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Today’ s business processes pose several challenges

“Considering your existing enterprise app implementations,
how important are the following business problems?

% answering 'important' or 'very important'

Mismatch between application functionality and business requirements 81%

High cost compared to value 78%

<_Limits on process change due to application inflexibili 77%

< Lack of visibility and analytic insight into process results 72%

Slow upgrade to new functionality 70%

Inability to support employees, partner, and customer collaboration

Lack of industry-specific functionality

Qn@m!to extend business processes to external pa_ 56%

Base: 145 business and IT decision makers FORRESTER




BPM S addresses the business process life-cycle

Execute Process
*Workflow
sAutomation
Integration
*Business rules

: Portal/forms :
Design Monitor/Manage
*Graphical modeling *Real time dashboards
*Business & process rules *Reporting
«Simulation and testing
Analyze/Optimize
eDashboards

*Historical analytics
*Performance mgmt

Simulation
FORRESTER



The confusing BPM S vendor landscape

Pure-Play BPM

Integration
Lombardi, Metastorm TIBCO, Vitria,
Pegasystems, Savvion webMethods

BPM

Enterprise Traditional B2B

Application

Functionality

SAP, Oracle Sterling Commerce,

Inovis, GXS

Application

Enterprise

Platform

Content Mgmt

IBM, BEA, Microsoft, EMC/documentum,
Sybase, SUN Open Text, FileNet FORRESTER



BPM S evolved from wor kflow

Business
Process
Management
/' Expanded into BPM

Document Separate market
imaging —

Mid-late Mid-late 1990s 2002-05 2006+ FORRESTER'
1980s

Workflow




Forrester Wave™: Human-Centric BPM S, Q1’06

Risky Strong
Bets Contenders Performers Leaders
Strong Market presence
5awion | ombardi
Pegasystems - { Software
FileNet - ——Appian
Fujitsu’ » | L * A
h HandySoft
Ultimus | « A
“~'Metastorm

L .|_ .
Global 360

February 2006, Tech Choices “The Forrester Wave™: Human-Centric Business Process Management FORRESTER
Suites”



BPM S evolved from EAI

Enterprise
Application —
Integration \

Business
Process
Integration

A

Business
Process
Management

Mid-late 1990s 2002-05 2006+  FORRESTER



Forrester Wave™: Integration Suites, Q1’06

Risky Strong
Bets Contenders Performers Leaders

Strong
webMethods

Vitria Technology (s’ TIBCO Software » |

Sybase (s

Sterling
Commerce

Market presence
S

Strategy ——————— 5trong

FORRESTER
July 2005, Tech Choices “The Forrester Wave™: Integration Suites, Q3 2005”



Two different kindsof BPM S

Enterprise
Application —
Integration \

Business
Process
Integration
A
. _ Business
Integration-centric ~ Process q
Management
- Business
Human-centric Process q
Management

=W  Expanded into BPM

Document Separate market
imaging —

Mid-late Mid-late 1990s 2002-05 2006+ FORRESTER'
1980s

Workflow




Match BPM Sto process characteristics

Process Characteristics

Example processes

Required features

System intensive

*Order fulfillment
*HIPA transactions

*Straight thru processing

sIntegration tools

Transaction
management

*Partner profile mgmt

People intensive

*Claims processing

‘Employee on-boarding

*Task list/workflow portal
‘Ul development

*Organization
management

*Forms management

Decision intensive

*Underwriting

*Loan origination

*Business rules engine

*Business intelligence

Document intensive

*Contract management
*/Accounts payable

*Claims dispute resolution

Document management
integration




Crossing the human-centric divide

Integration-Centric _ Human-Centric

“Human Components” “People”

This content is protected by Copyright Laws and International Trade Agreements. FORRESTER®
Copyright © 1994-2006 Ultimus, Inc. All rights reserved.



BPM isn’t just about | T

This content is protected by Copyright Laws and International Trade Agreements. FORRESTER®
Copyright © 1994-2006 Ultimus, Inc. All rights reserved.



Stakeholders' positionsin the BPM stack

| _ Manage
Business Design Execute Optim?Ze siLEy
A
_ Business
Business [
User Interaction '
Oriented | _ One;nte;d
k™' - Monitoring
Tools —_ &'
Admin
b o __l — Business Process Management _| - - P =
. ' IT
IT Enterprise Service Bus Oriented
Oriented itori
Monitoring
Dev. ] — &
Tools ' '
Information Legacy Adapters Admin
Integration
T System
FORRESTER
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Theever increasing BPM value proposition

Self-awa |= | ocesses

Process management

IT agility

Process automation

Process knowledge

FORRESTER



Thepoor user at the center of a disconnected world

Process goal: Reserve inventory for a customer

| E 5. L?:dkuli:?info 3. IM the expert
6. Email vendor e, - P 4. Not available,
find another
Email .

SCM IM

7. Create personal
reminder

8. Wait -
Calendar ﬁ ﬂmail
ERROR Portal
1. Log into 3 ERP E

enterprise apps CRMTc FORRESTER

2. Find expert




Theuser experience will change dramatically

Today’s Tools Information Workplace
Sisiointed and ad e Seamless
* Disjointed and stovepipe VR
» Makes users step outside e Contextual
business process e Guided
» Single mode only H * Role-based
e Multimodal

* Limited IT support (e.g., « Aware of the physical
In hotels, at home, In world

airports or coffee shops) « Support for any location
or device

FORRESTER'



A view of the future: focus on the “whole process’

e Get ideas

 Find experts
 Discuss possibilities
* Do research

Ad hoc, messy, chaotic
human activities

» Talk to a customer
» Obtain information
 Make a judgment
» Create business
documents

Structured
human activities

» Update systems

» Transfer information
» Score and automate
decisions

System intensive

FORRESTER




Enabling technologiesfor the “whole process’

e Collaboration

:  Expertise
Ad hoc, messy, chaotic » Presence
human activities * VVoice
* B
Structured > (T
e e E-forms
human activities . Skills-based

 Learning objects

* Integration

System intensive . .
 Business services

FORRESTER




Bl and BPM world views |ead to conver gence

=] BPM
. Bl harnesses the power of Bl provides process analysis

Basic .

data created by processes and insight

Bl creates understanding Bl optimizes processes with

Advanced . : .
that leads to process action |outside data at runtime
: : : Bl is crucial to both human

Bl is action-oriented, thus " :

Future and system decisions in

process-oriented, in context

Processes

FORRESTER



Process analysisthrough data visualization

As Expected  Better Great Below Expectations

Call Volume

Performance I [ ]

Accuracy Sales Per Hour 100
Adherence to Schd Average Sales

Avg. Availability % results in Sale

Avg. Qty Score

After Call Work
Hold Time

Aux. Time Calls Delegated

Absenteeism Call Back

Talk Time

Handle Time

FORRESTER



g Putnam Investments - Microsoft Internet Explorer - |0 ﬂ

File  Edit Miew Favoites Tools  Help .-“-‘-.;Idress|;_, hitps: /v, puthaminvestrents. comdindividualfindes_ira. himl j m

PUTNAM [INVESTORRELATIONS

INVESTMENTS

Inwestar Relations Legend [ ataset Funds= Insurance Products Retirernent Education

Investor Relations Representatives

£ | Home 8 Intermnet



Buyerswant information in process context

“Which criteria are somewhat or extremely important for next-gen
content/collaboration/portal/office productivity tools?”

Content is delivered to users within the context 97%
of the business process

Collaboration tools are delivered within

0,
the context of business processes 1%
elLearning is available just when the ;
user needs it 84%
Content and collaboration tools are available
84%

dynamically based on the user’s role

Content is available across wide range of 81%
devices (e.g., cell phone, PDA, kiosk, laptop)

Base: 117 professionals in North America, Sept 2005
(50% work in enterprises > 1,000+ employees)

FORRESTER'
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Choosethefirst business process car efully

Start with a major process that is causing pain
Resistance to change goes away
More support getting it completed
Easier to get project funding

Characteristics of processes that cause pain
Multiple steps and handoffs
High volumes

Typically customer facing

FORRESTER'



L ook for projectswith high reward and low risk

High
High reward - High reward but
Revenue
Cost
Customer
Sy Low reward Low reward and
Regulatory hlgher risk
Low High
Complexity
Process steps Participants
Integration points Transactions
Exceptions Organizations

_ _ FORRESTER'
IT environment Length of time



Be pragmatic

Look for quick hits
Avoid “big bang” and “analysis paralysis”
Target short implementations that deliver value
Use an incremental approach

Iterate both the process modeling and execution
Implementations

Plan 3-4 iterations to get implementation right

Expect 7 iterations to wring out all inefficiencies

FORRESTER'



Be pragmatic

Infrastructure concerns

Link projects to LOB instead of infrastructure
Don’t burden the first project with infrastructure costs

Assess and upgrade the underlying infrastructure

FORRESTER'
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