




Currently there are over 750 active business users mapping processes, 70 users creating 

dashboards, and about 1000 users that are consulting them on a regular basis. 

"Most of the 800 or so people who were involved with the Operational Excellence 

initiative have by now moved back into the business," says the head of the BPM 

Capabilities group. "They are doing Operational Excellence from within rather than 

externally with consultants. And they are responsible for their own success." 

Results Achieved 

Containing travel expenses was just one of the near-term goals of Operation Excellence. 

"To see how much the company was spending on flights, we established KPls and pulled 

data from all sorts of technologically disparate back-end systems," says the head of BPM 

Capabilities. "It was apparent that too many people were booking flights too close to the 

flying time. Green Belt projects told us that we needed to manage travel more carefully. 

We are improving the way we do business based on facts." 

The BPM Capabilities group also helped the company improve supporting HR processes. 

"The company had decided to outsource some of its HR functions to Service Delivery 

centers off-shore," says the head of BPM Capabilities. "We started by defining the 

different KPls related to the service level agreements the offshore vendor adheres to. 

We asked a lot of questions. How quickly are calls answered by outsourced HR services? 

What is the rate at which issues are resolved on the first call? How many cases are there 

and how efficiently are they being handled?" 

Together with HR, the BPM Capabilities group defined the KPls and helped propose a 

solution. 

"We implemented an iGrafx dashboard solution that allows the HR manager to monitor 

and analyze how the offshore Service Delivery centers were performing," says the head 

of BPM Capabilities. "As it turned out, those centers were performing poorly, so the 

company decided to go back to exclusive in-sourcing, a solution they had never previously 

considered as cost-effective." 

"We proved to ourselves that you can only improve business processes by measuring 

first, then basing intelligent decisions on those measurements," says the head of BPM 

Capabilities. "This is why the iGrafx solution is so important to us. If we didn't have the 

system, how would we be able to prove that we are making genuine improvements? 

You cannot improve what you cannot see." 
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