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Learning outcomes

* An overview of the value of process innovation

* An understanding of some of the systemic challenges that exist
in higher education

* The argument for why institutions should develop a process
innovation capability

* The mechanics and skills needed to develop a process
innovation group




The Challenge




Institutions of higher education have generally
struggled to make effective and long-lasting
change to key business processes




IT Projects can go very wrong
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But they don’t always
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The design of Business Processes
is a key factor in determining system
implementation success or failure




What is a business process?

Create knowledge (grants acquisition and management)

Acquiring new capabilities (hiring)

Acquire goods and services (procurement)

How valve is created and delivered

Obtain a new student (admissions)

Educate a student (teaching and assessment process)

Facilitate communications (WiFi deployment)




Processes exists along two dimensions

Organization 1
Organization 2
Organization 3
Organization 4
Organization 5
Organization 6
Organization 7
Organization 8

Create and deliver some value
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The horizontal end-to-end




For example
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And the second dimension

Process (Workflow, policies, etc...)

People (Motivation, training, skills, etc...)

Tools (IT systems, machinery, space, etc...)
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Data (Integration, definition, business modeling, etc...)

The vertical top-to-bottom




This is the holistic view of process
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Participating Participating Participating Participating Participating Participating Participating Participating Participating Participating
Organization Organization Organization Organization Organization Organization Organization Organization Organization Organization

Title of Process

Process Process Process Process Process ‘
—
. Phase 1 Phase 2 Phase 3 Phase 4 Phase 5

Trigger(s) Process

Result(s)

Step 1 Details Step 2 Details Step 3 Details Step 4 Details Step 5 Details

System X Email User Profile Profile
Database Y Excel Spreadsheets Organization Logistics
ABC Tool PDF Role Itinerary
XYZ System Xyz Website Unit Application

Dept. File Share P Etc.




Good process are hard to design

Know all stakeholders

See beyond your own perspective

Balance diverse stakeholders
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Operate in an ever-changing environment

Process (workflow, policies, etc...)
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Integrate process, people, tools, and data across a value chain




But without this, processes are driven by inertia
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Higher Ed has struggled with implementing PI




We have a complex mission

Teaching Athletics

The
University

Research

Service




Which is a challenge
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We have a complex strategy







The challenge of this complexity is...
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Process improvement has never been more needed
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The Approach




Our model of work

As-lIs Assessment
Facilitation
To-Be Design

Training
Teaching
Publication

UPI

Best Practices RESEARCH
Change Management

Business Trends




Our value proposition
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Our principles
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Our methodology

Scope & Define
Process

Discover
Process

Project Closed

Assess
Process

Validate
Process

Pragmatically

= Deliver &
Semantically Close-Out
Validate Validate Projec(
Maodels

Externally




Change is about relationships

Person Person

Relationship

Person Person

Relationship

Relationship
Relationship

Person Person
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Discover

Process

Gather Process

Data
(
\ Draft As-ls Review Existing
sl Review Policies | Documentation
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Process Summary Interviews
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Assess

Process

Synthesize
Data ( \
1Identify Data Gaps
Validate Identify Follow-Up
Models Areas
J .
Ensure Proper Build Accurate

Level of Detail Models




_ Culture, core competencies, and
Mission, strategy, goals, and objectives

management systems

supports constrains

Process Title

Process Step 1 Process Step 2 Process Step 3 Process Step 4 Process Step 5

Workflow Information Motivation & R : Facilities/
. Resources & Policy & Rules Physical
Design System/ IT Measurement S :
Organization Environment
The sequence of Any technology, This is how the Anything that Processes are The work
steps, decisions, and  system or tool thatis  process and impacts the “whao” usually guided by environment,
handoffs carried out  used, or could be performers are in a process relates business rules and location of related
by the process's used as part of the measured. It includes  to the human policies, many of people or tools, and
actors between the process. The lackof  how those resources enablers. which are now general culture of an
initial event and the  a technology is often  measurements Having the right obsolete or for organization can be
final result. noted here too. motivate people to people with the which the original process enablers.
performin a right skills and rationale is long
particular way. aptitude in the right  since forgotten.

job is important.




Validate

Process

Conduct
Mid-Point
Briefing

Pragmatically
and

Semantically
Validate Validate

Models
Externally

Client in the Stakeholders
Loop Validate Models




Deliver &
Close-Out
Project

Provide a Case Not Focused
for Action on Technology




The Results




Faculty Reporting Student Transfer

Tuition Remission
Grants Accounting

Tech Transfer

Change Major Decom.missic.)ning
- Orientation
Hiring
Credit Card Processing




Some numbers

> 24 Large projects

> 233 Staff directly involved

> 84% of Clients return

> 80% of Clients implemented change
> $100,000s in identified savings

> 7 Published papers
> White papers, best

practices, and guides
> 11 Conference talks

RESEARCH > 154 Employees trained

> 186 Students taught

A whole lot of good will




Build it




How to make the business case

Business Case




The first project has to fit




The right staff




Governance approach
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Give it time




We have learned a lot (in 2017)

1. Don’t be scared of the elephant in the room
2. It is the journey, not the destination

3. You can never talk to enough people
4.There are bad clients

5. Leverage your position at a university

6. Build and define a concept model

7. This practice takes time to develop




To learn more
UPI Website: hitp://it.umd.edu/processinnovation

Email: jdrasin@umd.edu
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