Prepare Your

Processes So ERP Doesn't
Break Them

Doing More With Less
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Welcome: Lunch and Learn

* 30-minute session

* 15-minute open discussion
* Light and easy

* Take at least one action

* The recording will be available
onh our website

* Introductions
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Context

Starting ERP implementation
Convoluted processes

Going with out of the box processes
It sounds okay- but confusion!
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Why should we bother?

Amazon vs eBay UberTV > Swan | Commonweait
axl vs P&N

Uniglo Vs H&M
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The Difference

A GOOD process supported by
GREAT tech
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Good Tech with Bad Processes

* Big companies using big
software and still miserable
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Covering basics: Myths
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Basics: Definitions

Layer Description Owner Example
1: Value Chain End-to-end business flow | Business leadership Request-to-Service-to-Cash
(R252C)
5. Process Defined steps within Functional leads Intake, Service Delivery,
workflow Revenue, Governance
3: ERP Transactions System execution Finance / IT Accounts Receivable
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Xxample

Request-to-Service-to-Cash (R2S2C) - End-to-End View Across 3 Layers

One end-to-end flow shown at three levels of detail

LAYER 1 REQUEST : SERVICE DELIVERY REVENUE & COLLECTION CLOSE
. ale N .
WORKFLOW
(End-to-End (@) » @ @ ——= @
Business Flow) ([
Customer Work Servuce Outcome Charges Invoice Payment Case Closed
Owner: bmi Scheduled Applied Issued Received & Reported
Business Leadership Request Prioritised (if applicable)
LAYER 2 FRONT OFFICE (INTAKE) S OPERATIONS (SERVICE DELIVERY) / FINANCE (REVENUE) - '/  GOVERNANCE
PROCESS & i
ustomer Capture Validate Categorise Assign
(Defined Steps [P Q- [ Request }JlnfofmauonH Request H Prlomy
Within Workflow)
Owner: @, Operations Assign Job Schedule Execute c;:‘;:_‘m ‘
, i
Functional Leads Toun 2 T"'" Work Service Details
@ Finance Detevmme Apply Generate Mnmlov Follow Up
A Team If Chargeable Pricing Invoice Overdue
]| Rules Payments
9 Governance [ Escalate Overdue Requests [ Handle-Complaintsl Disputes ( Ex’::::i?):s
= - = — — S S— %
LAYER 3
ERP / SYSTEM } @
TRANSACTIONS "_
(System Execution) Create Service Update Request Create Work Update Work Record Labour / Generate Postto Receive Reconcile &
Request Details & Priority Order Order Status Materials Used Invoice Accounts Payment Close Case
Owner: (CRM / ERP) Receivable
Finance /IT
[ LAYER 1: Workflow [ LAYER 2: Process [ LAYER 3: Transactions KEYINSIGHT LEGEND [
End-to-end business flow Defined steps, roles, rules System actions in ERP ﬁzp exect:t:s t-he tt:ansacr::lns. — Flow
hat we achieve How we operate) What the system does| 0es ot cesign The worksow.
o ) ¢ ) ¢ Y ) or fix the process. “ """ Phase Boundary
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Key Message

01 02
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Example

* Define end-to-end Value chains

* Phase 1: Basic processes

* Phase 2: Improve and optimise processes
e Use out-of-the-box ERP transactions
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The Challenge?

* Why Process Management discipline is too challenging?
/ Process Hotspots
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'/ Process Hotspots

N O AW E

Ownership ambiguity - Who owns end-to-end outcome?

Shadow processes - Where is Excel running your business?

Process variation - Same work, different methods
Decision gaps — Who decides and based on what?
Data breakdown — Bad data and its impact on process
Exception handling — When things go wrong...
Visibility — How can we see end to end flow?
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Actions

e Evaluate your project against these 7 Process Hotspots and assess
your risks

* Bob’s spreadsheet audit
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What Do We Need?

Process to manage Process
Management decipline




Process Management Process
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Closing thoughts

* Process Management is a
discipline, not a task

* |t starts before the project
* It ideally never ends
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