Warning: Don't Assume Your Business
Processes Use Master Data

Clay Richardson

September 15, 2010

FORRESTER




.R
=
=
=
=
2

'\’.)AN .. SOy

-

.

" P
‘(.\"

¥



Survey of 2227 SMB and Enterprise IT decision makers



| heard this BPM thing
might help us reduce
costs.

L —— - ,
S 2. i: ,'
l‘ -
‘_h i :i

Survey of 2227 SMB and Enterprise IT decision makers



| heard this BPM thing
might help us reduce
costs.

[

Survey of 2227 SMB and Enterprise IT decision makers




| heard this BPM thing
might help us reduce
costs.

66% . 647

BPM E Open
B Source

Survey of 2227 SMB and Enterprise IT decision makers



| heard this BPM thing
might help us reduce
costs.

66% . 647

BPM E Open

Source g SaaS
1)

Survey of 2227 SMB and Enterprise IT decision makers

)
i

© 2010 Forrester Research, Inc. Reproduction Prohibited



BPM adoption strongest in hardest hit sectors

“What are your firm’s plans to adopt the following types of glatfvorm and infrastructure software?”
(Business process management software [BPM])

B Adopted/interested* 7 Nointerest/don’t know

Financial services and insurance
Business services and construction
Manufacturing

Public sector and healthcare

Retail and wholesale

Utilities and telecommunications

Base: 485 enterprise IT decision-makers

Source: Enterprise And SMB Software Survey, North America And Europe, Q4 2009
*BPM demand is comprised of respondents who are expanding/upgrading implementation; have implemented

but are not expanding; are planning to implement in the next 12 months; are planning to implement in a year
or more; or are interested with no plans.

Source: August 2010, “Forrester Wave ™: Business Process Management Suites, Q3 2010” Forrester report
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BPM programs face many critical challenges.
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Why don’t process professionals find data sexy?

Source: http://www1.pictures.gi.zimbio.com/Chanel+Cruise+2010+Fashion+Show+-Fcz3Iv1SeLl.jpg



Why do data management professionals overlook process
context?
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Most teams fail to see the connection between BPM
and MDM...
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MDM teams only focus on cleaning downstream data
— after the fact.
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Source systems

Source: October 2009, “It's Time To Invest In Upstream Data Quality” Forrester report
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What are the risks of not connecting data quality to process
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What are the risks of not connecting data quality to process
context?

High quality
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As IT stewards, data architects and process
architects are critical to the success of data
overnance and process improvement

ss multiple business initiatives.

Business-savvy
Strong communicators
Educators across IT
g Process architects



Experienced business analysts and
process analysts with tRe'expertise to

bridge business and IT & munications
often make the best b

IT-savvy
S éemmunicators
Educators across the business
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MDM BPM

Business IT Business IT
Steward Steward Steward Steward
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Define virtuous cycle of process data management

Governance

Scoping and

Is there Assessment
accountability

for d_ata Are we Requirements
quality structuring and _
throughout analyzing Architecture
the entire orocess data Do process and Solution
lifecycle? . models show

across internal

relationships to
existing master

Monitoring

silos? Is our data and

application
data? Do data architecture Is data quality
libraries show g, 50rting all measured and
relationships t0 i ormation monitored for
processes? requirements business

use cases? processes?

Feedback




Process analysts should ask probing questions about

data...
Question to stakeholders Example: marketing executive

What business processes are Marketing might articulate contact management and

most important to the customer trend analysis as critical processes that are at

organization? risk due to poor-quality data.

What data is used to support These marketing processes depend on customer,

those processes? product, and order-centric data. Map the specific
attributes most widely leveraged by end users to support
the key processes.

What systems and processes Inventory the enterprise apps, Web front ends, and sales,

capture and update that data? call center, and customer self-service processes that

capture this data. Identify which systems and processes
account for a majority of the data volumes (80/20 rule),
and prioritize those to evaluate first.

What is your level of confidence ~ Work with your business stakeholders to perform source

when using that data? system anaglsis and profile the data captured in these
systems to define and measure the current quality levels.
This will focus your data quality efforts on the most

egregious poor-quality data.

Source: October 2009, “It's Time To Invest In Upstream Data Quality” Forrester report



Data quality teams should map data operations back
to key business processes

Customer Customer
Customer Customer Customer Customer creditcard privacy

Process/system name address phone email number preferences
Self-serve order

management: Web site CRU CRU CRU CRU U CRU
Call center order

management: CRM CRU CRU CRU CRU CcuU CRU
Order fulfillment: ERP RU RU RU RU R R
Call center customer

support: CRM CRU CRU CRU CRU . CRU
Self-serve customer

support: Web site CRU CRU CRU CRU - CRU
Direct marketing campaign R R R R 2 R
management: campaign data mart

Manual override - customer

data escalation administration: RUD RUD RUD RUD RUD RUD

ERP/CRM/DW
Key: C=Create; R=Read; U=Update; D=Delete

Source: October 2009, “It's Time To Invest In Upstream Data Quality” Forrester report



Software vendors still playing catch up on process data
management...

Trajectory: Time to reach next phase:

s Significant success @ < 1 year @ 1 to 3 years @ 3 to 5 years
Moderate success

— Minimal success @ Sto 10 years @ > 10 years

Tech
Radar :
. ‘ 12 Business rules management
High| ) lntegratlo..n servers(ill) \
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I w
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Negative
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Ecosystem phase

August 2009 “Forrester TechRadar™ For BP&A Pros: Business Process Management Suites, Q3 2009”
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... but some vendors beginning to take process data

seriously
Risky Strong
Bets Contenders Performers Leaders
Strong
A
Current
offering
Market presence
B
DO Full vendor participation
Weak @ @ participa

Weak Strategy - Strong
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... but some vendors beginning to take process data
seriously

Business glossary

Process data management

Does the product provide tools for S = Includes native full.-featured business

business analysts or process glossary for business users 10 easily define and

analysis to easily model data reuse common data elements during discovery.

sources and entities that wil be used 3 = Specific notations are provided for visualy

by the business process? modeing relationships between business dala
and process activites (e.g., support for BPMN 2.0
data objects).

0 = No visual lools are provided for modeing
relationships between process activities and
data

Does the product provide tools for S = Product provides a native interface for
automatically keeping process- visualy mapping process variables to source
related data synchronized wih systems and alows developers to configure
source systems? Does the product rules for keeping data synchronized between
provide adapters or integration with  process modeis and source systems.
master data management (MOM) and 3 = Product provices features for mapping
data quaity toois? process variables to data elemants stored n
external databases or can access external data
via data services,
0 = Product does not provide native features for
mapping process varabdles to source systems.

IBM and Metastorm
provide impressive
business glossaries

Pega and Appian
provide support for
synchronizing data



First point of process data convergence: “business
glossaries”

« Simplified data modeling
and definition for process
teams

« Connected to existing
business glossaries defined

by data architects and

e librarians
* Ability for process analysts
to associate CRUD actions

- M omnas - with specific activities

& S o : » But more needs to be

done...

e rwmdate

Source: IBM



Some vendors also embedding data quality metrics
embedded into processes
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Other BPM Trends To Watch




BPM is now the language of IT-to-BT

Vertical/ Functional/process  Process/functional Service/process
functional overlays overlays organization

and functional

of Excellence
management

Source: BPM Focus (www.bpmfocus.com)
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Old School BPM Suites

Multiple disconnected process
models for a single process project.
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Unified process repository for single-
model refinement.
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New School BPM Suites

Unified process repository for single-
model refinement.

“Sync
and
Merge”

Business view

L)

Technical view

Process repository
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Real-time, Shared
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Social adds new layer to BPM fabric

Real-time, Shared Ad-hoc and

collaborative development dynamic routing
discovery
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Social adds new layer to BPM fabric

Real-time, Configurable
T devSerl]grer’r?ent ; Ad-hoc a”:_j dashboards, event
discovery P ynamic routing streams
-
()
C>U\ Define =  Create Monitor
J
R
@)
O .
N Manage A— Optimize
Single Enhancement tagging,
model ad-hoc path analysis

refinement
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Many social BPM patterns emerging

= Collaborative Discovery — Extending process discovery to include
front-line business users and customers for bi-directional
communication

= Shared Development - Extending development to include business
stakeholders and non-developers as equal partners in process
development.

= Process Guidance — Tapping internal and external social networks
to provide users with real-time guidance on how best to complete a
specific process step or activity.



Conclusions

= Process improvement and data quality are intimately
linked and must work hand-in-hand

= Connect process governance and data governance to
minimize the risk of process data failure

= Review and synchronize key tasks and roles across
process improvement and master data initiatives

= Develop a shared business glossary across business
process and master data teams
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