@ OPEN ACCESS

N (Ontine): 2584-0169

ISAR Journal of Economics
and Business Management

ISAR Journal of Economics and Business Management
Abbriviate Tittle- ISAR J Econ Bus Manag
ISSN (Online)- 2584-0169

https://isarpublisher.com/journal/isarjebm

@ OPEN ACCES

BUSINESS PROCESS MANAGEMENT SYSTEM AND METHOD

Ms. Neha Kapoor
Assistant Professor, Institute of Management, Commerce and Economics Department, Shri Ramswaroop Memorial University, Lucknow, Uttar
Pradesh, India.

*Corresponding Author
Ms. Neha Kapoor

Abstract: Effective process management may help a company reduce needless
redundancy in operations, simplify procedures, and better align its business
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Article History The discipline of business process management, or BPM, has developed into the

"Strategy Execution Engine" of a company. It does this by quickly and confidently
converting business plans into actions that are carried out by people and information
technology. The term "business process management” (BPM) refers to the use of a
variety of strategies with the purpose of identifying, modeling, analyzing,
measuring, improving, and optimizing business processes.
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Introduction of the topic:

Business process management systems, or BPMS for short, are
platforms or collections of technologies that enable companies to
automate and manage their business processes. The term "business
processes"” refers to the routine and repeatable tasks that support an
organization and meet the needs of its customers.

« Agility and Standardization (Compliance);
* External Networks and Internal Alignment; and
* Innovation and Conservation.

Business processes are used inside organizations to accomplish

"Business Process Management" encompasses ideas, methods, and
protocols  for  business process design, administration,
configuration, implementation, and analysis.

With the use of BPMS, businesses may improve quality and
performance as well as operational efficiency and alignment with
corporate goals. Tools for finding, evaluating, modeling, executing,
and monitoring processes might be included in a BPMS.

However, business process management (BPM) and the
transparency it provides help to accomplish other crucial objectives
and enable the methodical handling of conflicts that result from
prioritizing different values.

BPM permits the following four essential “value-pairs”:

*Corresponding Author: Ms. Neha Kapoor

strategic objectives by organizing people, systems, information,
and objects in a way that is most effective. It's possible for a
process to be structured and repeatable, or it might be flexible and
unstructured. The incorporation of technology is common in BPM,
although it's not required. Expenses related to IT and OT need to
be integrated with the overall business strategy utilizing BPM.

Business process management systems, often known as BPM
systems, provide assistance to businesses in the administration of
their operations. It provides a framework that may be used to the
organization, execution, oversight, and enhancement of business
processes. The technology has the potential to streamline
workflows, boost overall productivity, and automate repetitive
operations.
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Types of BPM:

The management of business processes begins with the
presumption that each and every product that a company sells is
the culmination of a number of different endeavors. This is the
foundation upon which business process management is built. It's
possible that using business procedures will be helpful in
organizing these activities and figuring out how they're connected
to one another.

Integration-centric, human-centric, and document-centric are the
three fundamental approaches to the administration of business
processes, respectively.

Integration-Centric BPM: This Business Process Management
focuses on low-touch operations. These tasks are becoming more
dependent on application programming interfaces (APIs) and other
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methods that integrate data across several systems, such as
customer relationship management and human resource
management.

Human-Centric BPM: Unlike integration-centric BPM, this kind
of BPM is centered on human involvement, often in circumstances
where permissions are required. Drag-and-drop capabilities and
straightforward user interfaces enable teams to assign work to
different roles. This greatly simplifies the process of holding
individuals accountable at every turn.

Document-centric BPM: A specific kind of business process
management (BPM) centers on a contract or other document.
Before a commercial purchase of a product or service can be
codified into an agreement between the buyer and the seller, it
must pass through a number of paperwork and approval processes.
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What Is Process Management?

One of the things that businesses may do to help them achieve their
long-term strategic goals is the management of processes. It
describes a way of doing business that may include a number of
structured  techniques, technological advancements, and
methodologies.

Process management gives more weight to the goals that the
company wants to accomplish than the tasks that need to be
accomplished to get there. It is a continual process in which teams
and organizations search for innovative methods to increase
production and manage tasks in a more efficient manner. There are
many methods available for completing this.

Process Management Often Considers Goals Like:

e Making sure that all of the company's procedures are in line
with its mission and core values.

e Creating standardized procedures to make the efforts of
training and quality control more efficient.

e  The automation of activities that are basic or repetitive.
e  Finding sources for emerging technology.

e Conducting risk evaluations as a risk reduction measure for
the process.

e Monitoring the KPIs of the process to evaluate its
effectiveness.

Types of Processes:

Numerous distinct types of business processes may be referred to
by the phrase "process management”. A business process is an
organized sequence of activities and actions that are carried out by
the stakeholders and workers of a company in the interest of
reaching a certain result.

This entails doing research and gathering
data about the operational requirements of the firm.

This includes responsibilities such as
planning, controlling, and decision-making in respect to the
company's business operations.

This comprises recruiting and assigning staff,
as well as implementing work equipment, in order to carry out
essential duties, establish workplace regulations, and monitor
workflow.

Business Processes Examples

A corporation may have a wide variety of distinct business
procedures. Depending on the kind of business you run, how big it
is, and what your ultimate goals are, your company may use
different techniques. The development of process management
strategies for the various business processes that are carried out
inside an organization may lead to an improvement in departmental
alignment as well as an ease in the departmental cooperation
process.

If you want to incorporate process management concepts into your
own organizational endeavors, you may take the following actions:

Considering the long-term
goals of the company may be beneficial when attempting to match
processes with the organizational vision. If you provide the project
a clear route, you may increase productivity and enhance your
capacity to manage resources.

By sharing the objectives with the staff, you can help them
understand what is expected of them and make sure that they
follow the processes in a way that advances the organization's
objectives. As a consequence, employee engagement and
productivity could both increase.

In order to bring its daily
operations into compliance with productivity standards, the
company may need to reorganize them. Sometimes it is simpler to
meet monthly and yearly production objectives when they are
divided into more manageable daily labor needs.

The company as a whole also has to take measures to boost the
level of communication across its various divisions. Setting
expectations for the duration of certain processes might aid in
guaranteeing that all responsibilities are fulfilled.

The development of reliable processes might make it easier to
simplify operating procedures and carry out many tasks
concurrently. This might reduce the amount of time needed for
training and increase reliability.

Always be searching for
resources to include into processes. This might include the creation
of whole new materials or technologies. This might perhaps help
down the operational costs. When a business takes a methodical
approach to managing its processes, it is better able to anticipate its
needs and budget accordingly.

They possess the authority to decide how the resources should be
stored and allocated in accordance with the needs. This ensures
that the business's operations will go on as usual without
experiencing resource shortages or producing waste.
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Look For Improvement Opportunities:

The field of process management is quickly seeing an increase in
the usage of automation. The automation of repetitive tasks allows
the organization to increase the accuracy, speed, and efficiency of
their job. It may also assign employees to other, more
advantageous positions.

This might reduce employee turnover and make it simpler to
handle the stress of one's job. Keep an eye out for innovative
techniques that might improve workflows and automate processes.
To ensure that every process operates smoothly and effectively,
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you have the ability to make adjustments to the management
strategies.

Business Process Management Lifecycle:

Defining a workflow's stages is the first step in implementing an
effective business process management (BPM) system.The
Business Process Management (BPM) life cycle offers an
organization with a standardized procedure for planning,
executing, and inspecting business procedures. This technique is
part of the Business Process Management (BPM) framework.
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This allows the team to identify problem areas and establish
measurement criteria for future development. Business process
management is a tool that may help businesses streamline their
operations and boost profits.

There are a total of six stages, and they are as follows: planning;
analysis; design; modeling; implementation; monitoring; and
refinement.

Design, modeling, execution, monitoring, and optimization are the
five phases that make up the Business Process Management life
cycle.

5. Optimize

{

Business
Process
Management
Life Cycle

4. Monitor

3. Execute

To achieve these goals, a thorough grasp of the BPM lifecycle is
required. The lifecycle's five phases are as follows:

Process Design: The team's initial task should be to draft a
thorough description of each step in the process. The various tasks
that comprise the wider BPM process should then be identified, as
well as the task owners in charge of each workflow step. For the
team to be able to determine which parts of the process need
optimization and which metrics will be used to track its progress,
the steps must have a clear description.

Model: The group is required to provide a diagrammatic
representation of the process model at this point in the procedure.
Specific details like due dates, job descriptions, and any data flow
that may occur throughout the process should be included in this.
Right now, it would be advantageous to employ software that
handles business procedures.

Execute: In order to gauge the efficacy of the new BPM system,
the organization has to conduct a proof of concept test with a select
sample of end customers. Following consideration of any feedback
received, the group may begin rolling out the process for a larger
user base.

Monitor: In this phase, the team should be keeping an eye on the
procedure, assessing if any efficiencies have been obtained, and
locating any new bottlenecks.

Optimize: At this point, the team makes any last-minute
adjustments to the process that are required to improve the
organization's performance.

A BPM project has to be well planned and have open
communication in order to succeed. Teams do, however, quickly
see the benefits of the modification when a set of tasks has been
enhanced.

Business Process Management Benefits:

Better business processes and more value for the company are only
two of the many outcomes of using BPM technologies. Some
examples are as follows:

Increased Efficiency And Cost Savings: Using BPM systems,
operations that are previously established may be made more
efficient, and new procedures can be designed with more structure.
This is achieved by lowering redundancies and bottlenecks in the
process, which eventually raises output and efficiency. An
organization that is more agile will be able to complete the
business outcomes it has set out to accomplish in less time and will
be able to allocate any extra resources to other, higher priority
projects.

Enhanced Employee And Customer Experience: With the use of
a BPM tool suite, it is possible to reduce repetitive operations and
make information more accessible. Workers are better able to
concentrate on their tasks and the needs of their customers when
interruptions are reduced, leading to increased productivity and
happiness among those customers. By using explicit protocols, the
employee onboarding process' learning curve may be minimized,
which increases employee engagement and productivity.

More Scalable Processes: BPM's capacity to provide enhanced
process execution and workflow automation makes it a valuable
tool for expanding operations to several global locations. Business
process management tools may help define roles more precisely
and ensure consistency throughout the process. Opportunities for
incorporating business rules into automation may also be revealed
by these technologies, allowing for more time and energy to be
dedicated to innovation.

Greater Transparency: By assigning responsibility for each step
of the process to a specific person, business process automation
increases transparency and accountability. This makes it easier for
the teams to talk to one another.

Less Dependency on Development Teams: The necessity for
development is eliminated entirely because to BPM's no-code
capabilities. The corporation will be able to increase its level of
process automation due to the ease with which business users can
be trained on these technologies.
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Benefits of Business Process Management

Reduces costs

Enables the
transformation of
business models

Helps companies
remain competitive

Increased
standardization of
processes

Improves mobility
and agility

Without a broad grasp of the processes your firm employs, it is
impossible to determine whether or not they are effective and
successful. Thanks to business process management (BPM), you
can now understand, examine, and improve the way your
company's processes operate. A business process is outlined how
you would want it to be when it is modelled. The next stage is to
ascertain why it does not seem that way at the moment and then
make the required changes to get the intended appearance.

Keep in mind that there is more to operating a business than
managing internal processes. Rather, it's a continuing initiative to
assess and enhance your operational procedures and methods.
Because of this, you'll be able to make major process changes,
boost effectiveness and efficiency, and provide team members
streamlined paths to their objectives.

BPM:

° Maps and improves your processes

° Automates processes where possible
° Reduces waste

° Eliminates bottlenecks

° Cuts down on errors

° Improves efficiency and effectiveness
° Generates better services and products
° Leads to better customer satisfaction
° Streamlines inefficiencies

° Ensures your business processes are clearly contributing

to business outcomes

Implementing business process management may benefit small
teams and users in small firms as well; its efficacy is not only
reserved for large, enterprise-level enterprises. Business Process
Management (BPM) may help you optimize your processes to
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accomplish your objectives if your firm has a strategy outlining
key business goals.

Business Process Management Use Cases:

BPM software provides more structure to processes, which in turn
serves to lessen the likelihood of inefficiencies occurring inside a
particular workflow. The following are a few examples of its
effective application:

Content Distribution: Media firms may utilize business process
management (BPM) to automate the creation and delivery of
content, from content production to dissemination. It is possible to
build interactions between a work order system, a content
management system, a rights management system, a content traffic
management system, and a business process management system.

Customer_Service: Customer support agents may recognize
frequently asked queries among the volume of service requests
they get and forward them to chatbots for automated responses.
The team is under less strain as a result. In addition to helping to
further automate processes, the data collected from contact centers
and chatbots may also help to better adapt replies to the individual
requirements of customers.

Finance: Businesses may create templates to help standardize the
way different teams file their purchase orders. This will facilitate
the quicker acquisition of commercial gear or software by the
enterprises. Furthermore, specific procedures could be created to
handle certain situations.

Human Resources: Business process management (BPM) is a tool
that HR departments may use to streamline their record-keeping
and operational procedures. It offers a more organized environment
for handling HR paperwork including timesheet approval,
performance reviews, employee onboarding and offboarding, and
vacation requests.

Banking: Financial institutions must evaluate the applicants' credit
risks before approving loan applications from people or businesses.
To do this, it is necessary to compile data from a range of sources,
including as credit rating agencies, the applicants themselves, and
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their previous and present employers. BPM speeds up the loan
eligibility assessment process by controlling the flow of
information throughout the process and reducing the likelihood of
paperwork mistakes.

: Utilizing business process management (BPM)
techniques, companies may optimize their order processing

systems for maximum efficiency. BPM might be used to handle
promotions, order taking, and shipping. This modification moves
the process toward order management centered on the requirements
of the customer, which ultimately results in more value for the
company.
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Challenges:

A lot of parties, including buyers, sellers, real estate brokers, and
attorneys, are often involved in the transactional stages of selling
real estate, which may take a long time. Effectively coordinating
the efforts of all these disparate stakeholders and ensuring a
smooth transaction process may prove to be challenging.

Organizations in the real estate industry often deal with problems
related to managing contacts and listings, facilitating the sales
funnel, managing marketing automation, and managing cross-
location collaboration.

One of the difficulties faced by financial organizations is the need
to streamline the procedures in the loan approval procedure.
Delays, inconsistencies, and a lack of knowledge about the credit
pipeline are typical results of manual loan approval processes.

Effective inventory management is critical for retail firms to reduce
overstocking and stockouts, both of which may lead to revenue
loss.

But most retail stores still rely on spreadsheets and manual
processes, and their systems are not connected, which may lead to
overstocking, stock-outs, and erroneous estimations of product

11

availability. Absence of real-time visibility into inventory levels
may lead to lost sales opportunities and increased operating costs
for the company.

A manual client onboarding process may cause delays in getting
clients up and running, lower customer satisfaction, and impede the
company's ability to develop profitably.

Organizations in the manufacturing sector often struggle with the
many sales, marketing, and administrative processes that are vital
to their daily operations. Unfortunately, a large portion of these
processes are still performed manually and in a traditional way
using complex spreadsheets and separate online programs. These
sorts of inefficiencies have the potential to create bottlenecks,
which may result in delays and increased costs.

The quantity of students who enroll in educational institutions is a
major factor in their success. However, a lot of educational
institutions find it difficult to draw in new students and keep them
around because of the fierce competition in the field. The
institution's lack of personalized participation, inconsistent
communication, and outdated enrollment procedures are often the
cause of these declining enrollment rates. It's probable that modern
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students, who value ease and customized learning experiences,
won't react well to conventional teaching methods.

One of the biggest challenges facing many hospitality firms is the
lack of a systematic approach to managing guest interactions and
requests.Inefficiencies resulting from manual coordination might
cause missing requests, delayed answers, and an unequal visitor
experience. This is particularly true in scenarios when there are a
lot of visitors.

Business Process Management Vs. Workflow
Management:

Business process management primarily focuses on the whole
scope of a company's operations. Business process management
(BPM) is an approach to optimizing business operations that
doesn't single out a single workflow for improvement.

Workflow management is a part of BPM. A workflow is an all-
inclusive process that makes sure the right people and information
are linked at the right moments to assist teams in reaching their
goals. A repeatable and transparent way to organize data is via
workflows. To do this, focus on three different areas: planning,
carrying out, and reviewing. A business process that can be
executed effectively and repeatedly is called a successful
workflow.

Business Process Management Vs. Business

Process Automation:

When it comes to improving your company's operations, BPM
takes a bird's-eye view. This is often accomplished via the
automation of formerly manual procedures, however this is by no
means the sole approach. In the field of business process
management (BPM), this concept is referred to as business process
automation (BPA).

Many of the tasks we do on a daily basis, such as transferring files
across applications, tracking the status of ongoing projects, or even

just conducting a Google search, need the automation of business
processes. On the other hand, manual procedures may be
automated without the use of business process management
software. Instead, try to find project management software that can
be automated. Intuitive user experience is provided by this kind of
platform without the need for users to learn how to program. This
enables employees to quicken time-consuming processes even in
the absence of technical proficiency.

What Is Robotic Process Automation (RPA)?

Short for "robotic process automation,” or RPA refers to a subset
of "business process automation." Using RPA, your company may
be able to build, deploy, and manage software robots to carry out
mundane but necessary activities. As a result, your team won't have
to worry about completing these responsibilities. Text cutting and
copying, data transmission, and other human-computer interactions
are only a few of the many tasks that these devices may mimic.

Business Process Management Vs. Task And

Project Management:

BPM may help with process alignment and setup at the corporate
level. Upon implementing business process management, all of
your company's present business processes are examined and
improved upon.

Project management and task management are not quite the same.
Those who want to increase their own productivity and
effectiveness should investigate task management. Clarifying your
job and focusing on the most impactful tasks is made easier with
appropriate task management tools.

Project management, as the name implies, is concerned with
managing specific projects. What we call "project management” is
the process of organizing, leading, and finishing tasks within a
specific endeavor. In general, a project's management cycle
consists of five stages: initiation, planning, action, evaluation, and
completion.
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5 Steps To Business Process Management:

Using business process management enables both the enhancement
of company processes and the removal of inefficiencies. Before
you start, you must complete these five steps:

1. Analyze: You need to be very clear about what your processes
really are before you can start to improve them. The Analyze step
is the first in business process management (BPM), even though
it's sometimes called the Design phase. As part of this step,
examine the current procedures your organization employs and
outline each one from start to finish. At this point, you are just
becoming aware of your business processes; you are not doing
anything about them.

Let's say, for argument's sake, that you're employed by a company
in your area. You want more frequent and deeper engagement with
your clientele. Business process management (BPM) may be used
to improve customer satisfaction by first assessing how things are
done now.

° How are tickets filed?
° Who responds?
° What happens when a team other than the customer

service team needs to get involved?

° How quickly do you get back to customers?
° What’s their satisfaction rate?

° What’s the most recent NPS score?

° Do you use a CRM?

Your answers to these questions will help provide a fuller picture
of the customer service procedure.

2. Model: With this comprehensive understanding, you can model
the process as it should be carried out. At this point, you should
have a good idea of where work is being stuck and where
inefficiencies may be cut down on. In the next stage of the
process's implementation, you'll model the data flow and the
procedure.

To return to our example, one of the main obstacles your team has
is communication with individuals who are not part of the
customer support team due to their usage of a different kind of
technology. Your customer service agents spend a lot of time
transferring information by hand between applications. You decide
to combine your customer relationship management system with
the software you use to organize your job in order to optimize and
automate these procedures. If you want others to follow your lead,
you must first walk the walk. You should go on with the procedure
now that you have a plan in place.

3. Implement: Often called the Execute phase, the Implement stage
is when you put your model into practice. As you go, set up

13

measures for success and failure so you can evaluate if this
approach is an improvement over the old one and decide whether
to stick with it.

To implement this change, use a change management procedure,
especially if your team is unfamiliar with the new technology or
system. The strategy you should use will depend on how big of a
shift it is. To learn more about how to create a successful change
management process utilizing the six steps listed in the article, read
our post.

Using the example from before, you have shown how your work
management and CRM technologies should interact. In conclusion,
you will implement an integration-focused business process
management model. If the integrations between your two systems
go well, your customer support team will have more time to devote
to manually transferring data between tools. Rather, they'll have
more time to focus on what they do best, which is providing
excellent customer service.

4. Monitor: Following the implementation of new processes, you
should monitor them to ensure they are operating as intended.
Have the previously existing inefficiencies and bottlenecks been
alleviated by these new procedures? Are they being used by
people? Things that work well in a small test or even seem good on
paper often don't work well when implemented across a whole
company. This might be annoying for all parties concerned. Should
this be the case, you should slow down the rollout or think about
moving on to something other. Through monitoring and necessary
response, you may proactively identify any issues that could
develop with these operations.

For example, you should keep an eye on how your customer
service staff is using the new technology interface that was
implemented. Is anybody making advantage of the integration?
Has it been possible for your customer support representatives to
do less manual labor? If this is not the case, then more training and
enablement sessions will need to be scheduled to boost uptake.

5. Optimize: Throughout the Optimize phase, also known as the
Automate phase, your company process should be constantly
enhanced and fine-tuned. Even if your system works well, you
should always be on the lookout for ways to streamline it more.
Furthermore, this is the point at which business process automation
becomes relevant. Business process automation, or BPA, is the
automation of corporate processes to increase efficiency and
reduce the need for human labor.

Using our customer service example again, you want to configure
your two tools so that they automatically communicate changes to
each other, instead of requiring the customer care staff to manually
establish the link. Alternatively, look for nearby items that you can
automate. For example, create a rule that, once a ticket is closed,
sends an email to the consumer requesting comments. This will
enable you to assess the success of your customer service efforts
and make further improvements to your processes going forward.
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Business process management systems typically:
e Make a map of the procedures that are currently in place

e  Serve as a model for perfect procedures

e |mplementing automated systems to reduce the amount of
physical labor required to accomplish business objectives

e Monitor continuing work with an eye toward the continual
enhancement of business processes

e Tools for managing business processes often additionally
include the following:

e  Provide customizable analytics dashboards to help customers
proactively find opportunities in their business processes.

e  Make available templates that may be customized to unique
corporate operations or processes.

e  Before rolling out new business processes, you should provide
BPM tools for A/B testing. This is particularly important for
significant modifications that need change management.

e Keep an eye on how the new procedures are being used by
members of the team, and if necessary, require them to adjust
their behaviour.

Business Process Management Tools

Process Architecture
& Process Model
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This slide is 100% editable. Adapt it to your needs and capture your audience'’s attention.

Data collection:

"Data collection," which is a systematic process, is the gathering of
information about a certain subject. Making sure that all of your
data has been collected in an ethical and legal way is crucial
throughout the data collecting time. Your analysis won't be
accurate in such a scenario, which might have serious
consequences for the circumstances.

Customer data often falls into three types, which are as follows:

1. First-party data, which is client information collected by
your business itself.

2. Second-party data is information about a company's
customers that was not collected by that company (its
first-party data).

3. Third-party data, also known as publicly available data,
is information that has been gathered, leased, or sold by

organizations unrelated to either your company or your
consumers.

There are two types of data: quantitative, which describes the
nature of being numerical, and qualitative, which describes the
nature of being contextual. There are several ways to gather data,
and some will work better with one group than another.

The gathering of data is the second phase of the data life cycle.
Before your team can use the results of the analysis, it must first
collect the relevant data. After that point, data may be processed,
saved, accessed, analyzed, and presented to aid in internal
decision-making.

Chart showing the Data Lifecycle: To generate, gather, process,
store, manage, analyze, interpret, and visualize data.

Before beginning to gather data, there are various elements that
need to be defined, including the following:

e The question you aim to answer.
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e  The data subject(s) you need to collect data from
e The collection timeframe
e  The data collection method(s) best suited to your needs

e  The data collection method you select should be based on the
question you want to answer, the type of data you need, your
timeframe, and your company’s budget.

THE IMPORTANCE OF DATA COLLECTION:

Running a successful business requires the process of gathering
data, which may help you verify the accuracy, comprehensiveness,
and application of the information to your business and the issue at
hand. Companies are able to do historical strategy evaluations and

stay informed about the components of those strategies that need
adjustment thanks to the information that is obtained.

Data-driven insights may increase your company's knowledge of
its efforts and give actions to be taken to enhance a variety of
methods, such as adjusting marketing approaches or evaluating
consumer complaints.

A lack of confidence in one's own data collecting techniques and
talents may lead to poor decision making, which might have
unintended consequences beyond the original issue. Carefully
collecting reliable data may help business professionals feel
confident in the choices they make on behalf of their companies.

In order to choose the most appropriate method of data gathering
for your business, please review the following alternatives.

7 DATA COLLECTION METHODS USED IN BUSINESS ANALYTICS

-
6. ANALYSIS
4. STORAGE

Surveys: Paper or online questionnaires are used in surveys to acquire both qualitative and quantitative data from respondents. One such
setting in which a survey may be used to collect post-event feedback from participants is outlined below. What they enjoyed, what they
wanted for, and where you can make changes or save costs for the next event with a similar demographic may all be gleaned from this.

Transactional Tracking: Information gleaned from clients' transactions can help you better understand your clientele and make educated
decisions about specialized advertising efforts. Since this method enables you to preserve data as soon as it is produced by the platform, it is
a straightforward method of data collection that may pay off in the form of customer insights. This is valid for both POS and online stores.

3.Interviews and Focus Groups: Both interviews and focus groups are based on having in-person discussions about a research issue or
subject with participants. While interviews usually include just one person, focus groups frequently have many. You may use any or all of
these techniques to gather qualitative and quantitative data.

As is the case with surveys, you are free to ask your respondents whatever question you choose about their ideas, motives, and sentiments
in relation to your brand or product while using these other gathering techniques. In addition to this, it creates the possibility of prejudice.
Your goal should be to ask questions that don't force them to respond in a predetermined way.

Observation: People are more likely to be truthful about their experiences when using your website or utilizing your product, so seeing how
others interact with it might be a useful source of information. You may see for yourself whether there are any confusing or difficult
portions of the user experience.

Online Tracking: Both cookies and pixels may be used to track users' online activities and provide useful insights. These two technologies
are examples of those that track users' actions across several sites to learn what kinds of content they like to engage with most.

Forms: Online forms may be a useful tool for collecting qualitative data about users, such as demographic or contact information. They are
simple to implement and very inexpensive, making them an attractive option for limiting access to content or requiring registration for
services like webinars and email newsletters.

Social Media Monitoring: Monitoring the degree of follower engagement on the social media platforms used by your business may be a
simple way to get information about the interests and motivations of your audience. Many of the many social networking sites available
today also include integral analytics tools. However, there are other third-party social networks that provide more organized and
comprehensive information drawn from a wider range of sources.

16
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Data collection, management and analysis

With the purpose of seeking the ordinary happenings in each case

Observations of
SBST meetings
recorded in field notes

Focus group or individual
semi-structured, in-depth
Interviews of SBST members

Transcribed into text

Data Management

All data collated to form case study data base (Yin, 1994)
Systematically ordered, filed, labeled, Converted to Electronic format

Individual Case Data Analysis
Imported into Qualitative Research Software package
Identification of units of content and then
Application of ‘explicit rules” ( Berg, 2008)
for both inductive and deductive (Berg, 2008)
Coding of Content into Categories (Merriam, 2009)

BUILDING YOUR DATA CAPABILITIES

You may save vyourself time, money, and frustration by
familiarizing yourself with the various data gathering techniques
before you begin your investigation. Different data types from
different techniques of gathering may present a more thorough
picture of your subjects and help you make better choices about
your firm when collected and kept properly.

Conclusion:

Understanding that every product a company provides to customers
is the result of a chain of steps is the bedrock of business process
management. It's possible that using business procedures to
structure and clarify these endeavors may be immensely useful.

An overview of the many areas of business process management
technologies discussed so far follows. In addition, the
interconnections between these subdomains provide a business
process management framework that can be used to analyze certain
aspects in further detail. Additional subdivision into even more
specific subdomains may be required.

These tiers of management are left out since the book does not go
further into the company's strategy, business regulations, or
internal business procedures.
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