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Index

Action without a real destination, 167
Active management of process, 253
Activities, 111
Ad hoc processes, 50, 57
Adaptability, 40, 144
Adaptations, 257
Adaptive capabilities, 18
Agenda, The (Hammer), 50
Agile methodology, 320
Allocating resources, 70, 225–226
Analytics, 23, 31–32
Apple, 87, 239–240, 330
Archaeological dig metaphor,  

276–277
Automation as solution for poor process 

performance, 58

Back-burner areas, 251–252
Bank of America, 68, 166
Banking industry, 3
Base salary, 180–181
Basic needs (Kano Analysis), 28
Battlefield (warfare), 144–145
Benchmarking, 280–282
Best practices, 320
Brainstorming

assembly of individuals, 175
cost-benefit analysis, 216–217
initial future-state design, 273, 275
“iterate and refine” phase, 284, 285

Breakthrough innovations, 68
Building initiatives, 95–96
Business case, 164, 212–218, 303–305

Business plan, 31, 199
Business process management (BPM), 11
Business-process modeling notation 

(BPMN), 276

Capturing customer feedback, 25
Career paths, 176–180
Caseworker model, 273–274, 326
Cash impact/cash requirements, 196, 

197, 218
Celebrating success, 294
Censuring what supervisors hear, 8
Champion, 6, 9, 240
Champy, James, 6
Change, 5, 74, 186
Changing inputs to the process, 65–66
Changing the process, 66
Clarity of intent, 77, 100
Clarity of ownership, 184–185
Collaboration, 155, 185, 228
Colocation, 265
Combating market intrusions, 197
Common processes, 53
Communication plan, 267–268
Compensation, 180–182
Competitive advantage, 65
Competitor information, 34
Competitor responses, 93
Compliance, 62
Concept to design, 53
Confirmation session (blueprint), 122–123
Conglomerate (organizational 

structure), 127
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Consultants
enterprise process blueprint, 125
informational interviewing, 135
initiative owner, 259
initiative team, 169
mapping processes, 252
resource constraints, 227
strategic plan, 91

Continual improvement, 103
Core value chain, 53–55, 118, 119, 139
Core value processes, 93
Corporate reorganization, 236–237
Cost-benefit analysis (business case), 

212–218
Cost reduction, 41
Cost-reduction initiatives, 98
Cost transfer vs. cost reduction, 132
Creative barnstorming, 94–95
Creative processes, 253
Cross-functional linkages, 160
Cross-functional/process-improvement 

efforts, 103
Cross-functional processes, 70
Cross-pollination of ideas, 160
Cross-process initiatives, 158
Cross-process role sharing, 175
Current state (process/solution), 275
Current-state analysis, 275–276
Current-state documentation, 276–279
Customer/business-partner impact, 

194–195
Customer contact points, 86
Customer feedback channels, 247
Customer focus, 21–30, 82–83

customer analysis, 26–29
customer information, 22–26
customer segmentation, 85
distributing the customer profile, 

29–30
eTdBW, 89
Kano analysis, 27–29
ongoing process, 90
process-based approach,  

84–90

Customer-focused process innovation. 
See also Process-based approach

basic tenets, 70, 316
benefits, 242
goal/end goal, 14, 82
peek behind the scenes. See Process-

focused enterprise in action
waste reduction, 180

Customer information, 22–26
blanket approach, 22
external customer research,  

25–26
feedback loops, 24–25
internal customer analytics, 23–24
process-based approach, 86
trend analysis, 26

Customer insights, 89, 102
Customer processes, 87, 88
Customer profile, 23
Customer purchasing decision, 61
Customer research function, 92
Customer satisfaction, 62
Customer segmentation, 85
Customer service, 140, 253
Customer shopping basket, 23
Customer shopping processes, 88
Customer touch points, 25
Customer-valued attributes, 61
Customized product/service provider, 37

darwin, Charles, 16
delighters (Kano Analysis), 28
delineation of process, 109–112.  

See also Process system
deming, William edwards, 58
dependencies, 193, 219, 305
deploying the solution, 291–292
design team, 167
details/specifics, 78
digital equipment Corporation (deC), 

79, 106
direct-cutover approach  

(deployment), 291
direct observation, 137–138
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 I N d e x  341

dissatisfiers (Kano Analysis), 28
distributing the customer profile, 29–30
diversified company (organizational 

structure), 91–92, 127–128
division of labor, 6
documentation, 134–141

archaeological dig metaphor,  
276–277

BPMN, 276
current state, 277–278
current state vs. initial state, 138
direct observation, 137–138
to document or not to document?, 

139–141
implementation of process-based 

approach, 252–253
informational interviewing,  

135–137
initiative, 260
numerous iterations, 138
too much, 139–141, 265, 293

dow Jones Industrial Average (dJIA), 2
drucker, Peter, 4

ease of execution, 195
ease of interaction, 61
easy to do business with (eTdBW), 89
efficiency programs, 40, 41
efficient (improvement) portfolio, 192
elevator speech, 243
empirical data, 180
employees (management of), 143.  

See also Process governance
enabling processes, 54
end-to-end assessment, 70, 71
end-to-end processes, 53
endnotes, 337
enterprise, 55, 69
enterprise alignment, 102
enterprise process blueprint

benefits, 114–115
bird’s-eye view of operations, 110
characteristics, 113
confirmation session, 122–123
conglomerate, 127

distribute initial draft/collect 
feedback, 120–122

diversified company, 127–128
easy-to-understand picture, 80
example (manufacturing  

company), 110
example (retail operation), 114
example (savings and loan), 121
example (WidgetCo), 300
formatting, 128–129
future state map, 125
highest-level view of process 

structure, 80
implementation, 245–247
inclusion of customer, 79, 113
initial draft, 117–120
leadership interviews, 116–117
list leaders/process owners, 129
make it available, 123
questions to be answered, 246
rules of thumb, 123–125
second round of interviews, 121–122
single-product-family enterprise, 

126–127
enterprise process system, 109
enterprise resource planning (eRP) 

systems, 60
enterprise-wide program-management 

office (ePMO), 231
entrepreneurial ventures, 236
eRP systems, 60
example. See Process-focused enterprise 

in action
executing a process-based initiative, 

257–294
benchmarking, 280–282
celebrate success, 294
communication plan, 267–268
current-state analysis, 275–276
current-state documentation,  

276–279
customer, input, and output analysis, 

278–279
deploying the solution, 291–292
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 342 I N d e x

executing a process-based initiative (Cont )
guided “gallery walks,” 266
initial future-state design, 272–275
initiative kickoff, 268–271
initiative owner, 258, 259, 267,  

268, 271
initiative sponsor, 258, 259–260, 268
“iterate and refine” phase, 282–285
laboratory testing, 286–289
metrics, 279–280, 293
nonintrusive suggestion approach, 266
pilot, 290–291
preparation for initiative launch, 

267–268
progress reports/status update 

meetings, 267
project wall, 266, 269–270,  

284, 285
project workspace, 265–266
reporting, 293
revalidate the business case, 289
review goals of the initiative, 271–272
search for efficiencies, 289
show-and-tell, 266
team member selection, 261–264

executive council, 149–151
expanding the pilot, 290–291
expansion of strategic capabilities, 41
experienced process designers, 59
external benchmarks, 281
external customer research, 25–26
external professionals, 169.  

See also Consultants

Fear of failure, 230–231, 239
Feedback loops, 24–25
Fifth Third Bank, 9–11
First mover (competitive advantage), 37
Flexible nature of workforce, 171–172, 

179, 180
Flow of work, 7
Ford, Henry, 240
Forecasting sales levels, 216
Foundational understanding.  

See enterprise process blueprint

Free-form ideation, 283
Frontline employees, 24
Functional and managerial-level  

metrics, 131
Functional area training, 270
Future state (process/solution), 138

Game show (new car/angry goats), 286
Game theory, 30, 34
General electric, 2, 166
Glass-Steagall Act, 3
Goldwater, Barry, 105
Governance, 250, 253. See also  

Process governance
Governing processes, 55
Government regulations, 283
Governmental agencies, 318
Gramm-Leach-Bliley Act, 3
“Green” projects, 45
Groupthink, 161, 168
Guided “gallery walks,” 266

Hammer, Michael, 6, 50
Health check on the enterprise, 42
Heat map, 101
Henderson, Bruce, 17
Heritage process, 56–57, 183
Hierarchical organizational structure, 

74, 107, 145
Hierarchy of process, 129–130
Hire to retire, 53
Holistic framework, 72
Human body, 108
Human resources costs, 215
Human resources management,  

173–174, 179

Implementation of process-based 
approach, 235–255

acting leadership council, 255
back-burner areas, 251–252
build a convincing story, 241–242
build momentum, 244, 248–251
customer feedback channels, 247
deliver comprehensive plan, 242–243

14-HAMME_Index.indd   342 31/07/14   10:16 AM

D
ow

nloaded by [ B
ank for A

griculture and A
gricultural C

ooperatives 202.94.73.131] at [12/20/15]. C
opyright ©

 M
cG

raw
-H

ill G
lobal E

ducation H
oldings, L

L
C

. N
ot to be redistributed or m

odified in any w
ay w

ithout perm
ission.



 I N d e x  343

enhance initiative-management 
function, 248–249

enterprise process blueprint, 245–247
formalize and institutionalize, 244, 

251–255
gradual, concerted, systematic 

approach, 241
identify process owners/sponsors, 

249–250
institute process training, 250–251
knowledge-sharing sessions, 254
“lite” innovation portfolio, 244–245
overview (figure), 244
start “lite,” 244–247
start with small win, 241

In-process initiatives, 227
Industry conventions, 283
Industry perspective, 320–322
Inferior inputs, 280
Informational interviewing, 135–137
Initial business case, 260
Initial future-state design, 272–275
Initial state, 138, 282, 283
Initiative, 70. See also Innovation plan

aligning process to meet business 
purpose, 271

basic required information, 96
contribution, 229
defined, 46–47, 199
dogs (value destroyers), 202
in-process, 227
intent, 204, 278
launch. See executing a process-

based initiative
operational-improvement, 200–201
strategic, 38–39, 194, 200, 203

Initiative dependencies, 218–220
Initiative deployment chart, 224, 311
Initiative development, 95–96
Initiative documentation, 260
Initiative kickoff, 268–271
Initiative management, 44–47, 81, 84

constant monitoring of initiatives, 46
“red”/”yellow”/“green” projects, 45
heat map (of initiatives), 101

initiative, defined, 46–47
innovation game plan, 44
PMOs, 45
process-based approach, 100–101

Initiative owner, 76, 77, 258, 259, 267, 
268, 271

Initiative planners, 77–78
Initiative sponsor, 258, 259–260, 268
Initiative team, 166–173

attributes of team members, 171
benefits of being team member, 262
composition (figure), 264
external professionals, 169
political turf wars, 167–168
qualifications, 170–173
report directly to leadership  

council, 168
requires continued stream of new 

talent, 173
responsibilities, 170
severing link to their prior  

positions, 264
size (of team), 168
staffing the team, 168, 169, 261–264
subject-matter experts, 169
supporting team, 263–264
training ground for future leaders, 172
transitory nature of assignments, 

171–172, 179
Innovation

breakthrough, 68
buzzword, 5
calibrating enterprise toward future 

customer, 86
ingredients, 6
iterative activity, 285
team effort, 88
yin and yang, 43

Innovation cycle, 18
Innovation game plan, 44
Innovation machine, 74, 109
Innovation plan, 81, 175, 187–234

aim, 190
benefits, 233–234
business case, 212–218
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 344 I N d e x

Innovation plan (Cont )
compile list of initiatives, 199–204
defined, 188
execute steps in ongoing iterative 

manner, 191
final review/reexamination, 220,  

228, 234
initiative dependence and resource 

requirements, 218–220
intent of the initiative, 204
maximize value of portfolio, 229
ongoing management of portfolio, 

229–233
prioritizing the initiatives, 220–221
process requirements, 206–211
scheduling initiatives and allocating 

resources, 221–228
selecting initiative-prioritization 

criteria, 191–198
solution design, 204–205
steps in building a plan, 191
strawman design, 204
weeding out “inappropriate” 

initiatives, 203–204, 220
Innovation portfolio, 43, 47, 82, 84
Innovation table prioritization, 222–223
Innovative enterprises

customer focus, 21–30
initiative management, 44–47
operational improvement, 39–43
strategic planning, 30–39

Innovator, 37
Input substitution (process 

improvement), 65–66
Interconnected and interdependent 

processes, 108
Internal benchmarks, 281–282
Internal customer analytics, 23–24
Introductory process skill sets, 183
Intuition, 32, 34
iPod, 87
Iran hostage crisis, 105
Issue resolution, 63
IT initiatives, 58
“Iterate and refine” phase, 282–285

Iterative testing and analysis, 70
Ivory tower syndrome, 149

Job satisfaction, 319
Jobs, Steve, 239–240

Kano analysis, 27–29, 85
Keen, Peter, 50
Knowledge chasm, 8, 163
Knowledge gap, 163
Knowledge sharing, 185
Knowledge-sharing sessions, 254

Laboratory testing, 286–289
Large-scale technology  

implementations, 60
Large-scale transformational efforts, 159
Latent attributes, 29
Law of scarcity, 221
Leadership council, 149–151, 232–233
Leadership interviews (blueprint), 

116–117
Lean, 11, 42, 155, 201, 289
Lean coaches, 42
Learning and development, 183–184
Legacy segmentation approach, 85
Limited-resource tracking chart, 226
Limiting resources, 225–226, 305–307
“Lite” innovation portfolio, 244–245
Localized improvements, 158, 190
Low-cost provider, 36–37
Lower-level processes, 133
Loyalty (customer), 87
Luxury goods, 37

Macro trends, 26
Major processes, 111, 133
Market map, 35–36
Market stagnation, 40
Matching resources to enterprise  

needs, 177
Megaprocesses, 110–111, 131–133
Mentoring, 155
Metrics, 31, 131, 132, 279–280, 293
Microwave popcorn, 285
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 I N d e x  345

Minor processes, 133
Momentum to change, 90
Motorola, 68, 166
Mutual Benefit Life, 67

Natural evolution, 16–17
Natural selection, 16
Nike.com, 38
Nonintrusive suggestion approach, 266
Nonprofit organizations, 318
Notes (endnotes), 337

Olympic athletes, 108
Operational clarity, 77, 100
Operational guidelines, 63
Operational improvement, 39–43, 

83–84
desired end state, 42
efficiency programs, 40, 41
expansion of strategic capabilities, 41
generating initiatives, 41–42
health check on the enterprise, 42
Lean coaches, 42
measures of, 39–40
organizational design, 43
process-based approach, 97–99
process improvement, 42
reengineering, 41
resource efficiency gap, 98
scope, 39
SGA areas, 40
SG&A expenses, 99
special-forces approach, 42
structural improvement, 43
technology enablement, 42

Operational-improvement initiatives, 
200–201

Operational practices, 235
Optimal organizational structure, 146
Order to cash, 53
Organizational chart, 107–108
Organizational design, 43
Organizational silos, 7–8, 161
Organizational structure, 145, 146, 148. 

See also Process governance

Output attributes, 189
Outside expertise, 227

Performance adjustments, 70
Performance attributes, 28
Performance-management system,  

185, 319
Performance metrics, 70
Persona (customer), 29
Pilot, 290–291
Planned design processes,  

57–58
PMO, 45
Political power plays, 103
Political turf wars, 167–168
Poorly designed processes, 58–61
Portfolio management, 46, 47. See also 

Initiative management
Portfolio management organization 

(PMO), 45
Post implementation costs and  

benefits, 216
Power-play process, 59–60
Predictive insight, 29
Price wars, 34
Primary generators of value, 112
Primary processes, 54
Proactive management of processes, 108
Procedures, 63, 112
Process

active management, 253
artificial construct, 74
defined, 50, 51
design vs. execution, 58–59
enterprise asset, 12
good/poor design, 57–61
heritage, 56–57
importance, 48, 49, 65
intent/goal, 61
language of change, 101
language of innovation, 11
pathway to prosperity, 52
power-play, 59–60
primary roles, 51–52
primary/secondary, 54–55
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 346 I N d e x

Process (Cont )
proactive management, 108
responsibility for improving 

efficiency of processes, 103
technology-fit, 60
types, 52–55
value creation, and, 64, 66

Process adjustment, 73
Process-based approach, 76–78. See 

also Customer-focused process 
innovation

applicable to any type of 
organizational structure, 318

benefits, 102–103, 319–320
change, 74
clarity of intent, 77
customer focus, 84–90
dual focus, 315
embed approach, etc. into dNA of 

enterprise, 317
framework for managing continual 

improvement, 317
implementation. See Implementation 

of process-based approach
industry perspective, 320–322
information sources, 86
initiative management, 100–101
operational improvement,  

97–99
smaller firms, 317
strategic planning, 90–97
work activity, 74

Process constraints, 283–284
Process council, 149–151
Process design, 59
Process documentation, 134. See also 

documentation
Process Edge, The (Keen), 50
Process facilitator, 161–166

background, 166
implementation of process-based 

approach, 249–250, 252
large-scale strategic initiative, 164
qualifications, 165–166
responsibilities, 165

small-scale improvement efforts  
(role on), 162

Process flows, 134. See also 
documentation

Process-focused enterprise, 12–14, 
76–82

Process-focused enterprise in action, 
295–313

business case, 303–305
dependencies, 305
enterprise process blueprint, 300

initial description of initiative, 298
limited resource allocation, 312
limiting resources, 305–307
prioritization criteria, 299
prioritizing the initiatives, 307–310
process requirements, 299–302
scheduling and allocating resources, 

311–313
Process governance, 143–186

benefits, 184–186
career paths, 176–180
compensation, 180–182
defined, 143
fluidity of organizational  

structure, 174
hierarchical organizational structure, 

compared, 145
human resources management,  

173–174, 179
initiative team, 166–173
leadership council, 149–151
learning and development,  

183–184
management, 174–175
organizational structure, 145
primary goal, 143
process facilitator, 161–166
process owner, 156–161
process sponsor, 151–156

Process-governance structure, 81
Process improvement, 42, 63–66, 141
Process-improvement methodologies, 

66–69
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 I N d e x  347

Process-improvement models
assembly line (specialized 

performers), 327
automate the process, 334–335
best place/time/resource, 324–325
caseworker/facilitator  

processing, 326
centralize, 327–328
create more value for customer, 329
decentralize, 328
delay process decisions by predicting 

customer need, 332
eliminate functional silos, 323–324
eliminate non-value-adding  

activities, 324
ensure value of offering exceeds cost, 

330–331
expand process into customer’s 

processes, 331–332
hybrid centralized/decentralized 

organization, 328–329
manual approach, 333
parallel processes, 333–334
search for efficiencies, 330
single performer, 325–326

Process inputs, 51
Process interdependencies, 70
Process laboratory, 286–289
Process management, 67, 74, 75–76, 146
Process models, 273–274, 285
Process network, 69
Process outcome, 182
Process outputs, 51
Process owners, 156–161

characteristics, 161
evaluate processes and identify 

improvements, 98
implementation of process-based 

approach, 250, 252
initiative-team member, 261
large-scale transformational  

efforts, 159
out-of-the-box thinkers, 161
oversees adjustments to processes, 76
oversees subprocesses, 111

point of contact/knowledgeable 
resource, 157

process-governance structure, 81
process sponsors, and, 154, 155
qualifications, 159–160
responsibilities, 13, 75, 147,  

157–158
risk takers, 161
salary bands, 181
smaller opportunities, 99
turnover, 160, 161
underlying skills and knowledge, 

159, 160
Process performance, 61–63
Process performance factors, 62–63, 85
Process reengineering, 67
Process requirements, 206–211, 284, 

299–302
Process sponsor, 151–156

background, 156
coaching process owners, 155
identifying process owners, 154
knowledge of underlying  

processes, 152
procuring resources, 154
qualifications/characteristics, 155–156
responsibilities, 152–153
role, 152
universal perspective, 156

Process structure, 69
Process system

activities/tasks, 111
analogous to human body, 108
blueprint. See enterprise process 

blueprint
integrated, holistic view, 70
logical work units, 112
major processes/subprocesses,  

111, 133
megaprocesses, 110–111, 131–133
procedures, 112
ripple effect, 69
roles, 142
segments processes into logical 

groupings, 109
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 348 I N d e x

Process terminology, 183
Process training, 183–184, 250–251, 270
Process viewpoint, 88
Product/service affinity, 23
Product/service families, 27, 85
Product-service usage, 89
Profit, 62
Profitability, 39–40
Program management office (PMO), 199
Progress reports, 267
Project team, 167
Project wall, 266, 269–270, 284, 285
Project workspace, 265–266
Promotions, 159, 185–186, 319
Pseudo-process map, 94
Pyramid-shaped hierarchical leadership 

structure, 7

Railroads, 237–238
R&d laboratory, 24
“Ready, Fire, Aim” approach, 79
“Red” projects, 45
Reengineering, 41, 42, 67
Reengineering the Corporation 

(Hammer/Champy), 6
Refurbishing a home, 106–107
Reinforcement mechanisms, 56–57
Reporting, 293
Research and development (R&d), 24
Resource allocation, 70, 225–226
Resource efficiency gap, 98
Resource requirements, 193, 219
Retail, entertainment, and publishing 

industries, 4
Revalidate the business case, 289
Risk mitigation, 195
“Risky” innovation efforts, 71
Road map for innovation. See 

Innovation plan
Role consistency, 179
Roman empire, 144

Safety prevention, 63
Salary bands, 180–181

Sales, 62
Sales, general, and administrative 

(SG&A) expenses, 99
SALLY method, 90
Scalability, 40, 62
Schultz, Howard, 5–6
Secondary processes, 54–55
Seldom-used processes, 112
Senior leadership team,  

149–151
SGA areas, 40
SG&A expenses, 99
Shopping processes, 88
Short-term fix, 167
Significant known issues, 194
Single-product-family enterprise,  

126–127
Six Sigma, 42, 64, 68, 141, 166,  

201, 289
Skill and knowledge enrichment, 184
Smith, Adam, 6, 53
Solution design, 204–205
Southwest Airlines, 3–4
Special-project team, 167
Specialization of labor, 53
Specifics/details, 78
Staggered deployment, 291
Standard practices, 63
Starbucks, 5–6
Status update meetings, 267
“Strategic and Natural Competition” 

(Henderson), 17
Strategic hypothesis, 34
Strategic initiatives, 38–39, 194,  

200, 203
Strategic opportunities, 95
Strategic planning, 30–39, 83

active management, 97
activities/steps, 33
annual cycle, 91
break work effort into manageable 

groupings, 95–96
competitor information, 34
competitor responses, 93
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 I N d e x  349

confirmation of alignment with 
enterprise capabilities, 38

consultants, 91
customer research function, 92
external focus, 30
four main strategies, 36–38
game theory, 30, 34
initiatives, 38–39
intent of a strategy, 30
intuition, 32, 34, 228
market map, 35–36
preserving profitability of market, 34
process-based approach, 90–97
pseudo-process map, 94
starts with customer, 91
strategic action, 30
strategic hypothesis, 34
strategy creation, 92–93, 94
type of enterprise, 91–92

Strategic planning cycle, 90, 91
Strategic planning processes, 87
Strategic review, 228
Strategy creation, 92–93, 94
Strategy translation problems, 102
Strawman design, 204
Structural improvement, 43
Subject-matter experts, 169, 258, 262
Subprocess, 111, 133
Subprocess owners, 154, 181
Substituting inputs, 65–66
Successfully designed processes, 57
Sunset period for extraneous  

reports, 293
Supply chain, 130
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