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Foreword

It is my pleasure to introduce to you WfMC's tenth annual BPM and Workflow
Handbook, rounding out a complete decade of this important reference work.
Throughout the decade, led by Layna Fischer, the Handbooks have consistently
focused on the leading trends and advancements in the process technology mar-
ketplace.

Year 2009 was a real turning point in the process technology space. It was a year
where a number of key pure-play business process management suite (BPMS)
vendors were acquired, and are now incorporated into the stacks of large technol-
ogy vendors. Many analysts responded asking the question whether we were see-
ing the end of BPM, but such a shopping spree should be viewed instead of the
ultimate complete legitimization of BPM. The consolidation of the industry indi-
cates that it has become mainstream. A budget item for BPM technology is no
longer exotic and hard to justify, but instead a normal and frequently required
part of IT spending. It seems that BPM has come of age.

Looking over the decade, we have seen both the introduction and the maturation
of an area of technology known as business process management (BPM). Back at
the time of the first Handbook, in 2001, the acronym BPM would have been un-
familiar to all but a few people. This handbook in 2001 was called simply the
“Workflow Handbook.” It is interesting to see the introduction of the term BPM at
about that time, later to rise and completely eclipse the use of the term workflow.
BPM promised many different things to different people: in fact even today, there
are two different personalities of BPM. BPM means two distinct things to two dif-
ferent sets of people.

To some in the information technology sector, BPM means essentially a way to
develop solutions that integrate information from many separate applications
across the enterprise. This kind of BPM is an extension of the Enterprise Applica-
tion Integration (EAI) field. As applications gain the ability to deliver raw informa-
tion to remote requesters, they have become services which play a part in a Ser-
vice Oriented Architecture (SOA). To these people BPM has represented the ability
to orchestrate web services (using BPEL), and to make composite applications by
integrating the results from many separate application.

To others, BPM represented the idea that management would represent the work
of the organization as business processes, and they then manage these processes
over the long term. This approach is completely separate from the technology (we
are talking about processes, which, in many cases involve humans) but still tech-
nology was developed to help in the describing of processes, and the facilitation of
the work to manage and maintain the processes. The end goal is the same; better
support for the business. Proponents in this group will sometimes vigorously pro-
test that BPEL and the integration technology are not central to the management
aspect of BPM.

This bifurcation into two personalities of BPM still exists. What is interesting
about the consolidation of 2009 was that companies in the integration space were
acquiring companies in the management space. This allows the key vendors to
offer the entire range from low level IT integration to higher level organizational
management of processes.

While BPM crosses the gap into the mainstream, those who chase the cutting
edge are asking “what is next?” The first half of 2010 was filled with soul search-
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ing for a “new definition” of BPM. Is it going to be Social BPM? Dynamic BPM?
Consider that BPM is built on the concepts of Scientific Management, and idea
that perfecting a process to be repeatable and efficient is the best way to get work
done. The main push behind BPM in recent years has been toward making more
and more elaborate process definitions with increasing capabilities for handling
information flow. Notation, such as BPMN, has been elaborated toward the pre-
cise definition of information flow, and it is now seen as primarily a programming
tool for process specialists. The idea of mass production of processes, done thou-
sands of times in exactly the same way, achieving the benefits of scalability, has
clearly been shown not only possible, but readily available. What is next?

Many analysts noted the rising importance of “Case Management” in the latter
half of 2009 and early 2010. Case Management represents the antithesis of scien-
tific management. Case Management is founded on the idea that getting the work
done is more important than perfecting the process. It goes further than this, in
saying that the details of the case are so overwhelmingly responsible for the plan
of attack, that it is not useful to isolate the plan from the case itself. A large in-
vestment in creating a plan is not justified when the plan is used only once. Each
case must be handled by an intelligent human being who can take in the situa-
tion, bring to bear experience and knowledge gained from earlier cases, and syn-
thesize for this particular case the process necessary. It is the opposite of BPM
because instead of trying to find one single “best” process, Case Management is
oriented toward finding a different and unique process for every different situa-
tion, and tools that support custom on-the-fly elaboration of processes.

The process community is having a hard time understanding the difference that
case management brings, because after a decade of struggle to get people to view
all work as a process, it is hard then to see another view. Because the case man-
ager is not a programmer, it can't be exclusively a paradigm around programming
the integration. Forrester has talked about Dynamic Case Management, IBM an-
nounces Advanced Case Management, and the WfMC has been active in trying to
refine the concepts under the term Adaptive Case Management (ACM). It seems
that while BPM is an approach that works well for predictable processes, Case
Management is a separate approach that works for unpredictable, emergent
processes. Interestingly, some of the same technology underlies both of these ap-
proaches.

The Workflow Management Coalition continues to push forward on standards to
enable process model interchange, working directly with the BPMN finalization
task force, as well as with other efforts to define conformance classes to allow for
distinct levels of interoperability. WFMC remains the only standards organization
focused exclusively on process technology.

Which brings us to the reason to focus this volume on Business Process Intelli-
gence. Regardless of whether you design a fixed definition in advance for a pre-
dictable process, or whether a case manager extends the plan for an unpredicta-
ble process while working, the results can be analyzed with process intelligence
technology. Retrospective analysis can tell us if the processes are going according
to plan, and can tell us if the plan itself is a good idea. In cases where work was
performed without the guidance of a process, process mining, also known as au-
tomatic process discovery, can tell us what the process has actually been without
having to involve people in lengthy, and error prone, interviews. Process mining
can tell us what is efficient and inefficient about an existing work pattern, and it
can give us a jump-start on new BPM implementation efforts when no previous
process definition exists. Business (Process) Intelligence is a field that is just be-
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ginning to show very promising results. Eleven independent chapters bring us
views of this topic. After all, in the end, it is process analytics that keeps us all
honest. Because it can measure performance, Business Process Intelligence is a
critical part of delivering on the promise of improving performance of the busi-
ness.

While the next decade remains unpredictable, it is only through the careful con-
sideration of current trends, and maintaining an ability to respond with agility,
that one can hope to navigate successfully. Representing the membership of the
Workflow Management Coalition, | hope you find these articles helpful in your
efforts to keep up to date on the current trends in the process technology com-
munity.

Keith D. Swenson, Fujitsu America, USA and
Chair WfMC Technical Committee

ORDER THE COMPLETE BOOK HERE:
www.FutStrat.com
http://futstrat.com/books/handbook10.php
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Introduction

Layna Fischer, Future Strategies Inc. USA

Welcome to the 2010 BPM and Workfloww Handbook. This edition marks the 10th year of
publication and each year, in collaboration with the WfMC, we have produced a valuable
handbook capturing state-of-the-art in workflow practices and for the past few years we
expanded our focus to include articles on BPM along with spotlights on industry niches
such as Healthcare, Human Workflow and Government.
This year we focus on Business Intelligence to illustrate how Business Process Management
and Business Intelligence are increasingly intertwined. Linking business intelligence and
business process management creates stronger operational business intelligence. Users
seek more intelligent business process capabilities in order to remain competitive within
their fields and industries. BPM vendors realize they need to improve their business
processes, rules and event management offerings with greater intelligence or analytics ca-
pabilities.

This is a book for business people who just want to understand the how and why of

process automation and integration in simple non-jargon terms. It is also for the technical

practitioner looking for the latest insights into where BPM standards are heading, how
others are managing implementations and more.

Throughout the book international industry experts and thought leaders present significant

new ideas and concepts to help you plan a successful future for your organization.

e SECTION 1: SPOTLIGHT ON BUSINESS INTELLIGENCE covers a wide spectrum of
viewpoints and discussions by experts in their respective fields. Papers range from an
examination of the Knowledge Work and Unpredictable Processes through to Using
BPM to Drive Clinical Intelligence and Predictive BPM.

e SECTION 2—THE BUSINESS VALUE OF BPM AND WORKFLOW introduces new key
concepts and sets out the business case for workflow technology and BPM. This per-
spective is covered by papers that provide practical information on BPM (including case
studies) designed for an audience of business users.

e SECTION 3—STANDARDS AND TECHNOLOGY. BPM standards have evolved from
technical nuance to a business imperative. This perspective is covered by papers on
system structure and values, operation and scalability issues, written for an audience
of Information Technology (IT) professionals.

e SECTION 4—DIRECTORY AND APPENDICES offers an explanation of the structure of
the Workflow Management Coalition and references comprise the last section including
a membership directory.

SECTION 1—SPOTLIGHT ON BUSINESS INTELLIGENCE

BUSINESS PROCESS INTELLIGENCE: BEYOND THE CONVERGENCE OF BPM AND Bl 19
Linus Chow, Manoj Das and Peter Bostrom, Oracle Corp, USA

The use of BPM and BI together is not a new concept. Business Process Intelligence (BPI)
takes on new meaning and importance as organizations become process-centric and stan-
dards and technologies mature and converge. This chapter brings discusses key trends of
where organizations moving toward bringing together products and methodology to improve
business performance beyond BPM and Bl: Combining the 4 Bs: Business Design + Busi-
ness Process + Business Intelligence + Business Rules, Event Driven Process Intelligence,
and BPI as a Cloud or Appliance.
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KNOWLEDGE WORK AND UNPREDICTABLE PROCESSES 33
Keith D. Swenson, Fujitsu America, USA, and Vice Chair, Workflow Management
Coalition

What is the next thing beyond Business Process Management (BPM)? To many this is an
unexpected question. Is there anything wrong with BPM? Any reason it seems to be flag-
ging? Over the course of 2009 there were a number of high profile acquisitions of BPM
companies and many say this as an indication of the end of BPM. Others, however, see this
as an indication that BPM is mature, solid, and relatively well-defined, and a natural occur-
rence of a maturing technology area. Either way, it prompts people to wonder what is going
to be next.

OPEN SOURCE BUSINESS INTELLIGENCE AND BUSINESS PROCESS PLATFORM 43
Patrick Beaucamp, BPM-Conseil/Vanilla, France

Over the past few years, the Business Intelligence (Bl) and Business Process software mar-
ket has given new opportunities and challenges to software startup companies. An oppor-
tunity exists for those market segments to progress and make significant contribution to IT.
Both evolve in a situation that is now comparable to what existed in other market segments
(such as databases or servers) and are in a position to challenge existing commercial prod-
ucts.

ARTIFICIAL INTELLIGENCE AND THE FUTURE OF BPM: SEMANTIC PROCESS AUTOMATION 51
Francesco BATTISTA, Respondo, Italy and Gianpiero BONGALLINO, Italy

A future, but shortly-forthcoming, scenario is going to change the approach to process
management: semantic techniques and automatic tools (based on Artificial Intelligence) will
guide and support humans in designing and implementing process centric solutions.

This article explores this pioneering frontier made of an added-value mix of Business
Process Management systems and Artificial Intelligence.

PREDICTIVE BPM 61

Dr. Setrag Khoshafian, Pegasystems Inc., USA

Most businesses today engage in “predictions.” Will a customer agree to upgrade a pur-
chase based on an array of offers? What is the likelihood that a customer within a cluster of
similar customers will default on a loan? How much more effective will a targeted marketing
campaign be, compared to a random sampling? How can the churn rate of subscribers be
improved? What is the likelihood that a particular financial transaction is fraudulent?
These are some questions that could utilize prediction with concrete and tangible business
benefits.

INTELLIGENT, AUTOMATED PROCESSES: EMBEDDING ANALYTICS IN DECISIONS 71
James Taylor, Decision Management Solutions, USA

The challenge of putting Bl to work in business processes is that reports and dashboards
only work in manual processes. If the process is automated, if straight through processing
is called for, then the analytics required are different. Embedding these analytics in rules-
based decisions is the ideal way to analytically enhance these processes and build intelli-
gent, automated processes.

ASSIGNING WORK ITEMS MORE EFFICIENTLY USING BUSINESS INTELLIGENCE TOOLS 79
Juan J. Moreno, Marcelo Cordini, Cristian Mastrantono, INTEGRADOC, Uruguay and
Martin Palatnik, Universidad Catdlic, Uruguay

Business Process Management (BPM) discipline has allowed organizations to considerably
optimize their business processes, by including within some products the functionality
required to assign work items to participants in an efficient way. However, nowadays these
solutions do not consider user’s “busy-ness” level (meaning how busy the user is) neither
participant’s efficiency when work items are assigned; this constitutes a major optimization
and improvement opportunity for these tools.

This work presents the unified results of three researches with a common objective: provide
a complete model to represent and predict user's busyness, in order to optimize work items
assignment in a BPM environment. The methodology included a comprehensive analysis of
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the state of the art. Subsequently, a team of several researchers developed the solution for
the problem. This work has had several validation and verification stages to prove its feasi-
bility and effectiveness, including a prototype developed using a world-class open source
BPM tool, and standard programming languages.

STAYING AHEAD OF THE CURVE WITH DECISION-CENTRIC BUSINESS INTELLIGENCE 91
Sheila Donohue, CRIF Decision Solutions, Italy

Customer-related decision points which impact a financial services firm's performance are
spread across the customer lifecycle, from acquisition through portfolio management and
collections. These decision points which involve risk taking have traditionally been focused
on credit risk management, while, as more recently seen from the financial crisis, are tak-
ing a more holistic view considering also operational risk requirements which emphasize
the importance of more control and to quickly respond to market events and compliance
demands. Having more information easily at your fingertips to monitor, measure and ana-
lyze performance in business processes which manage these points of risk taking decisions
is essential to responding quickly and deftly to competitive and regulatory pressures.

COMBINING KNOWLEDGE, PROCESS AND BI TO DELIVER AGILITY IN A COLLABORATIVE
ENVIRONMENT 99
Marinela MIRCEA, Bogdan GHILIC-MICU, Marian STOICA, Academy of Economic
Studies, Bucharest, Romania

As a response to the complex interactions between partners, integration of knowledge and
business processes represents an important step in improving the agility of the organiza-
tion. For intensive knowledge based processes Case Management may be used, which pro-
vides a real time image on the current events and generates a rapid response to the organi-
zation’s internal and external events. Business Intelligence (BI) is used at the present for
performance management within business processes, helping the organization to automati-
cally detect the problems/opportunities and to initiate corrective actions and/or change
business rules in order to optimise processes. The paper provides an approach on the way
in which knowledge may be combined with processes and Business Intelligence in order to
achieve agility within the collaborative environment.

USING BPM TO DRIVE CLINICAL INTELLIGENCE AND PROCESS OVERSIGHT IN THE ACUTE
HEALTHCARE SETTING 115
Ray Hess, The Chester County Hospital, USA

The environment of the acute hospital setting is a complex compilation of intricate
processes. The healthcare worker is challenged to manage and coordinate many diverse
aspects of their patients’ care effectively. There is an ever-increasing burden of care options
and requirements that need to be considered. The use of business process management to
help automate and control patient care has been shown to be effective in improving this
care burden. However, the healthcare sector has been very slow to adopt BPM. There are
many reasons for this phenomenon. Clinical care processes are very complex and often do
not have easily defined beginning and ending points. They tend to overlap and disrupt other
workflows based on the details of the individual process. A complex matrix of conditions
can change the logic for dealing with event-based data elements and the way a system
should react to those events. The clinical users tend to be very mobile and are not electroni-
cally connected for extended periods of their day. These are just a few of the challenges
facing healthcare process automation.

USING BPM AND BUSINESS INTELLIGENCE TO IMPROVE HEALTHCARE 123
Jonathan Emanuele and Cynthia Mascara, Siemens, USA

The healthcare industry has seen an expanding focus on clinical outcomes as they are
increasingly tied to reimbursement and meeting regulatory requirements. Hospitals must
be able to improve and report on more clinical outcomes than ever before. These demands
on the health care organizations require leveraging technologies such as business process
management (BPM) and business intelligence (Bl) to help tackle these challenges. Recent
examples of regulatory requirements related to reporting of clinical outcomes include the
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American Recovery and Reinvestment Act (ARRA) of 2009 and Joint Commission/Centers
for Medicare & Medicaid Services (CMS) core measures specifications.

SECTION 2—THE BUSINESS VALUE OF BPM AND WORKFLOW 131

BPM-ON-DEMAND: FANTASY OR FAST TRACK TO AGILITY? 133
Jon Pyke, WfMC Chair, United Kingdom

The automation of processes is a key enabler of the Cloud phenomena—without process,
the Cloud remains a passive environment that undoubtedly saves you money and removes
some of the operational headaches, but does little else. The Cloud without process cannot
deliver on the promise of Business Technology or the Service-Oriented Enterprise. All of the
thoughts and ideas around assembling applications quickly to support a business impera-
tive simply won't happen without process technology. However we need to be very clear;
process management in the Cloud is not just about BPM Suites-on-Demand. Indeed, the
term BPM-on-Demand is beginning to take on a new meaning when used in conjunction
with cloud computing.

A GENERIC FRAMEWORK FOR BUSINESS PROCESS MANAGEMENT 137
Philippe Declercq and Vincent Fauliot, CNAMTS, France

This article introduces a generic framework for business process management. It is largely
inspired from BPM and other new IT standards. Functional architecture is used as a link
between process definition and implementation of IT new standards, such as BPM, Bl, BAM
or BRMS technologies. This framework demonstrates how BPM solutions can bring added
value to business users, and allows IT professionals to quickly deliver applications corre-
sponding to business and users needs. This article is illustrated with real case studies,
issued from our experience in the French National Healthcare Insurance. This efficient way
for designing business processes and implementing them is now successfully used in some
of our main projects.

ENTERPRISE PROCESS AUTOMATION—PROVIDING THE GIFT OF TIME 149
Roy Altman, Peopleserv Inc., USA

I recently embarked on a project to improve Human Resources processes for a client. My
methodology was to interview stakeholders from various points of view, from line-level
managers through executives, globally. From their feedback, it became clear that if we
could eliminate the work that can be effectively automated, it would have the effect of creat-
ing more time, and the added benefit of being able to use that time for tasks more enjoyable
for the worker, and more of a value-add for the company. | called the resulting action plan:
“Enterprise Process Automation.”

TRANSFORMING SECURITY THROUGH ENTERPRISE ARCHITECTURE AND BPM 159
Christine Robinson, Christine Robinson & Associates, LLC and Daniel Turissini,
Operational Research Consultants, USA

This unified Enterprise Architecture (EA), Business Process Management (BPM), and secu-
rity approach offers the potential to radically transform security on all levels, providing
leadership and practitioners alike the tools to benefit from a strategic to a granular level.
Security often suffers from cultural barriers, inadequate funding, insufficient attention,
bolting it on the back end, lack of understanding, lack of uniformity, and many more ills.
This approach enables organizations to plan and implement security throughout an enter-
prise and beyond through harnessing EA frameworks and integrated business process
management (BPM) software to enable the EA.

CUSTOMER EXPERIENCE TRANSFORMATION—A FRAMEWORK TO ACHIEVE MEASURABLE RESULTS
179
Vinaykumar S Mummigatti, Virtusa, USA
IThe era of extreme competition is creating immense importance for customer experience
and how companies manage their customers’ expectations. The ability to successfully man-
age the customer value chain across the life cycle of a customer is the key to the survival of
any company today. Most companies realize this but are struggling to measure and influ-
ence the customer experience. This paper is an attempt to look at various facets of custom-
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er experience and how to transform customer experience to achieve measurable business
goals. Business Process Management and the convergence of technologies (such as Portals,
web 2.0, Bl, Content Management) are two key elements of this transformation and hence
we will focus on how the convergence of various technologies led by BPM will help achieve
the business goals around Customer Experience Transformation (CET).

SECTION 3—STANDARDS AND TECHNOLOGY 189

How To OPTIMIZE CAPABILITY: CENTERED ENTERPRISE INTEGRATION 191
Nathaniel Palmer and Jason Adolf, SRA International, Inc., VA, USA

Increasingly, COTS BPM and SOA platforms are leveraged as the bones of architecture and
approach, allowing for the maximum amount of flexibility while reducing the need for te-
nuous custom coding. Yet the ‘Integration-centric’ approach most commonly followed ob-
viates the inherent benefits offered by BPM, notably the ability to deliver business capabili-
ties, rather application functionality.

Taking a capability-centered approach to extracting and exposing existing application func-
tionality, while mapping these to new processes and interaction models, allows organiza-
tions to realize optimal value from current generation COTS BPM and SOA platforms. This
approach begins with modeling business concepts as addressable capabilities, and then
extending these into specific deployment models which leverage BPM and SOA for capabili-
ty-centered business integration. This chapter gives step-by-step instructions on optimizing
this capability.

XPDL 2.2: INCORPORATING BPMN 2.0 PROCESS MODELING EXTENSIONS 203
Robert M. Shapiro, Global 360, USA

In June 2009 the OMG voted to adopt the BPMN 2.0 specification which then entered the
Finalization Task Force (FTF) phase. At that time the WfMC initiated work revising
XPDL2.1. The new version, XPDL2.2, is described in this paper.

XPDL2.2 is intended as a preliminary release which supports the graphical extensions to
process modeling contained in BPMN2.0. In fact, the BPMN specification addresses four
different areas of modeling, referred to as:

e  Process Modeling

e  Process Execution

e BPEL Process Execution

e  Choreography Modeling

We focus only on Process Modeling. Within that we define several sub-classes to support
process interchange between tools. This is discussed in a later section of this paper.

WORKFLOW CONTROL-PATH INTELLIGENCE AND ITS IMPLICATIONS 217
Haksung Kim, Dongnam Health University and Kwanghoon Kim, Kyonggi Univ.,
Rep. of Korea

In this paper, we describe the basic concept of workflow control-path intelligence and its
implications on the arena of business process analysis, prediction and optimization. That
is, we introduce a series of models, algorithms and frameworks for analyzing, predicting,
optimizing and rediscovering the control-path intelligence from a workflow model. Conclu-
sively, we strongly believe that the workflow control-path intelligence must be an essential
factor for improving the quality of workflow model itself as well as a pioneering research
issue in extracting other workflow-related knowledge and intelligence to rapidly and reliably
deliver agile services to businesses and IT customers.

WORKFLOW DESIGN PATTERNS FOR DEVELOPING AND MAINTAINING E-BUSINESS WORKFLOW
SYSTEMS

Farhi Marir and John Ndeta, Knowledge Management Research Centre, Faculty of
Computing, London Metropolitan University, UK

ABSTRACT

Designing an e-business workflow system for your organisation using a traditional frame-
work is not appropriate as it ignores the human dimension of organisational knowledge
creation and the dynamic situations encountered in organisations collaborative work
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processes in the new e-business environment. As a result e-business workflows systems
developed using this framework are less capable in dealing with the new e-business era
which is characterised by an increasing pace of radical, discontinuous and unforeseen
change in e-business processes.

This paper highlights the limitation of this traditional framework and presents an alterna-
tive framework for designing flexible and dynamic e-business workflow management sys-
tems that respond to the continual changes of e-business processes.

WORKFLOW DESIGN PATTERNS FOR DEVELOPING AND MAINTAINING E-BUSINESS WORKFLOW
SYSTEMS 232
Farhi Marir and John Ndeta, Knowledge Management Research Centre, Faculty of
Computing, London Metropolitan University, UK

Designing an e-business workflow system for your organisation using a traditional frame-
work is not appropriate as it ignores the human dimension of organisational knowledge
creation and the dynamic situations encountered in organisations collaborative work
processes in the new e-business environment. As a result e-business workflows systems
developed using this framework are less capable in dealing with the new e-business era
which is characterised by an increasing pace of radical, discontinuous and unforeseen
change in e-business processes.

This paper highlights the limitation of this traditional framework and presents an alterna-
tive framework for designing flexible and dynamic e-business workflow management sys-
tems that respond to the continual changes of e-business processes.

UTILIZING PROCESS DEFINITIONS FOR PROCESS AUTOMATION: A COMPARATIVE STUDY 247
Filiz Celik Yesildoruk and Onur Demirdrs, Middle East Technical University, Infor-
matics Institute, Turkey

Process modeling offers a very effective means for understanding and analyzing what needs
to be improved. Process models are also used for many other purposes such as process
automation, which increases the effectiveness of process improvement especially when
organizations need to react quickly. Although there are numerous studies on various ap-
proaches to be separately applied to process modeling and process automation, the rela-
tionship and dynamics between the two still remains undiscovered. This paper presents the
results of an exploratory study on the usability of process models developed for process
improvement to be applied to the automation of processes with selected Business Process
Management (BPM) tools.

The case study covers two processes in a software development unit of a large organization.
The extended Event Driven Process Chain (eEPC) notation was utilized for process modeling
and BizAgi, WebMethods and Intalio BPM suites for automation. A comparison was made
concerning time spent to carry out the modeling and automation and the effectiveness of
the BPM tools was analyzed.

SECTION 4—DIRECTORIES AND APPENDICES 257
Authors' appendix 259
WFMC Structure and Membership Information 269
WFMC Membership Directory 273
Index 279
Online Resources in BPM and Workflow 283
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