VILNIUS UNIVERSITY

Darius Klimas

THE QUALITY FORMATION MODEL OF BUSINESS PROCESS
MANAGEMENT

Summary of doctoral dissertation

Social Sciences, Management (03 S)

Vilnius, 2013



Doctoral dissertation was prepared at Vilnius University in 2007-2013

Scientific supervisor:

Supervisor:

Prof. dr. Juozas Ruzevi¢ius (Vilnius University, Social Science,
Management — 03 S)

Assoc. dr. Dalius Serafinas (Vilnius University, Social Science,
Management — 03 S)

The dissertation will be defended at the public meeting of the Scientific

Council of Management and Administration of Vilnius University

Chairman

Members:

Opponents:

Prof. habil. dr. Jonas Mackevi€ius (Vilnius University, Social
Science, Management — 03 S)

Prof. habil. dr. Ramiinas Pal3aitis (Vilnius Gediminas Technical
University, Social Science, Management — 03 S)

Prof. dr. Birut¢ Galinien¢ (Vilnius University, Social Science,
Economics — 04 S)

Prof. dr. Rimvydas Skyrius (Vilnius University, Social Science,
Management — 03 S)

Prof. habil. dr. Borisas Melnikas (Vilnius Gediminas Technical
University, Social Science, Management— 03 S)

Prof. habil. dr. Adolfas Kazilitinas (Mykolas Romeris University,
Social Science, Management — 03 S)

Prof. dr. Marija Kucinskiené (Vilnius University, Social Science,
Management — 03 S)

The dissertation will be defended at the public meeting of Scientific Council of

Management and Administration at 2 p.m. March 22, 2013 in Auditorium 403

of the Faculty of Economics, Vilnius University.
Address: Saulétekio Ave. 9, bldg. II, Vilnius, Lithuania

The summary of the doctoral dissertation was distributed on February 2013.

Dissertation is available for review at the library of Vilnius University.



VILNIAUS UNIVERSITETAS

Darius Klimas

VERSLO PROCESU VALDYMO KOKYBES FORMAVIMO MODELIS

Daktaro disertacija

Socialiniai mokslai, vadyba (03 S)

Vilnius, 2013



Disertacija rengta 2007-2013 metais Vilniaus universitete

Mokslinis vadovas:
Prof. dr. Juozas Ruzevicius (Vilniaus universitetas, socialiniai
mokslai, vadyba — 03 S)

Konsultantas:
Doc. dr. Dalius Serafinas (Vilniaus universitetas, socialiniai
mokslai, vadyba — 03 S)

Disertacija ginama Vilniaus universiteto Vadybos ir administravimo

mokslo krypties taryboje

Pirmininkas

Prof. habil. dr. Jonas Mackevicius (Vilniaus universitetas,
socialiniai mokslai, vadyba — 03 S)

Nariai:
Prof. habil. dr. Ramiunas PalSaitis (Vilniaus Gedimino technikos
universitetas, socialiniai mokslai, vadyba — 03 S)
Prof. dr. Birut¢ Galinien¢ (Vilniaus universitetas, socialiniai
mokslai, ekonomika — 04 S)
Prof. dr. Rimvydas Skyrius (Vilniaus universitetas, socialiniai
mokslai, vadyba — 03 S)
Prof. dr. Borisas Melnikas (Vilniaus Gedimino technikos
universitetas, socialiniai mokslai, vadyba — 03 S)

Oponentai:

Prof. habil. dr. Adolfas Kazilitinas (Mykolo Romerio universitetas,
socialiniai mokslai, vadyba — 03 S)
Prof. dr. Marija Kucinskien¢ (Vilniaus universitetas, socialiniai
mokslai, vadyba — 03 S)
Disertacija bus ginama vieSame Vilniaus universiteto Vadybos ir
administravimo mokslo krypties tarybos posédyje 2013 m. kovo 22 d. 14 val.
403 auditorijoje.
Adresas: Saulétekio 9, II rimai, Vilnius, Lietuva.

Disertacijos santrauka iSsiuntinéta 2013 m. vasario mén.
Disertacijg galima perzitréti Vilniaus universiteto bibliotekoje.



General characteristics of the dissertation

Topicality of the problem

Frequent changes in today's global business environment encourage
organizations to improve their existing process management concepts or start
looking for new ones, because they act as drivers of changes and innovations,
and therefore are becoming one of the key fields of organization‘s business and
management improvement. More and more organizations are forced to quickly
and critically analyze and optimize their business, abandon unprofitable or
unviable business areas and effectively reorganize, while at the same time
improving the quality of products or services. If organizations are not properly
prepared for changes, it can be extremely difficult to survive them or they may
even have a fatal influence on the business performance of the organization;
therefore, one of the most important challenges in the twenty-first century
management science is to create such organization management methods and
instruments that would help to identify the necessary changes in a fast and
effective manner. It must be examined whether or not the existing management
models, methodologies, and other organization‘s business management
instruments can be applied in environments that may not be ready, mature or

adapted to absorb their potential benefits.

From the very beginning, the implementation of business process
management concepts and principles has enabled organizations to significantly
increase the effectiveness, productivity and efficiency. Business Process
Management (BPM) includes the development (or reorganization) of
organization‘s business logic, modeling of execution process, execution,
management, monitoring and changes that help to create and / or add value for
its customers. The success of the execution and effectiveness of these tasks
depends mainly on how well organizations fulfill their mission. So BPM
requires to maintain the organization‘s commitment constantly and manage the

organization's processes. This includes the above-mentioned set of activities



like modeling, analysis, thoughtful and deliberate process design, evaluation
(measurement) of activity and transformation of processes, as well as a
continuous, never-ending feedback to ensure that the organization's business
processes are aligned with its strategy and expectations of execution. The
customer needs are at the core of BPM philosophy and principles, therefore, it
can be claimed that BPM philosophy remains as a future management
philosophy. Such scope ensures the optimal functioning of the organization as

a whole.

Judging from the increased activity of analysts, consultants and academic
communities over the past 20 years, it is obvious that the interest in BPM is
continuously growing, and more attention is paid to challenges related to
correct application or adaptation of BPM. It is also proved by the abundance of
published scientific research and practical application techniques, tools, and

expanding areas of application.

A wide range of BPM objects, subjects and instrumental solutions,
rapidly changing and reshaping business environment, where organizations and
related stakeholders are required to adapt faster, encourage the development of
new aggregation mechanisms and models. It is necessary to group all
organization‘s elements together with their principles, principle-based
requirements and value-based attitudes into models or systemic solutions that
would not allow to distort the fundamental BPM principles and at the same
time would help to achieve the desired results faster. The implementation of the
BPM quality model would help to gain a competitive advantage at organization

level or even national level.

Scientific problem

In a constantly changing business environment it is necessary to re-
evaluate and understand BPM principles, their role in the management of the
organization, evaluate them from the long-term perspective, and discover new
opportunities for more effective organizational changes. After analyzing the

scientific publications on the quality management of business process



management that were found in specialized scientific journals and on the
Internet, it has been noticed that there is no consensus as to how systematically
explore and develop organizations® BPM quality and factors. Based on the
theory of total quality management, it is necessary to define the latter factors
and develop specific and appropriate research and implementation solutions for
the formation of BPM quality. The solution to this problem and the practical
application in scientific research and business fields requires to re-evaluate the
traditional instruments of management and development of organization‘s
business activities, and allows to distinguish a few conceptual courses of action.
The first course of action is the analysis and assessment of BPM quality
evaluation and formation by defining and modeling of the essential factors. The
second course of action is a theoretical and empirical research in order to verify
the applicability and suitability of the BPM quality formation model for various
business subjects (investors, managers and employees of the organization) as

well as for scientific research, and to justify its benefits as well.

The scientific problem analyzed in this paper is defined as follows: due
to the absence of a unanimous and widely accepted opinion and evaluation as
to how analyze and develop an organization‘s BPM quality and its factors it is
difficult to unambiguously understand and generalize the structure of this

object, quality assessment methods and criteria.
Aim and task of the paper

Object of analysis — the formation of the quality management of

organization‘s business processes.

Aim of the work — to create a generalized Quality Formation Model of

Business Process Management.

Tasks of the work:
1. Examine the scientific literature on the quality formation of

organization's business process management.



2. Shape a theoretical Quality Formation Model of Business Process

Management, based on the analysis of scientific literature.

3. Justify the Quality Formation Model of Business Process

Management selection and its practical implementation.

4. Describe the methodology of the application of the Quality Formation

Model of Business Process Management.

5. Select one part of the created Quality Formation Model of Business

Process Management for empirical research.

6. Demonstrate the applicability of a selected part of the Quality
Formation Model of Business Process Management and define areas for

Improvement based on the results of the empirical study.

Methodology of research

The methodology of the research is based on an integrated approach to
the research subject and its components. In order to examine the problem of the
dissertation and obtain theoretical and practical results the following general
and specific methods have been used: overview of scientific literature,
systematization and development of a model based on the scientific literature,
systemic analysis, conceptual analysis of the content of scientific papers and
practices, describing the models and criteria of formation and evaluation of
business process management quality, creation of a survey regarding the
suitability of the model, survey and testing, data collection, summary,
comparison and statistical analysis. Modeling is based on various grouping,
elaboration, ranking and classification methods. Data of the research has been
summarized using a statistical analysis program SPSS and Microsoft Office
Excel program. Data analysis has been carried out using descriptive statistics

methods (correlational analysis, data normality test, dispersion analysis).

After reviewing the scientific literature, theoretical and empirical research
papers related to the research of business process management quality,

evaluation and criteria of its formation have been selected. Based on the



analysis and interpretation of scientific literature, a theoretical model of the
BPM quality formation has been created and presented in the dissertation (Fig.
4-5). After carrying out a conceptual content analysis of research papers related
to the Quality Formation Model of Business Process Management (QFMBPM),
BPM quality aspects, which have been pointed out by the authors of the
reviewed papers as the most important or fundamental regarding the formation
of BPM quality, have been selected.

The methodology of QFMBPM application research has been developed
with the aim to ensure that the results of the research will help organizations
that are preparing and planning to refocus the organization's management
models from the functional to the process management principles. It would
enable the owners, managers and employees of the organization to assess the
real impact of the implementation of process management on the organization's
business performance, help companies to evaluate the risks and problems that
should be given special attention and resources, and evaluate what results could

be expected after implementing the principles of process management.

Given the objectives of the thesis, problem of the research, aim and tasks,
a model for conducting the QFMBPM application research, which is provided

in Figure 1, has been developed.



Part 1

Selection of the scope of QFMBPM application study
and preparation of the model of the study

Hypothesizing (correction)

Part 2

Preparation of questionnaire

QFMBPM application study

Fig 1. Model for conducting the research (proposed by author)
QFMBPM application research has been divided into two parts: (a) a pilot

study carried out together with BPM theory and practice experts; (b) a research

of existing practices.

Defended propositions

o Addressing the future competitive advantages of organizations it is
necessary to have a real basis for search and implementation of future but not
current changes. The author of this dissertation proposes to treat BPM maturity
as a base for identification and management of organization‘s future changes.
During the short-term period of future modeling it is suggested to use the
management and evaluation of the real potential process management maturity,
while during the long-term period the evaluation and management of the
strategic vision process management maturity should be applied.

o The assessment of the real potential and strategic vision process
management maturity could be carried out using the principle discovered by

the author of this paper: in case of the assessment of real potential process

10



management maturity, the most common evaluation from every assessed
business process group is found and its value during the short-term future
period is assigned to the entire management maturity of organization‘s real
potential processes or group of processes; in case of the assessment of strategic
vision process management maturity, the highest evaluation from every
assessed business process group is found and its value during the long-term
future period is assigned to the entire strategic vision management maturity of
organization‘s processes or group of processes.

) Knowledge of the real potential process management maturity
allows concentrating on a more accurate approach of the organization towards
its tactical priorities of business organization in realistically perceived and
managed period of time.

o Knowledge of the strategic vision process management maturity
allows concentrating on strategic priorities of business organization and long-
term business strategies.

o The core of the created business process management quality
formation model is the selection of scenario for the implementation of process
orientation characteristics or breadth and (or) depth of development; it consists
of three elements: a level of business process management maturity, formation
of business outcome expectations, breadth and depth of implemented process
orientation characteristics.

o The development of elements is equally important both in the
development of organization‘s BPM maturity and increasing the breadth of
implemented process orientation (PO) characteristics and their implementation.
. The created Quality Formation Model of Business Process
Management virtually can be applied both to the analysis of organizations

business process management quality as well as to its formation.

Scientific novelty, theoretical and practical value
BPM quality formation from the theoretical and practical point of views

has not been adequately studied in Lithuanian, therefore there is a lack of
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appropriate theoretical provisions and methodologies that would make it
possible to analyze and manage the formation with regard to constantly
increasing and accelerating needs of organization‘s changes. In countries,
having older and deeper management traditions, BPM management principles
have been analyzed more widely, however a comprehensive BPM quality
formation model has not been developed yet. In most cases the researchers are
studying only particular BPM areas. BPM management concept is based on the
classical management theories, but it has substantial, conceptual differences

which are discussed in detail in this paper.

The novelty of the dissertation is proven by the main results of the
scientific research that are provided to the public defense of a thesis. This paper
Is of theoretical and practical nature as the factors of BPM quality formation
model are analyzed taking into account the development, selection,
iImplementation and other aspects. A widely applied and flexible BPM quality
formation model has been created. The paper describes the development of a
QFMBPM model, the model itself and the results of the statistical check of the

model.

The practical significance of the paper: a BPM quality formation model
has been developed and tested and detailed descriptions of application and
recommendations have been provided. This model could be applied in various
organizations of different size and form in strategic, tactical and operational
decisions; it allows to evaluate organization‘s business management quality in
a flexible manner, and facilitate the identification of areas for quality
improvement and the identification of priority areas; it may also be used by the
owners, top management level and executive managers, and it enables to
develop and implement changes in individual areas of the organization and
across the organization in general. The main conclusions and suggestions can

be applied for further research.
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The structure and content of the paper
The dissertation paper consists of tables, figures and lists of abstracts,

introduction, three chapters, conclusions, references and appendixes. The

volume of the dissertation paper - 195 pages (without appendixes), 12 tables,

38 figures, 197 references, 13 appendixes.

The structure of the dissertation is provided in the scheme (Fig. 2), which

sets out the sequence of tasks carried out to reach the objective of the

dissertation research project.

1. Overview and analysis of scientific literature about process management

i

2. Identification of criteria for research and formation of business management
quality

2

3. Creation of a model for research and formation of business management quality

]

4. Preparation of initial questionnaire for experts

v

5. Initial survey of experts (pilot study)

v

6. Selection of a scope where a model for research and formation of business
management quality should be applied

V]

7. Preparation of questionnaire for experts

v

8. Survey of experts

i

9. Analysis and evaluation of business process management quality research and
formation model application

Fig. 2. Methodological steps of dissertation research project (proposed
by author)

Due to the complexity of a theoretical BPM quality research and

formation model (Fig. 6) studies have been carried out using only one, i.e. the

most important, part of the model, which is described in 2.2.3. Chapter of the

thesis.
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A brief content of the dissertation

The first theoretical part ,,Theoretical aspects of business process
management® examines the origin of business process management concept,
business process management maturity, and highlights the key principles,
methods and instruments. This section also defines the process orientation, the
essential elements of process orientation and their indicators, reveals the
benefits of implementation of business process management, and discusses the

measurement of BPM execution.
BPM concept

From the very beginning the implementation of Business Process
Management (BPM) concepts and principles (BPM cycle is based on Deming,
W., (1986) Cycle of Plan, Do, Check, Act (PDCA) has enabled organizations

to significantly increase the efficiency, productivity and effectiveness.

BPM is a continuous, on-going set of actions and initiatives, based on
process and systemic management principles, coordinating the business activity
of the organization through End-To-End (E2E — a process that starts from the
result of another process (internal ,,supplier”) and ends with the generated
result, that is delivered yet to another process (internal ,,customer*) through the

entire organization) tasks and oriented to the organization's BPM.

BPM requires a significant organization‘s commitment to define new
roles, responsibilities and structures in traditionally functionally oriented
organizations. Traditional organizations are focused on functional areas such as

sales, marketing, finance and manufacturing.

The BPM has been created with the aim to simplify the business activities
and work processes within organizations (Fig. 3). Work simplification is a
quality control tradition, associated with Taylor, F.V., (1911) and scientific
management. Taylor, F.V. identified a number of ideas that should help good
managers to improve their business. He provided some arguments as to how

simplify the work, linking it with the time observation and systemic
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experimentation; he was looking for the best systems of identification and
control of business activities and task completion methods, which would help

to measure the results.

Business management

Work simplification > BPM, Quality control, Six Sigma, LEAN
[ | BPMS >

Information technologies -

1900 Ford - problematic Production The first PCs Globalization Internet 2000 Business 2008
assembly lines during World computers relocation
Taylor - scientific War II
management

Fig. 3. Overview of attitudes towards business process change. (Harmon,
P., 2010)

The origins of process management and the essential philosophical
foundation (Fig. 3) lies in total quality management (TQM) theory. Deming, W.
Is known as a pioneer of TQM philosophy. TQM is a structured philosophy of
management for improving the organization‘s business activity, which requires
the involvement of every member, every partner and other stakeholders of the
organization, focusing on the essential aspects of organization's business
activities, and satisfying the customer needs or even exceeding them. The
essence of the total quality management theory is to satisfy current and future
customer needs at the lowest cost (Vanagas, P., 2008).

The main forerunners of BPM are Shewhart, W. and Deming, W. and
Hammer, M. and Champy, J., Shewhart, W. (1986) and Deming, W. (1953)
with their work on the statistical process control that laid the foundation for
modern quality management theory and 6 Sigma strategy. In this paper the
results of the organization‘s business activities have been measured in order to
reduce the variations of execution of work and, by using statistical methods,
isolate the root causes of business problems so that the decisions are addressed

specifically to their substantial solutions.
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Without organization‘s commitment, the benefits of BPM will not be seen
inside the organization and the actual practice will not exist. Individuals may
have BPM skills and organization may have appropriate BPM technologies, but
it is very unlikely that this concept will be able to successfully anchor in the
organization without the promotion of unambiguous values, beliefs, leadership

and culture.Process Orientation

Process Orientation (PO) focuses on process ranking and grouping from
one client to another instead of focusing on functional and hierarchical
structures (Reijers, H.A., 2006). In Process Centered Organization (PCO), the
BPM concept is applied comprehensively. In practice, PO can be seen as
organization's effort, necessary to implement processes as the basis of
organizational structure and strategic planning (Reijers, H. A., 2006; Sabherwall,
R. et al., 2001; Suter, A., 2009). A company that takes a process-oriented
approach is applying BPM, regardless of whether it is implementing BPR
and/or process improvement projects or not (Armistead, C. and Machin, S.,
1998). Although strategy, technology, human resources etc. are important
factors in organizing a company's activity and results (Thorp, J., 2003), an
organization's ability to control and improve business processes is also

essential.

BPM involves not only business process discovery, design, development
and implementation, but also control, analysis and optimization of processes
(Smith, H. and Fingar, P., 2003). PO and BPM together with their benefits to
the organization are not similar to BPR, since BPR is usually related to or
applied to a single process or to a group of processes that are part of one
project, aiming for a radical change in activity management, while PO and
BPM are applied and implemented throughout the organization (Garvin, D.A.,
1995). A BPR approach treats every process as an individual entity. Whichever
approach is taken, an organization can only work properly if individual

elements effectively function together. What is more, even when separate

16



processes are re-organized, they need to be constantly managed and later re-

organized again.

Research literature analysis lead to one important conclusion: BPM
concept embraces other types of approaches, such as Workflow oriented BPM,
Competence oriented BPM, Competitors oriented BPM, Project management
oriented BPM, Document oriented BPM, Business rule oriented BPM,
Enterprise application integration oriented BPM, Service oriented BPM, Value
oriented BPM, Subject oriented BPM, Need oriented BPM, Role oriented BPM
etc. In the current paper, process orientation is considered as the widest

approach that embraces all other approaches.
Essential elements of PO and their indicators

According to researchers of PO (McCormack, K. and Johnson, B, 2001;
Fischermanns, G. , 2006; Reijers H.A., 2006; Hammer, M., 2007; Vera, A. and

Kuntz, L., 2007), PO elements can be grouped as follows:

e Process design, documentation and evaluation of process activity
efficiency

e Leadership support of PO program and responsibility of process
executives

e Organizational culture based on teamwork, determination to make
changes, focus on customer service and cooperative leadership

e Organizational structure adapted according to process-oriented
approach and process map (following the principle that processes need to
be designed before any organizational structure can be implemented)

e Human resources and experience (the necessary competence,
experience and working process of an employee are determined by the
structure of the process)

e Process-oriented personnel management system

e Formal coordination and integration of separate process initiatives
or projects as well as knowledge management in relation with process

Improvement, re-organization and change control techniques

17



e Integration of IT systems and solutions.

Evaluation of BPM efficiency and implementation

Engagement, consciousness, knowledge, enthusiasm and leadership of
supreme leaders are absolutely vital for a successful process management
implementation. Processes are implemented by introducing change, which
implies re-grouping of systems, power, authority, modes, methods, types of
behavior, management styles, performance of operation etc. Only the supreme
leaders can employ appropriate resources that are necessary to implement
significant process management change. Without such leadership, every effort
is futile, while appropriate leadership ensures that every problem can be solved
(Hammer, M., 2010).

The second part of the dissertation describes the construction and
elements of the quality formation model of business process management
(QFMBPM). QFMBPM, its elements and implementation are analyzed in
detail.

A QFMBPM is designed and applied to provide the following

possibilities:

e Analysis and formation of organization's BPM quality
e Transformation of organizational management so that it complies
with principles of process management
e Applying a wider/deeper-scale management of organization, based
on process principles
The quality formation model of business process management was
designed in accordance with quality concept definition, presented by Garwin,
D. (1998). According to this definition, a whole set is grouped according to

typical characteristics or similar conditions of application.

In this dissertation, QFMBPM was designed by logically grouping a

given set of BPM objects and the conditions of their operation and/or

18



application. These conditions were analyzed in the first part of the dissertation.
In the following phase of QFMBPM design, each group of the model was

assigned typical characteristics, critical requirements etc.

Theoretical QFMBPM was designed according to the aim of the research,
its objectives and hypotheses as well as the results of research literature
analysis, defined BPM concept and key ideas. Principle-based QFMBPM in
the courses of action is presented in Fig. 4.

The designed theoretical BPM quality assessment and formation model
consists of seven elements — the courses of action:

I. Consistent selection of BPM characteristics implementation
I1. Diffusion of cross-structural communication and best as well as
non-repetitive practices
[11. Selection of scenario for PO characteristics implementation or
breadth and/or depth of development
IV. Making decisions on possible future activities ("Could Be™) and
defining them
V. Making decisions on mandatory future activities (*Must Be") and
defining them
VI. Consistent change implementation management (model)

VII. Defining future activities ("New As Is")

19
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Fig. 4. Principle-based QFMBPM in the courses of action (compiled by author)

The essence of principle-based QFMBPM in the courses of action is the
management and formation (growth) of organization according to BPM
principles, regardless of consistency of decisions, initiated and made regarding
the breadth of courses of action (Fig. 8 in the dissertation) or phases of action —
the action depth (Fig. 9-29 in the dissertation). It is necessary to have a
consistent and cyclic pattern of the courses of action as well as description of

results.

Principle-based QFMBPM, expanded in the course scenario selection for
PO characteristics implementation or breadth and/or depth of development, is
presented in figure 5 together with phases of action. Figure 6 presents
QFMBPM, expanded in the course of action groups, and a detailed view of the

Il QFMBPM course of action (“Selection of scenario for PO characteristics

20



implementation or breadth and/or depth of development™) with separate action

phases:

Defining a business model;

Developing an organizational BPM maturity level,
Shaping the expected business results;

Evaluating the capabilities of resources;

Selecting the sequence of PO characteristics implementation

according to priorities;

Selecting the sequence of PO characteristics implementation

according to importance;

Increasing the breadth and depth of implemented PO

characteristics.

Figures 11-29 in the dissertation and their descriptions present a detailed

description of QFMBPM course of action phases, groups and subgroups of

actions in phases as well as actions themselves.
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Fig. 5. Principle-based QFMBPM with expanded "Selection of scenario for PO
characteristics implementation or breadth and/or depth of development™ course

of action and phases of action (proposed by author).
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success factors. Ensuring a sustainable creation of
value to customers and income distribution.
Interaction of business model elements.

Main activity (value
creation, proposal and
presentation to
customers)

Main companies and/or
resources

Whole saler/ retailer
JIcnant ) Financial tenant Physical tenant

- Financial agent Physical agent

Strategical and/or tactical issues solving. Critical

Inventor
Intellectual property
merchant (trader)
Intellectual tenant

Contractor

Intellectual property Human resource

agent

agent

Financing solutions. Principles of income distribution

between busi model el

ts. Obtaining and

development of potential of economics and

competitive ability

Management of
relations with
customers

e presentation to
customers and
particular segments
Channels of

Values,
characteristics,
features and
peculiarities of
customers and
particular

A. Particularity and consistency of process documentation (design)
B. Leadership support of PO program

11, Diffusion of cross-structural communication and best as well as nonrepetitve practices

C. Responsibility on the level of process executives

D. Evaluation of process activity efficiency

E. Organizational culture based on teamwork, determination to make
focus on service and cooperative leadership

F.Or izati structure p ing to process-ori

approach and process map (following the principle that processesneed

to be designed before any organizational structure can be implemented)

‘G. Human resources and experience (the necessary competence,

experience and working process of an employee is determined by the

structure of the process)

H. Process-oriented personnel management system

I. Formal coordination and integration of separate process initiatives or
projects

J. Knowledge management in relation with process improvement, re-
organization and change control techniques

K. Integration of IT systems and solutions

tivity) p

quality of

| into the

Fig. 6. Principle-based QFMBPM with expanded "Selection of scenario for PO

characteristics implementation or breadth and/or depth of development™ phases

of the course of action and action groups (compiled by author).

The third part of the dissertation presents a logical and empirical

statistical analysis of research results. Results are processed and structuralized,

which allows approving or rejecting the proposed hypotheses and plan a further

research.
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The methodology for research on QFMBPM application was built in
order to help organizations that are preparing to switch from functional
organization management model to a process-oriented model. This
methodology allows owners, managers and employees of the organization to
assess the real impact of the implementation of process management on the
organization's business performance. Besides, companies can evaluate the risks
and problems that should be given special attention and resources, and evaluate
what results could be expected after implementing the principles of process

management.

The main problem of the research is as follows: practical application of a
theoretical QFMBPM.

The aim of the research is to examine the determinants of QFMBPM and
organizational BPM quality formation level and to analyze the multi-level
interactional and influence relationships between process orientation
characteristics implementation and the elements of a selected development
scenario.

Objectives of the research:

1.  Choosing the organizations to be examined.

2. Determining the following elements of the chosen organizations:

. The extent to which a business model is defined:;
° BPM maturity level;
o The extent to which the capabilities of resources have

been evaluated;
o PO level (breadth and depth);
o The sequence of PO characteristics implementation,
selected according to priorities.
3. Identifying the relation (interaction) between the level of breadth
and depth of PO characteristics and the extent to which a business model is

defined as well as BPM maturity level, evaluation of the potential of
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resources and selection of PO characteristics development or
implementation according to priorities.

Research hypotheses and limitations

QFMBPM was created according to the results of a conceptual analysis of
research literature. Such analysis is always debatable, since texts can be
misinterpreted. Also, some of the researched texts were in a different language
and therefore more difficult to analyze. In order to minimize the impact of such
issues, the approaches of different authors were compared and specialized
dictionaries were used, although there is still a possibility of errors remaining
in the results of analysis. It is not possible to evaluate the severity of such
errors.

The reliability of expert opinion survey is limited due to a small number
of participants and the subjectivity of their opinion. That is why this paper is a
pilot study and its results are only used in the intermediate phase of the whole
research, i. e. in preparation for the main research.

The second phase of the research on QFMBPM application (Fig. 1) is
complicated due to certain limitations and hypotheses:

e  The number of the respondents of the survey is limited because of
language restrictions (the questionnaire is presented in English and
Lithuanian).

e Research does not analyze the relation between the respondents'
opinion and their field of business; this requires a separate study.

e  Sample size is also limited, as an effort was made to involve as
many respondents with the right qualifications as possible without
limiting the research to respondents from Lithuania only. The size of
the population of interest was not taken into account. In theory, it is
possible to define the size of the population as the number of
population of all Western countries (the area where the principles of
modern management are applied), but in such case the research
would last for an indefinite period of time. Though the questionnaire

was made up of many questions, there was enough time given to
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answer them. Therefore it is safe to assume that the competence of
respondents compensates for the small sample size.

The size of the sample does not allow determining neither the error
of selection nor the importance or accurateness of results. In order to
achieve accurateness with these aspects applied, the research needs
to be focused on a smaller part of QFMBPM and a defined part of
respondents need to be separately surveyed. However, such research
would require more cost and would not be a rational decision taken
the volume of this dissertation into account.

Another challenge is determining the structure of sample. In this
case, the requirements for respondents' structural characteristics
were not taken into account, therefore the selection of respondents

was not limited.

Preparation of questionnaire for a pilot study

A comprehensive questionnaire (Annex 1) — an interview with experts of

theoretical and practical BPM - was prepared according to the defined

principle-based QFMBPM with an expanded "Selection of scenario for PO

characteristics implementation or breadth and/or depth of development” course

of action (Fig. 6) as well as a summary of research literature and the proposed

hypotheses. This was done in order to carry out a pilot study (a verification of

research).

The questionnaire consists of ten questions - evaluation units that are

assigned conditional codes:

1.
2.

BK.A._. — general questions about the respondent.

BK.B._. — general questions about the organization that the
respondent represents.

B.O. — general questions about the leadership of the organization that

the respondent represents.

M._. . —evaluation of organization's business model.
a. M.0._. — -evaluation of organization's business model
prototype.
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b. M._.—evaluation of organization's choice of business model.

5. B._.—evaluation of maturity of organizational activity processes.

6. L. . — evaluation of how the organization's leadership shapes the

expected business results.

7. R._.—evaluation of how the organization's leadership evaluated the

capabilities of resources.

8. P.ER._. — evaluation of how the sequence of PO characteristics

implementation was selected according to priorities.

9. P.SR._. — evaluation of how the importance of PO characteristics

implementation was determined.

10. PO._. . — evaluation of how the breadth and depth of implemented

PO characteristics was increased.

During the interview with experts, the author’s QFMBPM and its separate
parts were presented together with the principles of its creation. Also, the
criteria for the selection of the volume of the research on QFMBPM
application were presented as well as the principles that guided the creation of
the questionnaire and the questionnaire itself. Every question of the
questionnaire was discussed with each expert.

Every interviewed expert verified, that the created and described
QFMBPM is appropriate and therefore, the evaluation of its application is valid.
All of the experts recommended to narrow the study down, present a narrower
research model that would only include the key aspects.

Business process management quality formation model that was created
on the basis of scientific literature and analysis of practice is appreciable by
experts for the scope of its application, the complexity and flexibility of use.
Moreover, it is considered as a valuable tool for organizational development
and quality improvement that could facilitate the identification of future
tendencies.

In the final version of the paper, the research on QFMBPM application
was narrowed as recommended by the experts of theoretical and practical BPM,

the hypotheses were proposed and the research model (Fig. 1) was prepared.

27



According to the defined QFMBPM (Fig. 4 - 6), the hypotheses,
presented after the pilot study was conducted, and the newly constructed
research model, a questionnaire was compiled in Lithuanian (Annex 2) and in
English (Annex 3). The principles of assigning codes to the questions are the
same as in the pilot study.

Survey results

It should be noticed that different evaluation units of questionnaire had
different number of questions and the weight of responses. So to get
comparable data the depth and breadth of data of every unit was calculated
before the data analysis.

Responses of respondents were rated using Likert scale from 0 (no subject
or features), 1 (strongly disagree), 2 (disagree), 3 (neither disagree nor agree), 4
(agree), 5 (strongly agree).The depth and breadth were calculated assuming
that possible maximum depth and breadth of every QFMBPM element could be
equal to 1.

During the calculation of the breadth of QFMBPM unit element
implementation a separate response of respondent to every question in every
QFMBPM unit was taken into account and was checked whether it is equal or
higher than 4. In the cases of positive result it was assumed that it is possible to
implement QFMBPM element in that breadth and a percentage of breadth of
implementation of entire unit was calculated in the following way: from the
number of all questions in the unit the number of elements that could be
implemented was taken; a starting point was 1.

During the calculation of the depth of QFMBPM unit element
Implementation a separate response of respondent to every question in every
QFMBPM unit was taken into account. When it was equal to 3, it was assumed
that there is 50% possibility of QFMBPM element implementation in that
depth, when it was equal to 4 - there is 75% possibility, and when it was equal
to 5 - there is 100% possibility. The depth of implementation of entire unit was
calculated by percent’s calculating depths of all implemented elements in that

unit; a starting point was 1.
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Respondents include 64.4% citizens of Lithuania and 35.6% foreigners.
The major part of foreign respondents are from United Kingdom, USA and
Brazil, some of them are from Russia, Germany, South Africa, Canada, Hong
Kong etc.

Majority of respondents (83.9%) are from the private sector. More than a
half of respondents (57.4%) are members of middle or large organizations that
employ 101-500 or more people. An average number of employees provided
by respondents in their responses is 1927 people. It should be noted that a
major part of organizations of public sector are organizations with more than
500 employees (35.7%), while a major part of organizations of private sector

are organizations with 101-500 employees (28.8%).

A majority of survey respondents (57.5%) are people taking managerial
positions in their organizations. It was noticed that between respondents from
Lithuania only 48.2% of respondents are managers, while between respondents
from foreign countries there are 74.2% of managers.

The last section of this paper provides conclusions and recommendations.
Conclusions

Summarizing the outcomes of research literature analysis the following

conclusions can be drawn:

1. In most modern organizations business process management is based
on a classical approach to BPM, relying more on the results of the real-time
evaluation of the state of maturity and its management. However, by focusing
on the future needs of the organization's competitive advantage, it is necessary
to have a real basis for search and implementation of future changes (not
current). The author of this dissertation suggests considering BPM maturity as
a basis for identification and management of organization's future changes. In
the case of shorter simulation period a key factor for evaluation and
management should be a real potential, however, in the case of long-term
simulation period maturity of strategic visioning process management should

be taken into account.
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2. Evaluation of a real potential and maturity of strategic visioning
process management could be performed using a method created by the author
of this dissertation: in the case of maturity of real potential process
management, in every business process group that should be evaluated the
most common evaluation result should be found. Then its value should be
assigned to the entire maturity of management of organization‘s real potential
processes or process group in the terms of shorter period. In the case of
maturity of strategic visioning process management in every business process
group that should be evaluated the highest value of evaluation should be found
and this value in the terms of long-term period should be assigned to the entire
maturity of management of organization‘s strategic visioning processes or

process group.

3. Knowing a value of maturity of management of real potential
processes allows concentrating on more accurate approach of organization to
its tactical priorities of process organization in really perceived and

manageable period of time.

4. Knowing a value of maturity of management of strategic visioning
processes allows concentrating on strategic priorities of business organization

and long-term business strategies.

5. The author‘s analyzed research literature highlights the following
most important BPM quality formation criteria groups that made a foundation
for the creation of model described in this dissertation: making decisions on the
breadth and depth of BPM implementation and definition of active processes;
ensuring of cross-structural communication and diffusion of best as well as no
repetitive practices; selection the breadth of process orientation characteristics
implementation and development; making decisions on possible future
activities and their documentation; making decisions on mandatory future
activities and their documentation; consistent changes implementation

management; documentation of decisions on future business activities.
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6. Based on expert opinion survey, the most important BPM quality
formation model vector part, as it has the biggest influence on organization
effectiveness as well as on BPM quality formation potential, is a definiteness of
business model, development of organization’s BPM maturity level, formation
of business outcomes expectations, evaluation of resource capabilities,
selection of priority of sequence of implementation of process orientation
characteristics, selection of priority of importance of implementation of process
orientation characteristics, development of implemented process orientation

characteristics.

7. On the basis of research literature analysis and its interpretation a
model of BPM quality formation is created. Herein a detailed description of its
application and recommendations are provided. The model provides possibility
to research and on the basis of scientific material to form BPM quality and
maturity of organizations. It can be used in any kind, size or type of
organization. It provides a flexibility in formation of organization business
quality, allows to control qualitatively organization‘s management
transformation using process management principles, ensures identification of
underlying courses of action and areas where quality should be increased, and
it allows well-balances development and implementation of changes in
individual areas of the organization and across the organization in general. It
could be used in all levels of organization management: strategical (owners),
supreme leaders and executive managers. It provides possibilities to apply a

wider/deeper-scale principle based organization management.

8. Business process management quality formation model that was
created on the basis of research literature and analysis of practices is
appreciable by experts for the scope of its application, the complexity and
flexibility of use. Moreover it is considered as a valuable tool for
organizational development and quality improvement that could facilitate the

identification of future courses of actions.
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In summary of the results of research of business process management

quality formation model application it should be said that:

9. The centre-line of business process management quality formation
model consists of three components: a level of maturity of the business process
management, formation of business outcome expectations, and development of

implemented process orientation characteristics.

10. A functioning of the business process management quality formation
model is proved in practice. However, in practice the selection of sequence of
priorities of implementation of process orientation characteristics is not

relevant or more scientific researches should be done.

11. Mismatch of the results of pilot study (taken from the literature
published by the experts and received after application of the business process
management quality formation model into practice) on the selection scenario of
priority of sequence of implementation of process orientation characteristics
shows that the research of this part of model should be performed in a different

scale in every group of BPM maturity separately.

12. The analysis of hypotheses on BPM maturity interactions with other
elements of model blocks shows that the most common interactions between
BPM maturity block and other elements of model blocks occur in the cases of
maturity of real potential process management (MRPPM). In MRPPM level
more common interactions between the elements of the blocks of formation of
business outcome expectations and evaluation of resource capabilities than
between the elements of the same blocks in a real BPM maturity level or
strategical visioning BPM maturity level proves the main purpose of the model
— to form BPM quality. Namely a real BPM development potential should be a
basis of development of organization BPM quality formation. This conclusion

approves and a conclusion drawn after analysis of research literature (No 2). 2).

13. During an evaluation of the depth and breadth of implementation of

process orientation (PO) characteristics and perspectives of BPM maturity a
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similar number of interactions between block elements of a real organization
BPM maturity level and breadth and depth block elements of implemented PO
characteristics means that development of elements is equally important both in
development of BPM maturity of organization and in increasing the scale as
well as a number of implemented PO characteristics.

14. After the majority of hypotheses raised herein were confirmed the
conclusion that created the quality formation model of business process
management virtually can be applied during analysis of organization business

process management quality as well as its formation.

Suggestions for further research:

1. Writing this paper applicability only of the part of QFMBPM
components was examined. To know the entire scope of QFMBPM
applicability all the other components that are not included into this paper work

should be examined.

2. Assuming that in organizations of higher BPM maturity trying to
implement the process orientation it is very important to prioritize an
implementation of process orientation characteristics, the additional check of
relevance of PO priorities selection block elements of business process
management quality formation model should be performed in different

according to BPM maturity groups of organizations.

To implement QFMBPM into practice in a way of experiment, an effect
of individual QFMBPM elements should be evaluated in the company that is

implementing process-oriented approach.
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REZIUME

Temos aktualumas

Dazni pokyciai Siuolaikingje globalioje verslo aplinkoje skatina
organizacijas tobulinti jau turimas ar ieSkoti naujy procesinio valdymo
koncepcijy, kurios, kaip poky¢iy bei inovacijy reagentas tampa viena
pagrindiniy organizacijy veiklos ir vadybos tobulinimo kryp¢iy. Vis daugiau
organizacijy priverstos operatyviai ir kritiSkai analizuoti bei optimizuoti savo
veikla, atsisakyti nepelningy ar neperspektyviy sriciy ir efektyviai
reorganizuotis tuo paciu metu gerinant produkty ar paslaugy kokybe. Jeigu
poky€iams néra tinkamai pasiruo$ta, jie gali buti itin sunkiai iSgyvenami ar
netgi tapti lemtingu iSbandymu organizacijai, todé¢l vienas i§ svarbiausiy XXI
metodus bei instrumentus, kurie uZtikrinty greitg ir efektyvy pokyciy galimybiy
atradimg. Reikia tyrinéti, ar tikrai turimi vadybos modeliai, metodikos ir Kiti
organizacijy veiklos valdymo instrumentai gali biti taikytini terpése, kurios
galbut néra pasiruoSusios, subrendusios ar prisitaikiusios jsisavinti galimas jy

naudas.

Verslo procesy valdymo koncepcijos bei principy jgyvendinimas nuo pat
pirmy jy pritaikymo atvejy organizacijoms suteiké galimybes zymiam
veiksmingumo, produktyvumo bei efektyvumo augimui. Verslo procesy
valdymas (VPV) apima organizacijos veiklos logikos kiirimg (arba
pertvarkymg), vykdymo modeliavimg, vykdyma, valdymga, prieZiiirag bei
poky¢ius siekiant sukurti ir/ ar padidinti verte jos klientams. Siy darby atlikimo
bei naSumo sékme i§ esmes priklauso nuo to, kaip organizacijos jvykdo savo
misija. Taigi VPV suponuoja nuolat vykdyti organizacijos jsipareigojima,
valdyti organizacijos procesus. Tai apima aukS$c¢iau paminéty veikly rinkinj
kaip modeliavimas, analizé, apgalvotas ir sgmoningas proceso projektavimas,
veiklos vertinimas (matavimas) ir procesy transformavimas, taip pat nuolatinj,
niekada nesibaigiant] griztamajj rysj siekiant uztikrinti, jog organizacijos verslo

procesai biity suderinti su jos strategija ir vykdymo likescCiais. Svarbiausia
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igyvendinant VPV filosofija bei principus yra patenkinti klienty poreikius,
todél galima teigti, kad VPV filosofija iSlieka kaip ateities vadybos filosofija.

Tokia apimtis uZtikrina optimaly organizacijos veiklos visumos funkcionavima.

Pastaruosius 20 mety sprendziant pagal padidéjusj analitiky, konsultanty
ir akademiniy bendruomeniy aktyvumag matyti, kad susidomé¢jimas VPV nuolat
auga, tuo paciu auga ir jos teisingo taikymo ar pritaikymo i$Stkiai. Tai matoma
ir 1§ didelés gausos komunikuojamy moksliniy tyrin¢jimy bei praktinio taikymo

metodiky, priemoniy, besiplecianciy jy taikymo sriciy.

Platus VPV objekty, subjekty ir instrumentiniy sprendimy spektras, vis
sparCiau besikeiCianti bei persiformuojanti veiklos aplinka, kurioje
organizacijoms ir jy veikla suinteresuotiems dalyviams privaloma vis greiciau
adaptuotis, skatina kurti naujus agreguojancius mechanizmus bei modelius.
Jau€iamas poreikis, kad visi organizacijoje galimai naudotini elementai su savo
principais, principiniais ir vertybiniais reikalavimais biity apjungiami |
modelius ar sisteminius sprendimus, kurie neleisty iSkreipti fundamentiniy
VPV principy ir tuo paciu laiduoty greitesnius rezultaty pasiekimus. VPV
kokybés modelio jgyvendinimas leisty jgyti konkurencinj pranasuma

organizacijos ar net valstybés mastu.

Moksliné problema

Nuolat keiciantis verslo aplinkai, biitina naujai jvertinti ir suvokti VPV
kokybés principus, jy vaidmenj organizacijy valdyme, jvertinti tai ilgalaikés
perspektyvos poZzilriu, atrasti naujas galimybes veiksmingesniems organizacijy
pokyc¢iams. Atlikus verslo procesy valdymo kokybés vadybos moksliniy
publikacijy analize specializuotuose mokslo leidiniuose ir internete, pastebéta,
kad néra bendros nuomonés, kaip sistemingai tyrinéti bei formuoti organizacijy
VPV kokybe, veiksnius. Remiantis bendrosios kokybés vadybos teorija, reikéty
apibrézti pastaruosius veiksnius ir parengti konkrecius bei tinkamus tyrimo ir
jgyvendinimo sprendimus VPV kokybés formavimui. Sios problemos
sprendimas ir praktinis pritaikymas mokslo tyrimy ir verslo subjekty tarpe

jpareigoja naujai jvertinti tradicinius organizacijos Vveiklos valdymo bei

40



vystymo instrumentus, suteikia galimybe iSskirti keleta konceptualiy veiklos
krypciy. Pirmoji kryptis — VPV kokybés vertinimo bei formavimo analizé ir
vertinimas apibréZiant ir modeliuojant esminius veiksnius. Antroji kryptis —
teorinis ir empirinis tyrimas siekiant patikrinti sukurto VPV kokybés
formavimo modelio pritaikomuma bei tinkamumg tiek verslo subjektams
(investuotojams, organizacijy vadovy grandziai bei darbuotojams), tiek

moksliniams tyrinéjimams ir taip pagrjsti jo nauda.

Siame darbe analizuojama moksliné problema apibréZziama taip:
vieningos nusistoveéjusios nuomoneés bei vertinimo, kaip tyrinéti bei formuoti
organizacijy VPV kokybe ir jos veiksnius, nebuvimas neleidZia
vienareikSmiSkai suvokti bei apibendrinti Sio objekto struktiiros, kokybés

vertinimo budy bei kriterijy.

Darbo objektas - organizacijy verslo procesy valdymo kokybés

formavimas.

Darbo tikslas - sukurti apibendrinantj verslo procesy valdymo kokybés

formavimo model;.

Darbo uzdaviniai:
1. ISnagrinéti moksling literatiira apie organizacijy verslo procesy

valdymo kokybés formavima.

2. Vadovaujantis mokslinés literatiiros analizés rezultatais, suformuoti

teorinj verslo procesy valdymo kokybés formavimo modelj.

3. Pagristi verslo procesy valdymo kokybés formavimo modelio

pasirinkimg ir praktinj jo jgyvendinima.

4. Metodologiskai aprasyti verslo procesy valdymo kokybés formavimo

modelio taikyma.
5. Parinkti sukurto VPV formavimo modelio dalj empiriniams tyrimams.

6. Empiriniu tyrimu parodyti atrinktos VPV kokybés formavimo

modelio dalies pritaikomuma, numatyti tobulinimo sritis.
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Tyrimo metodika

Tyrimo metodikos pagrindas — kompleksinis pozitiris j tyrimo objekta ir
jo sudedamasias dalis. Disertacijoje iSkeltai problemai tirti bei teoriniams ir
praktiniams rezultatams gauti buvo naudojami tokie bendrieji ir specialis
metodai: mokslinés literatiiros apZvalga, sisteminimas ir modelio kiirimas pagal
mokslinés literatiros rezultatus, sisteminé analizé, koncepciné mokslo darby ir
praktiky, apraSanciy verslo procesy valdymo kokybés vertinimo bei formavimo
modelius ir kriterijus, turinio analizé, modelio tinkamumo tikrinimui apklausos
anketos sudarymas, apklausa ir testavimas, duomeny sukaupimas,
apibendrinimas, palyginimas ir statistiné analizé. Modeliuojant remiamasi
grupavimo, detalizavimo, rangavimo ir klasifikavimo metodais. Apibendrinant
tyrimo duomenis naudota statistiniy skai¢iavimy SPSS bei Microsoft Office
Excel programa. Duomeny analizei taikyti apraSomosios statistikos metodai

(koreliacing analiz¢, duomeny normalumo tikrinimas, sklaidos analiz¢).

Apzvelgus moksling literatlirg, buvo atrinkti teoriniai ir empiriniai
mokslininky darbai, susije¢ su verslo procesy valdymo kokybés tyrinéjimu,
vertinimu ir jos formavimo kriterijais. Remiantis mokslinés literatiiros analize
bei interpretacija, disertacijoje pateikiamas sukurtas principinis VPV kokybés
formavimo teorinis modelis (3 pav.). Atlikus mokslo darby koncepcing turinio
analize, 1 verslo procesy valdymo kokybés formavimo modelj (VPVKFM)
buvo atrinkti VPV kokybés aspektai, kurie darbe apzvelgiamy autoriy buvo

paminéti kaip svarbiausi ar esmingai formuojantys VPV kokybe.

Formuojant VPVKFM taikymo tyrimo metodologija buvo siekiama, kad
tyrimo rezultatai padéty organizacijoms, kurios ruoSiasi ir planuoja
perorientuoti organizacijos valdymo modelius nuo funkciniy prie procesiniy
principy. Tai organizacijy savininkams, vadovams ir darbuotojams leisty
jvertinti realiag procesinio valdymo jdiegimo jtakg organizacijos veiklos
rezultatyvumui, padéty jmonéms jvertinti, kokioms problemoms ir rizikomis
egzistuojant reikéty skirti ypatinga démes;j ir resursus, jvertinti, kokiy rezultaty

jos gali tikétis, jsidiegusios procesinio valdymo principus.
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Atsizvelgiant j disertacijos tikslus, tyrimo problema, tikslg bei uzdavinius

buvo parengtas VPVKFM taikymo tyrimo atlikimo modelis, kuris pateiktas 1

paveiksle.

2

=

)

E

=

VPVKFM taikymo tyrimo apimties pasirinkimas ir
tyrimo modelio parengimas

2 Hipoteziy iSkélimas (koregavimas)

S

2

< Tyrimo anketos/ klausimyno rengimas

VPVKFM taikymo tyrimas

1 pav. VPVKFM taikymo tyrimy atlikimo modelis (sudaryta autoriaus)

VPVKFM taikymo tyrimas buvo atlickamas skaidant jj j dvi dalis: pirma —
zvalgomasis tyrimas su VPV mokslo ir praktikos ekspertais, antra — praktiky
tyrimas.

Ginami teiginiai

o Orientuojantis ] blisimus organizacijos konkurencinio pranasumo
poreikius, bitina turéti realy pagrinda ne dabarties, o ateities pokyciy paieskai
bei jgyvendinimui. Sios disertacijos autoriaus sitilymas - j VPV branda Zitiréti
ir kaip | organizacijos ateities pokyc¢iy identifikavimo bei valdymo fundamenta.
Trumpesniame ateities modeliavimo periode sitiloma rinktis realaus potencialo,
o ilgalaikiame - strateginés vizijos procesy valdymo brandos vertinimg ir

valdymq.

43



. Realaus potencialo bei strateginés vizijos procesy valdymo
brandos vertinimas galéty bati atlickamas $io disertacinio darbo autoriaus
atrastu principu: realaus potencialo procesy valdymo brandos atveju i$
kiekvienos vertinamos verslo procesy grupés randamas daZniausiai sutinkamas
jvertinimas, ir jo reikSmé trumpajame ateities periode priskiriama visai
organizacijos realaus potencialo procesy ar procesy grupés valdymo brandai;
strateginés vizijos procesy valdymo brandos atveju i§ kiekvienos vertinamos
procesy grupés randamas auksCiausias jvertinimas, ir jo reikSme ilgalaikiame
ateities periode priskiriama visai organizacijos procesy ar procesy grupes
strateginés vizijos valdymo brandai.

o Realaus potencialo procesy valdymo brandos zinojimas leidzia
koncentruotis j tikslesng¢ organizacijos pozicijg orientuojant savo veiklos
organizavimo taktinius prioritetus realiai suvokiamo bei valdomo laiko
perspektyvoje.

o Strateginés vizijos procesy valdymo brandos Zinojimas leidzia
koncentruotis ] veiklos organizavimo strateginius prioritetus, ilgalaikes veiklos
strategijas.

o Sukurto verslo procesy valdymo kokybés formavimo modelio
branduolys yra procesinés orientacijos pozymiy jgyvendinimo ar vystymo
plocio ir/ ar gylio scenarijaus pasirinkimo veikly kryptis, o Sios aSis yra trys
sudedamosios dalys: verslo procesy valdymo brandos lygis, verslo rezultaty
lukes¢iy formavimas, jgyvendinty procesinés orientacijos pozymiy plotis ir
gylis.

o Realaus organizacijos VPV brandos vystymui bei padengiamy PO
(PO - angl. Process Orientation) pozymiy plocio didinime, tiek ir jy
1gyvendinimo skverbtyje elementy vystymas vienodai svarbus.

o Sukurtas verslo procesy valdymo kokybés formavimo modelis i$
esmes gali buti taikomas tiek tiriant organizacijy verslo procesy valdymy

kokybe, tiek ir jg formuojant.
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Mokslinis naujumas, teoriné ir praktiné reikSmé

Lietuvoje VPV kokybés formavimas teoriniu ir praktiniu poZzitriu néra
pakankamai iStirtas, todel stokojama atitinkamy teoriniy nuostaty ir metodiky,
kuriomis remiantis biity galima jj nagrinéti ir valdyti atsizvelgiant | didéjancius
bei greité¢jancius organizacijy pokyciy poreikius. Senesnes ir gilesnes vadybos
tradicijas turin¢iose Salyse VPV valdymo principai nagrin¢jami palyginti seniai
ir placiai, bet visapusiSko VPV kokybés formavimo modelio atrasti nepavyko.
Daugeliu atveju mokslininkai tyrinéja atskiras VPV sritis. VPV valdymo
koncepcija savo iStakomis remiasi ] klasiking vadyba, bet turi ir esminiy,

koncepciniy skirtumy, kurie detaliau atskleidZiami Siame darbe.

Disertacijos naujumg rodo pagrindiniai mokslinio tyrimo rezultatai, kurie
teikiami viesai ginti. Darbas yra teorinio - taikomojo pobudzio, kur VPV
kokybés formavimo modelio veiksniai nagrinéjami jy kirimo, pasirinkimo,
igyvendinimo ir kitais aspektais. Sukurtas platus ir lankstaus taikymo VPV
kokybés formavimo modelis. Darbe apraSomas VPVKFM sukiirimas, pats

modelis, modelio statistinio tikrinimo rezultatai.

Darbo praktiné reikSmé: sukurtas ir patikrintas apibendrintas VPV
kokybés formavimo modelis su pateikiamais placiais taikymo apraSymais bei
rekomendacijomis. Sis modelis galéty biiti taikomas jvairiy dydziy ir formy
organizacijose tiek strateginiuose, tiek taktiniuose, tiek ir operatyviniuose
sprendimuose, leisty lanksciai vertinti organizacijos veiklos valdymo kokybe,
palengvinty kokybés tobulinimo sri¢iy ir prioritetiniy krypc¢iy identifikavima,
bity naudojamas tiek savininky, tiek aukSciausios vadovybés, tiek ir
vykdomajame lygiuose, leisty vystyti bei jgyvendinti pokycius tiek atskirose
organizacijos ar jos veiklos srityse, tiek ir visoje organizacijoje bendrai.
Svarbiausias iSvadas bei pasitilymus galima pritaikyti tolesniems moksliniams

darbams plétoti.

Disertacijos struktiira ir apimtis
Disertacin] darbg sudaro pateikty lenteliy ir paveiksly bei santrauky

sgrasai, jvadas, trys skyriai, i§vados, literatiros sgrasas bei priedai. Disertacinio
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darbo apimtis — 195 puslapiai (be priedy), 12 lenteliy, 38 paveikslai, 197

literatiiros Saltiniai, 13 priedy.

Loging disertacijos struktiirg nusako schema, pateikiama 2 pav., kurioje

iSdéstyta disertacinio tyrimo tikslui jgyvendinti skirty uzdaviniy sprendimo

seka.

1. Mokslinés literaturos verslo procesy valdymo tematika apzvalga bei analizé

Vv

2.

Verslo procesy valdymo kokybeés tyrinéjimo bei formavimo kriterijy nustatymas

W

3. Teorinio verslo procesy valdymo kokybés tyrinéjimo bei formavimo modelio

kuarimas

v

4. Pirminés eksperty apklausos anketos parengimas

\Z

5. Pirminé eksperty apklausa (zvalgomasis tyrimas)

v

6. Teorinio verslo procesy valdymo kokybés tyrinéjimo bei formavimo modelio

tiriamos dalies pasirinkimas

Vi

7. Eksperty apklausos anketos parengimas

\Z

8. Eksperty apklausa

Vi

9. Verslo procesy valdymo kokybés tyrinéjimo bei formavimo modelio taikymo

analizé ir vertinimas

2 pav. Disertacinio tyrimo metodologiniai etapai

D¢l teorinio VPV  kokybés tyringjimo bei formavimo modelio

kompleksiSkumo (3 pav.) tyrimai buvo atliekami tik su viena, pacia svarbiausia

modelio dalimi, kuri apraSyta 2.2.3. disertacijos skyriuje.

Pirmoje — teoringje — disertacijos dalyje — “Verslo procesy valdymo

teoriniai aspektai” nagrinéjama verslo procesy valdymo koncepcijos istakos,

verslo procesy valdymo branda, iSrySkinami esminiai principai, metodai ir

priemonés. Sioje dalyje taip pat apibréziama procesiné orientacija, esminiai
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procesinés orientacijos elementai ir jy indikatoriai, atskleidZziama verslo

procesy valdymo jgyvendinimo nauda, aptariamas VPV vykdymo matavimas.

Antroje disertacijos dalyje aprasomas verslo procesy valdymo kokybés
formavimo modelio konstravimas, apibréziami VPVKFM elementai, detaliau

analizuojamas VPVKFM bei jo elementy interpretavimas bei taikymas.

TrecCioje disertacijos dalyje atlieckama loging ir statistiné empiriné¢ tyrimo
rezultaty analizé, gauty rezultaty apdorojimas bei sisteminimas, kuris leidzia
pagristi disertacijoje iSkelty hipoteziy patvirtinimg arba ne, numatyti tolesniy

tyrimy kryptis.

Darbo pabaigoje pateikiamos iSvados ir pasiiilymai tolimesniems
tyrinéjimames.
Verslo procesuy valdymo kokybés formavimo modelio sukonstravimas

Sukurto verslo procesy valdymo kokybés formavimo modelio (VPVKFM)
taikymo siekiamybé turéti galimybes:

e tyrinéti ir formuoti organizacijy VPV kokybe;

e valdyti organizacijos vadybos transformacija prie procesinio
valdymo principy;

e pateikti platesnio ir/ ar gilesnio procesiniais principais pagristo
organizacijy valdymo galimybes.

Verslo procesy valdymo kokybés formavimo modelis buvo
modeliuojamas laikantis Garwin, D., (1998) iSgryninty kokybés sgvokos
apibrézimo principy, kai yra grupuojama turima visumos aibé pagal budingus
poZzymius ar taikymo aplinkybiy panasumus.

Sios disertacijos autorius VPVKFM sumodeliavo, logiskai grupuodamas
turimg VPV objekty ir jy veikimo ir/ ar taikymo aplinkybiy aibe, kurios buvo
iSnagrinétos bei aptartos pirmoje disertacijos dalyje. Kitu VPVKFM kiirimo
etapu kiekvienai modelio grupei buvo apibrézti budingi pozymiai, kritiniai
reikalavimai ir kt..

Vadovaujantis darbo tikslu, iSkeltais uzdaviniais, prielaidomis bei

apibendrinant atliktus mokslinés literattros analizés rezultatus, i$skirtas VPV
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koncepcijas bei raktines idéjas, sukurtas teorinis VPVKFM. Principinis
VPVKFM veikly kryptimis pateikiamas (4 pav.).
Parengta teorinj VPV kokybés tyrin¢jimo bei formavimo model; sudaro
septyni elementai — veikly kryptys:
I.  Nuoseklus VPV pozymiy plocio jgyvendinimo pasirinkimas;
Il. Tarpstruktirinés komunikacijos ir gerosios bei nekartotinos
praktikos sklaida;
[1l. PO pozymiy ijgyvendinimo ar vystymo plocio ir/ ar gylio
scenarijaus pasirinkimas;
IV. Sprendimy, kaip veikla galéty buti vykdoma ateityje (ang. Could
be), priémimas ir apibrézimas ;
V. Sprendimy, kaip veikla privalo biiti vykdoma ateityje (angl. Must
be), priemimas ir apibréZimas;
VI. Nuoseklus pokyciy igyvendinimo valdymas (modelis);
VII. Sprendimy, kaip vykdoma veikla ateityje (angl. New As is),

apibrézimas.
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II. Tarpstruktiorinés komunikacijos ir gerosios bei nekartotinos praktikos sklaida

|

—

Poveikis organizacijos verslo (veiklos) procesy valdymo kokybei

3 pav. Principinis VPVKFM veikly kryptimis (sudaryta autoriaus)
Principinio VPVKFM veikly kryptimis esmé — organizacija valdyti ir ja
formuoti (ugdyti) VPV principais, nepriklausomai nuo to, kokio nuoseklumo
igyvendinimo veikly krypciy plo€io ar veikly etapy — veiksmy gylio
sprendimai inicijuojami bei priimami. Bitinos nuolatinés bei cikliSkai
besikartojancios veiklos kryptys su juos bitinai lydinciais rezultaty apraSymais.
Principinis VPVKFM i$pléstas PO pozymiy jgyvendinimo ar vystymo
plocio ir/ ar gylio scenarijaus pasirinkimo veiklos kryptimi, su veikly etapais
pateikiamas 4 paveiksle. Su iSplétimu iki veiksmy grupiy pateikiamas 5

paveiksle, kur giliau detalizuojama III VPVKFM veikly kryptis.
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VERSLO MODELIO
APIBREZIMAS

Verslo
rezultaty
lakesciy.

formavimas

Resursu
galimybiu
vertinimas

TACIJOS POZYMIU

Igyvendinimo SVARBOS
prioriteto pasirinkimas

&
£E
EE*:
2

e
Eo
£
QO ¥
B
o=
EH
U:
Z 3

|

PROCE-SINES ORIEN-

IGYVENDINTU
PROCESINES
ORIENTACILIOS
POZYMIU PLOCIO

1. Tarpstruktarineés komunikacijos ir gerosios bei nekartotinos praktikos sklaida

Poveikis organizacijos verslo (veiklos) procesu valdymo kokybei

4 pav. Principinis VPVKFM su i$plésta veikly kryptimi ,,PO poZymiy
igyvendinimo ar vystymo plocio ir/ ar gylio scenarijaus pasirinkimas* su
veiklos krypties etapais (sudaryta autoriaus)

»PO pozymiy jgyvendinimo ar vystymo plocio ir/ ar gylio scenarijaus
pasirinkimas‘ detalizuojamas j veiksmy etapus:

e verslo modelio apibrézimas;
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e organizacijos VPV brandos lygio vystymas;

e verslo rezultaty lukesciy formavimas;

e resursy galimybiy vertinimas;

e PO poZymiy jgyvendinimo eiliSkumo prioriteto pasirinkimas;
¢ PO pozymiy jgyvendinimo svarbos prioriteto pasirinkimas;

¢ jgyvendinty PO poZzymiy plocio ir gylio didinimas.
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E P! is intoj: lsradejas

Finansinis pirklys

pirklys (prekyhmmkas)

L e
)j j Rangovas
nuomotojas

Finansinis S - Intelektualinés nuosavybés Zmogi$kujy resursy
tarpininkas Fizinis tarp as tarpininkas tarpininkas

iaiir/ ar i il P imai. Kritiniai Finansavimo sprendimai. Gmltq pa]nmq paskustymo tarp
sekmes faktoriai. Tvaraus vertés klientams karimo ir pajamy verslo it ir
paskirstymo uztikrinimas. Verslo modelio elementy sgveika. inio p ialo jgijimas arv

Pagrindinés veiklos (kuriama, SantyKiy su klientais
sitloma ir pristatoma verté valdymas
Klientams)

Aptarnaujamy

ir

Pagrindiniai bendrovés ir/ ar
pritraukiami resursai pristatymas. Plnl]l]mo ir

Verslo rezultaty
likeséin
formavimas

I[GYVEN'D]'NTU PROCESINES
ORIENTACLJOS POZYM]U PLOCIOIR GYLIO DYD

A. Pmoesu
B. Vadovybe P

C. é procesy Seiminil lygyie;
D. Veiklos vykdymo efektyvumy matavimas procesuose;

E. Ol izaciné kultiira darbu pasiryZimu keistis,
orientacija j klientus bei bendradarbiaujanéiu lyderystés stiliumi;

F. Organizaciné struktra adaptuota pagal procesinj poZitrj bei procesy
Zemélapj (kai vadovaujamasi principu, kad pirma procesai, o po to
nustatoma organizaciné struktira);

G. Zmones ir patirtis (kaip p! ruktdira dik

darbuotojo kompetencijai, patiréiai bei darby atlikimo apraSymams);

H. Procesigkai orientuota personalo valdymo sistema;

1. Atskiry procesiniy iniciatyvy ar projekty formalizuotas koordinavimas ir
integravimas;

J. Ziniy valdymas susijes su procesy tobulinimu, pertvarkymu, pokygiy
valdymo technikomis;

K. IT si irsprendimy i

E
=
2
:
=
£
E
:
=
E
i
o
:
g
E
=

I — et

| Poveikis organizacijos verslo (v procesy valdymo Kokybei ‘

5 pav. Principinis VPVKFM su i$pléstais veikly krypties ,,PO pozymiy
jgyvendinimo ar vystymo plocio ir/ ar gylio scenarijaus pasirinkimas* etapais ir
veiksmy grupémis (sudaryta autoriaus)

Detalus III VPVKFM veiklos krypties veikly etapy, etapy veiksmy grupiy,
pogrupiy bei veiksmy paaiSkinimas pateikiamas 11-29 disertacijos

paveiksluose bei jy aprasymuose.
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ISvados ir pasialymai
Apibendrinant mokslinés literatiiros analizés rezultatus daromos iS§vados:

1. Daugelyje Siuolaikiniy organizacijy verslo procesy vadyba paremta
jau klasikiniu tapusiu poziiiriu j verslo procesy valdymo (VPV), besiremianciu
realaus laiko brandos biivio jvertinimu bei valdymu, branda, taciau,
orientuojantis ] blsimus organizacijos konkurencinio pranaSumo poreikius,
butina turéti realy pagrindg ne dabarties, o ateities pokyc¢iy paieskai bei
jgyvendinimui. Sios disertacijos autoriaus sifilymas - j VPV branda Zitiréti ir
kaip ] organizacijos ateities pokycCiy identifikavimo bei valdymo fundaments.
Trumpesniame ateities modeliavimo periode sitiloma rinktis realaus potencialo,
o ilgalaikiame - strateginés vizijos procesy valdymo brandos vertinimg ir

valdyma.

2.  Realaus potencialo bei strateginés vizijos procesy valdymo brandos
vertinimas galéty buti atlickamas $io disertacinio darbo autoriaus atrastu
principu: realaus potencialo procesy valdymo brandos atveju i$ kiekvienos
vertinamos verslo procesy grupés randamas dazniausiai sutinkamas jvertinimas,
ir jo reikSmé trumpajame ateities periode priskiriama visai organizacijos
realaus potencialo procesy ar procesy grupés valdymo brandai; strateginés
vizijos procesy valdymo brandos atveju 1S kiekvienos vertinamos procesy
grupés randamas aukSc¢iausias jvertinimas, ir jo reikSme ilgalaikiame ateitieS
periode priskiriama visai organizacijos procesy ar procesy grupes strateginés

vizijos valdymo brandai.

3. Realaus potencialo procesy valdymo brandos 7inojimas leidZia
koncentruotis ] tikslesne organizacijos pozicijg orientuojant savo veiklos
organizavimo taktinius prioritetus realiai suvokiamo bei valdomo laiko

perspektyvoje.

4. Strateginés vizijos procesy valdymo brandos zinojimas leidzia
koncentruotis j veiklos organizavimo strateginius prioritetus, ilgalaikes veiklos

strategijas.
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5. Analizuotoje mokslin¢je literatiiroje iSskiriamos §ios svarbiausios
verslo procesy valdymo (VPV) kokybés formavimo teminés kriterijy grupés,
kuriy pagrindu sukurtas disertacijoje apraSomas modelis: VPV plocio ir gylio
jgyvendinimo pasirinkimas bei veikian€iy procesy apibrézimas, tarp
struktiirinés komunikacijos ir gerosios bei nekartotinos praktikos sklaidos
uztikrinimas, procesinés orientacijos pozymiy igyvendinimo ar vystymo plocio
pasirinkimas, sprendimy, kaip veikla galéty biiti vykdoma ateityje, priémimas
ir sprendimy dokumentavimas, sprendimy, kaip veikla privalo biiti vykdoma
ateityje, priémimas ir sprendimy dokumentavimas, nuoseklus pokyciy
igyvendinimo valdymas, sprendimy, Kkaip vykdoma veikla ateityje,

dokumentavimas.

6. Remiantis eksperty nuomoniy tyrimu, svarbiausia, kaip didziausig
organizacijos veiksmingumo bei verslo procesy valdymo (VPV) kokybés
formavimo potencialg turinti VPV kokybés formavimo modelio vektoriné dalis
— verslo modelio apibréZtumas, organizacijos VPV brandos lygio vystymas,
verslo rezultaty lukes¢iy formavimas, resursy galimybiy vertinimas, procesinés
orientacijos poZymiy jgyvendinimo eiliSkumo prioriteto pasirinkimas,
procesinés orientacijos pozymiy jgyvendinimo svarbos prioriteto pasirinkimas,

igyvendinty procesinés orientacijos pozymiy plocio ir gylio didinimas.

7.  Mokslinés literatiiros analizés ir interpretavimo pagrindu sukurtas
verslo procesy valdymo (VPV) kokybés formavimo modelis su placiu taikymo
aprasymu bei rekomendacijomis, kuris suteikia galimybes tyrinéti ir moksliskai
formuoti organizacijy VPV kokybe, branda, gali buti taikomas visy tipy,
dydziy ir formy organizacijoms, leidzia lanks¢iai ir adaptyviai formuoti
organizacijos veiklos valdymo kokybe, suteikia galimybes kokybiskai valdyti
organizacijos vadybos transformacija prie procesinio valdymo principy,
uztikrina kokybés tobulinimo sri¢iy ir prioritetiniy krypciy identifikavima,
leidzia subalansuotai vystyti bei jgyvendinti pokycius tiek atskirose
organizacijos dalyse, tiek jos veiklos srityse, tiek ir visoje organizacijoje

bendrai, gali biiti naudojamas tiek strateginiuose (savininky), tiek auksc¢iausios
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vadovybés, tiek ir vykdomajame lygmenyse, suteikia galimybes realizuoti

platesnio ir/ ar gilesnio procesiniais principais pagrjstg organizacijy valdyma.

8. Sukurtas verslo procesy valdymo kokybés formavimo modelis,
pagristas mokslinés literatiiros ir praktikos analize, eksperty vertinamas uz
pritaikymo platumg, naudojimo kompleksiSkumg ir lankstumg, taip pat
matomas kaip vertingas jrankis organizacijos vystymo bei kokybés didinimo

kryp¢iy identifikavimo palengvinimui.

Apibendrinant atlikto verslo procesy valdymo kokybés formavimo
modelio dalies taikymo tyrimo rezultatus:

9.  Sukurto verslo procesy valdymo kokybés formavimo modelio aSis
yra trys sudedamosios dalys: verslo procesy valdymo brandos lygis, verslo
rezultaty lukes€iy formavimas, jgyvendinty procesinés orientacijos pozymiy

plotis ir gylis.

10. Verslo procesy valdymo kokybés formavimo modelio veikimas
patvirtintas, taCiau praktiniame sukurto ir patvirtinto modelio taikymo
lygmenyje PO pozymiy jgyvendinimo eiliSkumo prioritety pasirinkimas yra

neaktualus arba reikalauja atskiry moksliniy tyrimy.

11. Zvalgomojo tyrimo rezultaty, t.y., eksperty vertinimy ir gauty verslo
procesy valdymo kokybés formavimo modelio taikymo tyrimo rezultaty
nesutapimas apie procesinés orientacijos pozymiy jgyvendinimo eiliSkumo
prioritety pasirinkimy scenarijy bloka rodo, kad Sios modelio dalies taikymo
tyrimus rekomenduotina vykdyti kitoje imtyje, atskirai kiekvienoje VPV

brandos grupg¢je.

12. Hipoteziy, tikrinan¢iy verslo procesy valdymo (VPV) brandos
sgveikg su kitais modelio bloky elementais, analizé parodé, kad daznesni
sgveikos rySiai tarp VPV brandos bloko ir kity modelio bloky elementy
nustatomi realaus potencialo procesy valdymo brandos (RPPVB) atvejais.
RPPVB lygyje stebimos daznesnés saveikos tarp verslo rezultaty likesciy

formavimo bei resursy potencialo vertinimo bloky elementy nei sgveikos tarp
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ty paciy bloky elementy realiame VPV brandos lygyje ar strateginés vizijos
VPV brandos lygyje patvirtina esming¢ modelio, kaip priemonés, paskirt] —
formuoti VPV kokybe. Bitent realus VPV vystymo potencialas ir turéty buti
organizacijy VPV kokybés formavimo vystymo kryptis. Si i§vada patvirtina ir

mokslinés literatiiros analizés metu padarytg iSvadg (Nr. 2).

13. Vertinant procesinés orientacijos (PO) pozymiy plociy ir gyliy
jgyvendinimo bei verslo procesy valdymo (VPV) brandos perspektyvas gautas
panaSus saveiky tarp realaus organizacijos VPV brandos lygio bloko elementy
bei jgyvendinty PO poZymiy plociy ir gyliy bloko elementy sgveiky skaicius,
rodo, kad realaus organizacijos VPV brandos vystymui bei padengiamy PO
pozymiy plocio didinime, tiek ir jy jgyvendinimo skverbtyje elementy

vystymas vienodai svarbus.

14. Pasitvirtinus daugumai disertacijoje iSkelty hipoteziy, galima daryti
iSvada, kad sukurtas verslo procesy valdymo kokybés formavimo modelis i$
esmes gali biti taikomas tiek tiriant organizacijy verslo procesy valdymy

kokybe, tiek ir jg formuojant.

Pasiiilymai tolimesniems tyrimams:

1. Siame darbe buvo istirta tik dalies verslo procesy valdymo
kokybés formavimo (VPVKF) modelio sudedamyjy daliy pritatkomumas.
Platesniam VPVKF modelio pritaikymui reikéty atlikti kity daliy, dél darbo

apimties nejtraukty j $j darba, pritaikomumo tyrima.

2. Darant prielaida, jog didesnés VPV brandos organizacijose
jgyvendinant procesinj pozilr] svarbu nustatyti procesinés orientacijos (PO)
poZymiy jgyvendinimo prioritetus, reikéty papildomai patikrinti verslo procesy
valdymo kokybés formavimo modelio PO prioritety pasirinkimo bloko

elementy aktualumg skirtingose pagal VPV branda organizacijy grupése.

Norint pritaikyti VPVKFM praktikoje eksperimentavimo buidu reikéty

iSbandyti atskirus VPVKFM elementus jmon¢je, diegiancioje procesinj poziiirj.
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