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Business Processes (BPs) 

Activities 

Organisation Humans 

IT systems Data 

Other resources 

Business  
goal 
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Request For Change (RFC) Management BP 

Analyse RFC and  
give an answer  

Requester 
(Participant 1) 

Participants 

RFC 
IT systems 

RFC approved  
or cancelled 
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RFC Management BP Diagram 
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Business Process Management 

BP modelling & analysis (simulation) Configuration 

Evaluation 
Execution and monitoring 

Execution 
 logs 

Process  
repository 

Process designer System architect 

process analysts Process participants 



Congreso Académico ITGSM13 ï Diapositiva   9 

Need to Measure 
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Measure for the Manager 

BAM 

Manager 

To keep the business under control 
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Measure for Employees  

To keep them motivated 

If we get an EFQM +200 certification, then 
we will get an extra payment 

Employee 
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Measure for Customers 

To pay according to the QoS 

Customer 
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Key Performance Indicator (KPI) 

KPIs are quantiýable metrics that an organisation 
uses to measure performance in terms of meeting 
its strategic and operational objectives. 

[A. Neely et al., 2005] 
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KPI Example 

The average class attendance should be increased 
by 15% during this course 



Congreso Académico ITGSM13 ï Diapositiva   15 

Process Performance Indicator 

KPI1 KPIn 

é 

BPn BP1 

é 

PPI1-1 PPI1-n 

é 
PPIn-1 PPIn-n 

é 
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PPI vs KPIs 

KPIs 

PPIs 


