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What we are talking about

Exploring the potential role of unstructured processes 

and content in BPM

1

ÅIdentifying the unstructured processes in an 
organisation that would benefit from BPM

2

ÅRecognising the benefits of including unstructured 
content into processes 

3

ÅExamining how to combine unstructured and 
structured content to deliver performance 
improvements
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Section 1:

SAPO Case Study



The Pétanque ïSAPO 

relationship



Outcomes from 2007 and 2008 provided the following 

benefits:

Building on results

Buy-in from 

executive level 

motivated further 

levels to embrace 

process as one of 

the tools to 

effectively deliver 

strategy Transparency 

and role clarity 

defined who 

does what 

(RACI) 



Building on results



Building on results

Based on these benefits, VizPro®was to ñtackleò 

unstructured processes.
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Executing the plans could 

be through but is not 

limited to:
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The SAPO Case Study



BPM for SAPO...

10

é is defining and linking and managing processes 

to achieve strategic goals, agreeing on what needs 

to be done by whom throughout the enterprise within 

governance, risk and performance management 

structures.



Structured versus Unstructured

Structured Processes Unstructured Processes

Å define the step by step of what 

needs to be done 

Å works well in IT & QMS and 

Performance Measurement 

environments

Åwhere human interface occurs 

Åwhere ña plan needs to be 

madeò based on the 

circumstance

This means that unstructured 

processes are often incorporated 

into structured processes as 

unstructured contentIt is common to have 

structured processes 

that contain 

unstructured content.



Unstructured Processes 

in an enterprise

ïWhy they are important?

ÅThey deal with all sorts of realities which cannot be pre-defined 

effectively due to infrequent occurrence for example

ïBecause they depend on the people who execute them, it is 

important to know where these processes are in the enterprise and 

how to resource them

ïWhat are their characteristics?

ÅThey link directly to the people who execute them

ÅThey change when people leave the position

ÅThey change when the environment changes

ÅThey link directly to customers



SAPO Structured versus 

Unstructured Processes

A. These are structured processes, but e.g. teller 

personality, cultural differences, socio-economic 

differences require different customer approaches, 

resulting in unstructured processes. 



What is a ñbranchò and the impact 

on processes

Wupperthal


