Business process management

BUSINESS PROCESS MANAGEMENT

Introduction
For every business there is a process in place. For some businesses, there are a number of laid down processes. These processes actually form the building units of the business which is pre-requisite to end results of the business. Zairi (1997) defined a process as an approach for converting inputs into outputs. Davenport (1993) defined process as a structured, measured set of activities designed to produce a specified outcome for a particular customer or market.W e need to realize that these processes might be performed routinely by members of staff of the organisation who are also the operators, without bearing the ultimate end results in mind. The operators carry out their duties normally as expected of them. This oftentimes leads to business processes being carried out but desired end results not fully achieved and therefore little value added.
Objectives
When we say processes here, it is not as per systems or technology but it involves people and the methods of performing these operations, as Smith and Fingar (2003) pointed out, process management is not another form of automation. However, we can view it as increasing the use of information technology to coordinate activities of people and resources. Paim et al (2008). There is therefore a need for the department that will be instrumental in an organisation to drive processes to ensure that these processes are well carried out. Paim et al (2008) state that managing business processes is a "day to day" activity where there are necessary tasks to be performed in order to drive processes in an organization. This department would be the Business Process Management department. Business process management enables organizations to increase productivity significantly and at the same time reduce time cycles in creating and adapting processes, but requires significant changes in organizations' managerial, and particularly cultural, practices. (Harmon, 2003; Piam, 2002; McCormack, 2001; Schein, 1997; Davenport, 1993). Business Process Management should not however, be used to replace Business Process Re-engineering but rather to co-ordinate activities of re-engineering. Lee and Dale (1998) proposed that BPM is a relatively new field and according to (Davenport, 1993; Hammer and Champy, 1993; Hammer 1990, cited in Dale and Lee, 1998), a lot of attention had been focused on BPR, despite this fact BPR has failed to deliver the expected results, according to writers such as (Harrington 1998; Deakins and Makgill 1997; Malhorta 1996; Mumford and Hendrick 1996). From this argument, we deduce BPM model.
The objectives of this model will be to control, coordinate and structure processes by:
Setting principles to guide the processes, deadlines to meet processes, turn-around time to achieve a set process.

Close monitoring of processes which also includes reduction of costs, and sanctions to be meted out in the case of a failure to meet with the set processes.

Periodical performance measurement through appraisal exercises. This should immediately be followed by rewards and motivations for processes performed appropriately.

Creating a sort of "helpdesk" in the process management department to ensure that processes are uniform and consistent in all branches and business offices of the organisation. This portrays the organisation as having a standard and an identified brand in every office.

To achieve an overall effect of excellent service delivery and total customer satisfaction.

Zairi (1997) defined Business Process Management as a structured approach to analyse and continually improve fundamental activities such as manufacturing, marketing, communications and other major elements of a company's operations. These operations however, are customer focused which is the ultimate end result from the process management. Lee and Dale (1998) also suggested that the BPM is intended to align the business processes with strategic objectives and customers' needs. If the overall effect of the BPM model therefore is to achieve total customer satisfaction through an excellent service delivery, then it is important to note that BPM is a very critical factor in driving a business. It cannot be overemphasized that total customer satisfaction brings about customer loyalty which is alternate to the growth and profitability of the business. Maddern et al (2007).
GROWTH AND PROFITABILTY
Now that the basics have been mapped out by the BPM department and their objectives clearly stated it is however important to emphasize that the BPM in itself is not the top management of the company/business but a department with the direct responsibility of ensuring processes yield customer satisfaction and profitability. The BPM itself should report to the top management. They would not be limited to co-ordinating and monitoring day to day activities alone, they would give feedback to the top management on operational performance. The top management in turn would be directly involved with the department by giving support in terms of resources, taking concise and effective decisions and resolving conflicts where required while promoting acceptance of the department by other units within the organization. Al-Mudimigh (2007). Zairi (1997) however has a different point of view where he suggests that "BPM is fundamentally a senior management objective because they are responsible for the vision, determining strategies, designing processes, lowering barriers and enabling employees to contribute". The bottom-line however, going from the two arguments is that the top management is directly involved in the BPM. This is because the onus of making profits for organization lies on the top management.

Lee and Dale (1998), after examining the BPM application in a case study of a business unit in an organisation found that the principles of BPM espoused by the corporate organisation and its approach to BPM application is along the lines of best practice, "however in the business unit examined, there is an inadequate understanding of BPM and the application of BPM principles is haphazard"(p.223). It is true that this is a relatively new field but the BPM is being largely embraced by organizations having identified the goals and objectives of the model.
Conclusion
Business process management basically is a model which co-ordinates a system to perform operations appropriately or as expected and designed. To ensure that this is done, the process management has to deal with the flow of objects in businesses or service rendering systems and see that the "baton is passed along the process stages" in the organization's day-to-day activities. Usually, the stages are performed by different units in an organization. These objects range from materials, equipment, capital, people to ideas and knowledge that - to make the job of the business process management a little more difficult - in many cases must "go together", within and between organizations, in an articulated, synchronized, integrated and coordinated manner. Piam et al (2008)

The objectives of the Business Process Management is however, open to continuous improvement and modifications as the case maybe. This is because processes are dynamic just as people are, and customers are, so there should be a flow with the going trend to suit the needs of customers while still upholding the vision and mission statement of the business organisation. Zairi (1997) pointed out that BPM can make processes adaptable i.e. being able to meet changing customer and business needs.

In conclusion managing a business means managing its processes. (McCormack and Johnson, 2001).
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