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Enterprise Process Modeling & Architecture A

INTRODUCTION

Purpose of This Document
Today’ s economic pressure is demanding business value out of every IT dollar spent.

For years I T has strived to achieve value back to the business by focusing attention on a number
of different areas including ROl measurements, architecture, integration, process re-engineering,
etc. Some of these IT initiatives met their business value expectations, but many did not.

A common thread across those initiatives that met expectations, was bal ancing the focus across
People, Process and Technology to delivery a complete solution targeted at core business needs.

This paper focuses on the Process component of solutions and describes an approach that will
ensure all of your IT efforts are aligned with your strategic objectives. Step onein getting
business value out of your IT dollar is everyone having a consistent, coherent view of how your
enterprise operates. That baseline understanding is necessary for every team member to
understand their importance and value to the business.

Apex IT welcomes the opportunity to share this process modeling approach and invites
you to explore with us the value it can bring back to your business operations.
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A Enterprise Process Modeling & Architecture

1 ENTERPRISE PROCESS MODELING & ARCHITECTURE

Enterprise business process modeling is a critical building block to establishing an agile, robust
Enterprise Architecture that can keep pace with your fast moving business.

An effective Enterprise Architecture initiative that helps tune your IT planning and devel opment
to the needs of the businessis necessary in today’ s struggling economy. The goals of enterprise
architecture for your company should mirror your strategic objectives which may include:

e Set and achieve demanding Customer Satisfaction goals

e Drivecross sdlling from holistic view of Customer

e Establish smooth, mutually valuable Inter-Enterprise processing

e Improve operational effectiveness

o Establish agile processing environment that creates new business opportunities
e Improvetime to market of new products and services

e Reduce costs by improving efficiencies

e Improve decision making with accurate ‘real time’ monitoring & reporting

Enterprise business process modeling is the first building block in aligning your IT initiatives
with your strategic business objectives. The goal is to ensure your IT initiatives maximize their
potential value to the operations of the company and your profit margin. The process model
communicates to business and I'T personnel how the objectives of the business are fulfilled
through the processes of your business. Defining your IT initiatives based on this model and
leveraging the model during all phases of the project means business value centered I T projects.
All too often projects become exercises in deploying technology; this approach prevents that
common problem by driving projects from the business operations perspective.

These process models are functional, process oriented and application independent. Initial steps
in devel oping the enterprise model will include defining enterprise actors, enterprise functions
and your core high level enterprise processes. Functions replace applications when describing the
flow of aprocess.

In defining your enterprise architecture, you will assign these functions (and supporting data) to
your suite of enterprise applications. The ideaisto maintain a business focus within this process
model that does not require heavy maintenance of the process model when IT application changes
are implemented.

In many cases, the processes a company uses are heavily influenced by the applications that
support the processes. This can significantly decrease the time and effort necessary to bring new
feature rich applications into your business operations. In those instances, the development of
your process definitions may first require education on the software package to understand the
impact on your ‘To Be' Enterprise Business Process Model.

Enterprise Business Process Modeling
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2  ENTERPRISE PROCESS MODEL (EPM) DEFINITION

2.1 Bring together Business Operations and IT

The EPM isthe
foundation,
framework and

guidepost to ensure

successand a
significant ROI.

Establish
common process
language that
bridgesthe gap
between business
operationsand IT

Based on Use
Case modeling
enhanced with
diagrams

L everages your
existing toolsets
and prior process
work

The Enterprise Process Model is established as the medium for communicating
how you operate your business. It isintended for multiple audiences each with
differing views of the business operations. The typical group of readers will
include personnel in both your business operations and your IT development
organization.

This Enterprise Process Model will serve as the foundation, framework and
guidepost necessary to ensure your 1T investments return the highest possible
value to the business.

The approach and overall structure of the model will be consistent with what is
defined in this document. However, to ensure thisis an effective communication
tool for your business that will have lasting value, we will tailor the format to
meet your needs. For example, diagrams are an important communication tool to
describe processes. Diagrams can be created using awide variety of tool sets.
We will work with you to incorporate diagrams that are consistent with your
existing toolset and effective in communicating to a broad reader audience.

The model will first define Enterprise Actors and Enterprise Functions to
establish consistent definitions to be used in the process model use cases. The
enterprise process model will contain 3 levels of progressive detail to describe
your Enterprise Business Operations. These levels are described in more detail in
later sections.

e Level 1: Enterprise Processes— High Level
e Level 2: Enterprise Processes—Mid Level
e Level 3: Enterprise Processes — Low Level Detailed Scenarios

Each processin each level will be documented with a use case and a diagram to
improve the readability across a diverse reader audience. In some cases, if the
diagram does not improve the readability of the use case, it may be left out.

Enterprise Business Process Modeling
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A Enterprise Process Model (EPM) Definition

2.1 Enterprise Process Model and Workflow vs. Process Automation

Some of today’ s big buzz is around Workflow and Process Automation.
The EPM Workflow can be defined as system controlled processes that require
captures coordinating manual efforts to fulfill abusiness process. Process Automation is
interaction defined as processes (or sub-processes) where logic and algorithms can be
requirements developed to automatically complete a series of tasks with no manual interaction.

that arevital to
your business's
integration
architecture.

The enterprise process model will capture interactions between the actors and
your enterprise functions. It will also document interactions between enterprise
functions. In capturing these interactions the model contains the information
necessary to define the business value of workflow and process automation
solutions. This approach, which is rooted in how you do business, should ensure
the highest value is returned to your business operations.

7 Enterprise Business Process Modeling
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2.2 EPM: Value to Software Development Lifecycle

Common, clear,
well under stood
goalsarecritical to
the success of any
team.

Usean EPM asthe
guidepost to
establish common
IT goalsthat are
aligned with your
business objectives

Application

ar chitects,
designersand
developersare
mor e effective
when they
understand the
businesstheir
solutions will
support

EPM establishes
the best framework
for system and user
acceptance testing
becauseit isaligned
to your strategic
objectives and
enterprise
processes

The outline below highlights some of the value your Enterprise Process Model
brings to the software development lifecycle.

Analysis

— Documents Business Processes for use by IT projects

— Defines High Level Enterprise Architecture Functional Requirements

— Defines Interactions between the functions (systems) and other actors
— ldentify and define process automation & workflow requirements
— ldentify and define human to system function interactions

— “Asls’ Use Cases and diagrams (optional)

Process Re-engineering

— “Asls’ process model as start for re-engineering “ To Be” processes.
“To Be” Use Cases - Ided State (pre-selection)
“To Be" Use Cases - in Solution Context (post-selection)

Fit/Gap

— Use cases are used to focus discussion in conference room pilot sessions

— Use cases are updated to leverage delivered functionality, best practices,
and system fit/gaps

— Gap/Fit ties configurations / customizations required to use cases
Detailed Design

— Big picture perspective / framework to guide functional design decisions
— Contains requirements that must be addressed in detail design

Prototype and Build

— The process model provides critical high level perspective to the
development team on the value of their components to the bigger picture.

—  Use Cases communicate to developers the functional intent of their work
Testing
— Use cases are leveraged by developers in defining unit test plans
— Leverage framework as a guide for developing UAT and system test plans
— Use Cases can be used as basis for user acceptance test scripts
Training
— End Users, IT Projects, New Employees, IT Consultants:

EPM as a communication tool for training personnel on your business.
Post-Production

— Establishing the impact of application changes (replacements, upgrades,
major enhancements) on your business operations.

Enterprise Business Process Modeling
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Enterprise Process Model (EPM) Definition

2.2 Enterprise Process Model Approach

The development
of the EPM
should bea
collabor ative
effort across your
businessand IT
organizations.

The Enterprise Process Model is developed through a coordinated effort with
your business analysts, business operations (all levels) and your IT
architects/project managers.

Theinitial deliverables are focused on functional views of the enterprise and
identify both enterprise processes and enterprise functions. Y ou can think of the
functions as a grouping of features, that when executed together, complete a unit
of work. Business processes describe the flow of the business operations across
one to many functions.

The process model, while enterprise in scope, can be developed incrementally
once the initial framework of the model is established. Theinitial framework
includes definition of the Enterprise Actors, Enterprise Functionsand Level 1
Enterprise Processes.

The model will consist of multiple levels of detail for different processes
depending on the needs of the client. Numeric levels are incrementally assigned
as we progress to further detail. The structure and content of these levelsin a
typical Enterprise Process Model are explained in the following sections.

2.2.1 Level 1: Enterprise Process Model — Top Level (Enterprise)

Top level
processes define
theenterprise
scope of your
business
operations

In this level we define the enterprise actors, enterprise functions and identify the
highest level of enterprise processes (Level 1). Typicaly the model will identify
5to 15 enterprise processes. The model will denote how the processes relate to
each other and how the enterprise functions support these processes.

Thislevel of the enterprise model uses diagrams and definitions to define the
framework for the lower levels of the model. At thislevel you can begin to see
how your Enterprise Software Packages may fit into the overall picture, but the
process definitions do not define the detailed operational specifics
(requirements/criteria) that the overall packages must fulfill.

Typical content format includes high level use cases with supporting high level
diagrams to communicate the structure of the enterprise process model and other
high level relationships.

We will explore your strategic objectives as we build the definition of these
Level 1 processes. The expectation is that these processes directly support the
achievement of your strategic objectives. Exploring your strategic objectives can
provide avaluable perspective on your Level 1 and Level 2 Enterprise Processes.

Examples of enterprise processes would include Order Fulfillment and Case
Management. These processes are typically similar among companies within the
same industry.

Enterprise Business Process Modeling
Apex IT Proprietary and Confidential



Enterprise Process Model (EPM) Definition A

2.2.2 Level 2: Enterprise Process Model — Mid Level (Structure of Operations)

10

Mid level
processes define
your structur e of
operations and
begin to
differentiate you
from your
competitors

Thislevel takesthe first step of process decomposition that may begin to
differentiate your business from others operating in the same industry. The
model will begin to show how your specific operations carry out your business.
Thislevel can also typically be linked to your strategic objectives and how you
differentiate yourself from your competitors.

Thislevel of the enterprise model a so has use cases with diagrams and will be
aligned with the Level 1 processes. For example, alevel 1 process of Case
Management could be broken down into the level 2 processes of Manage
Customer Contact and Provide Customer Assistance.

Content format will be consistent with Level 1, but may require a different style
of diagram(s) to communicate the flow of the business described in the use cases
as well relationships between functions.

2.2.3 Level 3: Enterprise Process Model — Detail (Procedural)

Low level
processes define
the‘How’ in your
business
operationsat a
procedural level

This level defines the 2 to 50 specific scenarios for each level 2 processthat are
necessary to describe the process scenarios that your applications will need to
support. Thiswill include normal processing scenarios as well as exception
processing.

Thislevel contains the detail necessary to drive delivery projects. Depending on
your delivery methodology, some clients choose to enhance thislevel with lists
of detailed requirements (embedded or external). Other clients prefer to define
those low level requirements during development in joint application
development or eXtreme Programming sessions.

Content format will be consistent with level 1& 2 format with adjustments where
necessary to improve readability across multiple types of readers (devel opers,
business analysts, architects, etc).

Enterprise Business Process Modeling
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A Enterprise Process Model (EPM) Definition

2.3 Enterprise Process Model — Sample Outline

Note: This outline represents how your document might be structured. The
specific outline of your deliverable will conform to the processes of your
Enterprise Business Process Model.

2.2.4 Enterprise Process Model Overview

Enterprise Actor Definitions

This section includes a table listing enterprise actors and a definition of each
actor.

Enterprise Function Definitions
This section includes a table listing enterprise functions and a definition
clarifying each function.

These enterprise functions replace the role of applicationsin describing
processes that require interaction with systems. The functions will facilitate
the linkage between this process model and your applications when you map
the enterprise functions to your applications.

Identify Level 1 Enterprise Processes
This section identifies and introduces the Level 1 Enterprise Processes.

Enterprise Function Map

This section provides a map of the relationships between functions and ties
each function to the Enterprise Processes that require that function.

2.2.5 Level 1 Enterprise Processes

Level 1. Help Desk
High level use case defining thislevel 1 process.
Identify the Level 2 processes related to this Level 1 process.

If appropriate, a diagram to further communicate the scope of thislevel 1
business process.

If appropriate, a diagram or table defining the level 2 and level 3 use cases
associated with thislevel 1 use case.

Level 1: Business Development

Process definition content would be consistent with that outlined for the
Help Desk Level 1 process.

Level 1: Other Level 1 Processes

Process definition content would be consistent with that outlined for the
Help Desk Level 1 process.

11 Enterprise Business Process Modeling
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Enterprise Process Model (EPM) Definition A

2.2.6 Level 2 Enterprise Processes for L1: Help Desk

Level 2: Initiate Case

Mid level use case defining this level 2 process which provides structure for
grouping and relating level 3 processesto alevel 1 process. In some cases,
this structure is not necessary and may be considered optional, relationship to
level 3 processes will be denoted on level 1 process definition.

If appropriate, diagrams to further communicate the scope and details of this
level 2 business process.

Level 2: Resolve Case

Content would be aligned with Help Desk level 1 process and complimentary
to the other level 2 processes (e.g. Initiate Case) aligned with the Help Desk
level 1 process.

2.2.7 Level 2 Enterprise Processes for L1: Business Development

Level 2: Lead Management
Mid level use case defining this level 2 business process.

Identify the Level 3 processes related to this Level 2 process.

If appropriate, diagrams to further communicate the scope and details of this
level 2 business process.

Level 2: Pursue Qualified Leads

Content would be aligned with Business Development level 1 process and
complimentary to the other level 2 processes aligned with the Business
Development level 1 process.

2.2.8 Level 3 Enterprise Processes for L2: Initiate Case

Level 3: Submit Case
Low level use case defining this level 3 process scenario describing how a
case is submitted to the Help Desk.

If appropriate, diagrams to further communicate the scope and details of this
level 3 business process.

Level 3: Assess Problem [refer to section 3.2 for example of this use case]

Content would be aligned with Initiate Case level 2 process and
complimentary to the other level 3 processes aligned with the Initiate Case
level 2 process.

12 Enterprise Business Process Modeling
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EPM Components: Use Cases & Diagrams

3 EPM COMPONENTS: USE CASES & DIAGRAMS

Format tailored to
your needs and
your current
modeling tools

13

This section describes use cases and presents some sampl e diagrams that might
be included with the use cases to improve the readability of the use case across a
broad business and technical audience.

The final format of your Enterprise Process Model will be tailored to your needs
and leverage the process tools you are using today.

The diagrams included here were created in Visio. They are consistent with
diagrams from common modeling tools such as Rational Rose.

Enterprise Business Process Modeling
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EPM Components: Use Cases & Diagrams A

3.1

14

Use Cases — An industry accepted business analysis tool

The use case format is core to our approach to modeling business processes. |f
you are not familiar with use cases, this section provides some basic background
and approach information about use cases.

3.1.1 Common textbook definitions of use cases

Use cases are textual representations of business process requirements
A use caseis a sequence of actions performed to yield an observable result

A use caseis realized through the actions of external actors: real persons,
machines, system tasks or other external systems

A use caseisinitiated by an actor and is described in terms of the dialogues
or interactions "required” to handle atask between these actors and functions

A use case only includes actions or events that can be recognized from the
actors point of view, does not describe how the system has to work internally

3.1.2 Characteristics of use cases

Structured, textual descriptions of processes

Easy to Write

Easy to Understand

Effective for Documenting

— Business Process

— System Requirements

— Interactions between Actors and Enterprise Functions

3.1.3 Use case development guidelines

Establishes the common language to use when discussing business processes
— Non-technical, easy to learn to write, easy to understand

— Usecaseformat is an industry accepted method of communicating
business processes and business process requirements

Use cases are a communications tool to bring the businessand IT personnel
together regarding the business operations of the company

Collaboratively and iteratively developed
— Start with relatively low level of detail, add complexity later

— Best when written by arelatively tight group of analysts working
together over arelatively short period of time

Written, updated and referenced throughout the project lifecycle, and beyond

Highly effective for documenting and communicating “functional
regquirements’

— Business Process definition

— Functiona processing requirements

— Interactions between Actors and Enterprise Functions under Discussion
— Interactions between Enterprise Functions

Augmented with simple diagrams

Enterprise Business Process Modeling
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3.2

CASE NUMBER: 10.1.2

EPM Components: Use Cases & Diagrams

Typical Use Case Layout

Level 1: Internal Help Desk
Level 2: Initiate Case
Level 3: Assess Problem

Introduction

Brief
Description

The next step in the Initiate Case Process, Assess Problem, happens once the Help
Desk Technician has been able to verify the user’s employment. The Technician will
record the user’ s issue within the system, validate that there is an issue, and assign the
open case to the applicable personnel for resolution.

Stakeholder

Employee

Enterprise
Functions
Involved

Internal Help Desk

Preconditions

Help Desk Technician has validated user issue, openned a case for issue and is
researching a resolution.

Main Flow of
Events

Actor Event

Help Desk 1. The case information is recorded within the
Technician system.

Help Desk 2. Theissueisreviewed and validated.

Technician

Help Desk 3. Upon validation the case is assigned to applicable
Technician personnel.

Alternate and
Exception Flows
of Events

3a. Assign Case After Hours
1. After Hours Service will make contact with on-call Help Desk Technician
initiating SLA. (See Use Case CL3-1 SLA)
2. After the SLA expires, the system will contact the next Help Desk Technician
on the on-call list.
3. System will repeat the contact process until acknowledgement is received.

Outcome (Post-
Conditions)

A validated caseis assigned to the applicable personnel and is ready for research.

Assumptions/
Business Rules

Requirements

Ability to record case information within system.
Ability to assign casesto personnel.

Ability to page on-call personnel.

Ability to send tickets to Help Desk Technicians.

15
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EPM Components: Use Cases & Diagrams

3.3 Bubble Diagram

Customer Calls
Service Desk

1.0 Create New Case

Case

5.0 Tier 1 Triage

2.0 Update Existing

Customer E-mail's
Service Desk

3.0 Create New Case 4.0 Update Existing
From E-mail Case From E-Mail

6.0 Tier 2 Triage

Figure 1: Office Hours Call Flow
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7.0 Relate Cases

8.0 Resolve Case

9.0 Close Case

Case Resolved

10.0 Create New Self-
Service Case

11.0 Update Existing
Self-Service Case

Customer Uses
Self-Service
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3.4  Standard business process flow

Thisisacommon use of flow charting symbols to further communicate the flow
of abusiness process that is described in a use case.

Capture Order High Priority? no Mormal Crder

Process
1
Turbo Order
Process
Figure 2: Common Flowcharting Diagram
17 Enterprise Business Process Modeling
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3.5 Standard Sequence Diagram

This diagram can demonstrate how data flows between actors and functions.

Thistype of diagram is especially helpful in communicating business processes
that contain workflow or process automation requirements.

Customer Customer Care Rep Case Mgmt Function

Incaming Call

Lookup customes

Raturn customear

'

Confirm Customer [dentity

Create New Case

Return Mew Case MNbr

A

Figure 3: Common Sequence Diagram
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