($920*'#00$/)0#0$)'6$4)=*'($)6T2034#'30?$
$

! -+)'$
! J4<+#4#'3$
! C)')(#$
! C&'*3&.$P&4<+*)'/#$

$
$!"*0$)66#6$*4<.*4)32.$#03)9+*0"#0$3"#$0#.*&20'#00$&,$3"#$<+)'$3")3$4#)'0$*3$/)''&3$9#$
+*("3+5$*('&.#6$&.$6*03&.3#6$7*3"&23$/&'0#D2#'/#0?$!"#$0#/&'6$4)T&.$,2'/3*&'$&,$
(&8#.')'/#$*0$&8#.0*("3E$&.$3"#$.#0<&'0*9*+*35$3&$3.)/=$)'6$4&'*3&.$3"#$.#02+30$&,$3"#$

6#/*0*&'0$4)6#E$0&$3")3$9#33#.$#f#/23*&'$&.$
9#33#.$6#/*0*&'0$/)'$9#$*4<+#4#'3#6?$$@-C$
<+)''*'($9#'#,*30$,.&4$3"*0$<.)/3*/#?$$$
$
@#03$(&8#.')'/#$<.)/3*/#0$(#'#.)++5$*'/+26#$
)$,&.4)+$9&).6$&.$/&2'/*+q$4#49#.0$3")3$).#$
)$,#6#.)3*&'$&,$920*'#00$4)')(#.0E$J!$03),,$
)'6$<#.")<0$,*')'/#q$)'$)(.##6F&'$4)''#.$
&,$.#)/"*'($6#/*0*&'0$;02/"$)0$/&'0#'020$&.$
8&3*'(E$7*3"$3"#$&<3*&'$&,$0&4#$8&3#.0$&.$)'$
)68*0&.5$6#/*0*&'$4)=#.$")8*'($4&.#$
7#*("3>q$)$.#D2*.#6$,&.4)3$,&.$0294*33*'($
/)'6*6)3#$*'8#034#'30$;3"#$920*'#00$/)0#>q$
3".#0"&+60$3&$/&'3.&+$3"#$'249#.$&,$
*'8#034#'30$2'6#.$/&'0*6#.)3*&'$;<#.")<0$

\]$3&$b]$'#7$*3#40>q$)'6$)'$#03)9+*0"#6$<+)''*'($"&.*B&'$)'6$)$0/"#62+#$&,$4##3*'(0?$
$
J3$*0$/&44&'$3&$")8#$)$4)T&.$6*.#/3*&'F0#33*'($.#8*#7$annuallyq$*4<&.3)'3$.#8*#70$,&.$
)6T2034#'30$every!three!or!four!monthsE$)'6$03)320$.#<&.3*'($<+20$/&'0*6#.)3*&'$&,$2.(#'3$
'##60$&.$/")'(#0$4&'3"+5?$C&'*3&.*'($3")3$3"#$<.&<#.$#f#/23*&'$&,$3"#$6#/*0*&'0$*0$
&//2..*'($*0$*'/+26#6?$A//)0*&')++5$3"#.#$4)5$9#$6*0<23#0$3")3$/)'$9#$.#,#..#6$3&$)$"*("#.F
+#8#+$9&).6?$
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Best Practice Framework - ITIL 

!"#$J',&.4)3*&'$!#/"'&+&(5$J',.)03.2/32.#$
%*9.).5$;J!J%>$*0$)$0#3$&,$/&'/#<30$)'6$
3#/"'*D2#0$,&.$4)')(*'($*',&.4)3*&'$
3#/"'&+&(5$;J!>$*',.)03.2/32.#E$6#8#+&<4#'3E$
)'6$&<#.)3*&'0?$$J!J%$.#(&('*B#0$)$'249#.$&,$
=#5$6*0/*<+*'#0$*'$J!$_#.8*/#$C)')(#4#'3?$

!"#$J!$&<#.)3*&'$'##60$3&$2'6#.03)'6$3"#$
@20*'#00$-#.0<#/3*8#E$0&$3")3$)<<.&<.*)3#$
0#.8*/#0$;_#.8*/#$C)')(#4#'3>$3")3$)+*('$7*3"$
920*'#00$'##60$/)'$9#$<.&8*6#6?$

! !"#$0#.8*/#0$).#$3"#'$/&'03.2/3#6$7*3"$
)'$&<#.)3*&')+$4)')(#4#'3$/&4<&'#'3$
7"*/"$(#'#.)++5$")0$+*33+#$,.&4$6*.#/3$
/&'3)/3$7*3"$/+*#'30$;_#.8*/#$U#+*8#.5>$
)'6$)$_2<<&.3$,2'/3*&'?$

! J!$1<<+*/)3*&'0$).#$/.#)3#6$;&.$
<2./")0#6$)'6$3"#'$*4<+4#'3#6>$)'6$
4)*'3)*'#6?$

! 1++$&,$3"*0$.2'0$&'$3"#$J',.)03.2/32.#?$
! C)')(#4#'3$&,$J!$_#/2.*35$)'6$

<.&8*6*'($)<<.&<.*)3#$0503#40$)//#00$
&8#.+)<0$4&03$&,$3"#$&3"#.$6*0/*<+*'#0?$

M)/"$&,$3"#0#$6*0/*<+*'#0$.#+5$&'$)$0#3$&,$*'3#.+'=*'($<.&/#00#0$3&$02<<&.3$3"#4E$7*3"$3"#$
/&.#$_#.8*/#$_2<<&.3$<.&/#00#0$&23+*'#6$9#+&7$*'$5#++&7E$)'6$3"#$_#.8*/#$U#+*8#.5$
<.&/#00#0$*'$9+2#?$

J!J%$02((#030$3")3$)'5$0#.8*/#$*4<.&8#4#'3$'##60$3&$)66.#00$<#&<+#E$<.&/#00$)'6$
02<<&.3*'($3#/"'&+&(5$*002#0$*'$3)'6#4E$0&$#)/"$+#8#+$*0$9#$9.&=#'$6&7'$*'3&$3"#0#$3"#4#0$
*'$3"#$,&++&7*'($3)9+#?$
$
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Level Culture Process Technology

5!
Optimizing!

IT!as!business!enabler.!

IT!fully!integrated!with!the!business!
value!chain.!

Optimised,!proactive!and!pre"
emptive!process.!

Integration!at!all!levels,!
including!partners.!

4!
Predictable!

IT!as!partner!in!realising!business!
strategy.!

Business!focused!culture!with!an!
understanding!of!the!wider!issues.!

Integrated!service!management.!
Mainly!proactive!process.!
Inter" and!intra"process!team!
working.!

Continuous!measurements!
provide!business! ‘dashboard’!

3!
Standardized

IT!as!service!provider.!
Customer!satisfaction.!

Customer!related!performance!
measures.!

Occasionally!proactive!process.!
Clearly!defined!interfaces!between!
roles.!

Largely!integrated!tools!with!
real"time!technical!
‘dashboard’.!

2!
Repeatable

Service!portfolio!focus,! little!input!from!
business.!

Customer!awareness!and!promotion.!

Defined!service!support!processes!
and!procedures.!
Largely!reactive!responses.!

Some!standardisation!and!
integration!of!tools.!

1!
Initial

IT!is!an!infrastructure!provider!
(hardware,!software,!networks)!
Cost!and!technical!outcomes!drive!
investment.!
Technical!heroes.!

Loosely!defined!processes!and!
procedures.!
Reactive!response!to! issues.!

Ad!hoc!systems!and!process!
management!tools.!

$
$
M8#'$<.&(.#00$&'$3"#$+#8#+$&,$<.&/#00$6*0/*<+*'#$3&$9#$)33)*'#6$*0$<).3$&,$3"#$<+)'?$_&$
2'6#.03)'6*'($5&2.$4)32.*35$+#8#+$/)'$9#$20#,2+$*'$+)5*'($&23$3"#$&<3*4)+$<+)'?$J3$*0$'&3$

04).3$3&$<+)'$9#5&'6$3"#$.#)0&')9+#$/)<)/*35$&,$7")3$
/)'$9#$)//&4<+*0"#6?$$_#.8*/#$/&4<&'#'30$7*3"$
4)32.*3*#0$)3$okF$&'#$+#8#+$/)'$/&F#f*03$3&(#3"#.$
.#)0&')9+5$7#++?$$133#4<3*'($)'$*4<.&8#4#'3$&,$4&.#$
3")'$&'#$+#8#+$*'$)$0*'(+#$<.&T#/3$")0$)$"*("$.*0=$&,$
,)*+2.#?$$$
$

$
!
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Conclusion 

1'$&.()'*B)3*&'r0$*',&.4)3*&'E$<.&/#00#0$)'6$&3"#.$*'3)'(*9+#$)00#30$)//&2'3$,&.$4&.#$3")'$
X]$<#./#'3$&,$*30$4).=#3$8)+2#E$)//&.6*'($3&$3"#$J!$`&8#.')'/#$J'03*323#s$;J!`J>?$$
g&$Y&.+6$@&.6#.0$"#+<0$/&4<)'*#0$/&&.6*')3#$)'6$6#<+&5$3"#*.$.#0&2./#0$9#33#.$)/.&00$
)<<+*/)3*&'E$6)3)E$<.&/#00E$(#&(.)<"*/E$)'6$&.()'*B)3*&')+$9&2'6).*#0?$$P&4<)'*#0$")8#$
3.)6*3*&')++5$,&/20#6$&'$,*')'/*)+$/)<*3)+$&8#.$"24)'$/)<*3)+?$g&7$3)+#'3$*0$&'#$&,$3"#$
9*((#03$0&2./#0$&,$03.)3#(*/$8)+2#$3&$/&4<)'*#0?$$$@-C$"#+<0$#4<")0*B#$3")3$J!$*0$.#)++5$)$
0#.8*/#$3&$3"#$920*'#00$O$)'6$3"#$920*'#00$*0$)++$)9&23$<#&<+#?$
$
P&4<)'*#0$4203$9#/&4#$4&.#$/&4<#3*3*8#$95$/&&.6*')3*'($)'6$6#<+&5*'($3"#*.$)00#30E$
6)3)E$)'6$<.&/#00$='&7+#6(#$4&.#$#,,#/3*8#+5$3&$0#.8#$(+&9)+$/203&4#.0$)/.&00$42+3*<+#$
+*'#0$&,$920*'#00?$m#3$*'$4)'5$,*.40E$3"#$.#0&2./#0$.#D2*.#6$3&$6#+*8#.$&'$3"#0#$*'*3*)3*8#0$
).#$+&/=#6$7*3"*'$G0*+&0H$&.$6*,,#.#'3$+*'#0$&,$920*'#00?$$
$
!)+#'3$*0$9#/&4*'($0/)./#.E$)3$)$3*4#$7"#'$/&4<)'*#0$'##6$4&.#$&,$*3$*,$3"#5$).#$3&$
/&4<#3#$&'$)$(+&9)+$03)(#?$$1'6$/&4<)'*#0$*'$3"#$6#8#+&<#6$7&.+6$/)'$'&$+&'(#.$
)23&4)3*/)++5$)33.)/3$3"#$9#03$<#&<+#$,.&4$3"#$.#03$&,$3"#$7&.+6?$$C)')(*'($)'6$+#)6*'($
3)+#'3$3&$6#.*8#$8)+2#$,.&4$3"#$<.&/#00#0$3"#5$*4<+#4#'3$*0$9#/&4*'($*'/.#)0*'(+5$
*4<&.3)'3?$

_#<).)3*'($<.&/#00#0$9#37##'$3"&0#$3")3$7*++$#')9+#$6*,,#.#'3*)3*&'$)'6$3"&0#$3")3$).#$
4&.#$/&44&6*3*B#6$7*++$9#$)$/.*3*/)+$03#<$*'$/.#)3*'($03.)3#(*#0$3&$#')9+#$#'3#.<.*0#$)(*+*35$
7*3"&23$/&4<.&4*0*'($<.&/#00$)'6$6)3)$*'3#(.*35?$$!"#.#,&.#E$C)')(*'($*''&8)3*&'$*0$&'#$

&,$3"#$4&03$6)2'3*'($/")++#'(#0$3")3$920*'#00#0$
,)/#?$$$

g&3$&'+5$6&$3"#5$'##6$3&$/&4#$2<$7*3"$'#7$*6#)0E$
923$3"#5$)+0&$'##6$3&$,&03#.$)$/2+32.#$3")3$
#'/&2.)(#0$)'6$.#7).60$*''&8)3*&'?$A3"#.7*0#E$
3"#5$.*0=$9#*'($&8#.3)=#'$95$3"#*.$/&4<#3*3&.0?$g&$
Y&.+6$@&.6#.0$/)'$"#+<$5&2.$/&4<)'5$92*+6$3"#$
.*("3$,.)4#7&.=$,&.$*''&8)3*&'?$$

Y"#3"#.$5&2$7*0"$3&$/)<*3)+*B#$&'$5&2.$03.#'(3"0E$
&.$3.)'0,&.4$<.&/#00#0$3&$&<3*4*B#$)'6$*''&8)3#E$@-C$<.&8*6#0$)$<&7#.,2+$/&49*')3*&'$&,$
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