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cesses. You need to rather
look at strategy. What's the
first process that we should
be spending our time on?

It needs to be something
measurable, not something
fuzzy like 'we want to be
the good guys'. It needs to
be something that can feed
back into operations. The
firat set of cuts — application
rationallsation, negotiat-
ing SLAs and cutling costs
—were the easy ones. But
there's a double dip coming
and the business s going
to ask for more. | think that
enterprise architecture can
help here, by identifying
that first process that will
have an impact so that

the organisation can see
the benefits.”

For Bruno Bertrand, CEM
and online dirgctor at Estes
Lauder, it's not really about
cuts atall.

"Dur company is & small
enterprise; we don't have
rooms full of servers, We're
there to make money, s0

gvery time | hear about
business process optimi
sation, | don't think about
cutting Dut rather investing
to drive more revenue, |
appreciate that in a large
organisation, there is a lot
of capital invested in silos,
But every day you should be
optimising, every day you
should be thinking about
business processes,”

The human factor

The gther problem with

BPQ is the effect it has on
employees. Pieter Nevel-

ing, senior SOA architect at
Software AG SA, says that
people tend o think BPO is a
cost-cutliing exercise in which
you save T costs by cutting
people and resources,

‘But it's both a top-down
and a bottom-up approach,”
he notes. “Iinstead of going
into the exercise with the at-
fitude that we need to save
cosis and cut, which makes
people nervous-and nega
tive, what we nead to start

gdomng s mag the business
a5 a process where il makes
zense. By identifying which
processes make revenue
and ident f},.'ir.g the Systems
that don't add to the bottom
linge, you will save. But if
you o into it a5 a cutting
exercise, you'll have depart
ments and business units
that will hide systems so
they can maintain thair own
little domain.”

Ron Stuart, director for
usiness performance
semvices at KPMG, says the
human factor is critical.

“In-a lot of businesses,
the optimisation realisation
is academic at best, When
a project breaks down 15
after the processes have
been re-enginesred and
averyane has gone to train
ing and it's bachk to business
A= usual. Then the project
gtops. The human element
is one with which a lot of
our clients strugghe. What
we don't measure s the
end-user behaviour. 1N an
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analysis phase, we identify
that 1 OO0 man hours can
be saved in a specific pro-
cess, but we don't ever see
that quantity going to the
Dottom Nne.”

Bertrand says it's bath
missed communication and
the human factor,

“If wou talk to an IT profes-
sional, it's always going 1o
he within the walls of his
world. And the anly things IT
Buys know to do is buy stuff
and cut stuff. That's whal
we do. We're not typically
good at managing people
but we are good al manag-
ing stuff. When a business
parson says he would like
yOLU Lo optimise, what he
means is thal he'd like you
to work smarter, and find
petter process flows so that
the company can be rein
vented from the bottom up.
But' the IT guys think, ‘Oh,
| heed to buy more sarvers
and spend more on this
system’. We just don't gt
each other."B






