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A Process

The products and services delivered by any 
organization are the result of processes
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A Process

Any business activity can be considered as a process

Managing these processes is a key to successat any 
organization
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A Process

A business process is a set of steps designed to produce a 
product or service to add value to a customer

Startswith a business goal and endswith the achievement of the that goal
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A Process

The outcomesof a well-designed business process are:

Increased efficiency
Less cost to the company

Increased effectiveness
Increased value for the customer
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A Process

Process Analysis and Design

When analyzing or designing processes, you should consider . . .

Maximize customer value as perceived by
the customer

Achieve the competitive advantage in terms
of quality, responsiveness and low cost

Eliminate steps that do not add value
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A Process

Many defectsarise because something in the process is done 
incorrectly or inefficiently

To decrease defects and improve process Sigma Level, we 
need to be able to address process problems and find more 

effective ways to accomplish the goal of the process

1 3 4.6 6 7
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A Process

We must ensure our processes are increasingly capable

Better
Capability

Better
Profitability

Better
Predictability
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A Process

Processes are unpredictable when
people do not understand the role of

all factors and their interaction in the business



www.citoolkit.com 11

A Process

Almost everything we do at work or home can be broken 
down into several process steps

Inputsand outputs can then easily be identified
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A Process

A process is a set of interrelated activities that 
together transform inputs into outputs

PROCESSInputs Outputs

These activities are carried out by people, machines, systems, nature, etc.
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A Process

MAKING
PIZZA

Warm Fresh PizzaPizza ingredients
Flour, tomato sauce, 

mozzarella cheese, 
yeast, onion, black 

olives, mashrooms, 
heat source 

The inputs are the things that are transformed by the process into outputs
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A Process

Can be expressed mathematically as  Ą Y= f(x1,x2ΣΧxk)

MAKING
PIZZA

Warm Fresh PizzaPizza ingredients
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A Process

Y is a function of Xcan be expressed using the
following formula: 

Any Output (Y) is a function of a single or multiple Inputs (·Ωǎ)

Y= f(x1, x2,Χ)

Output of the process Inputs causing variation 
in the outputs
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A Process

Y= f(x1, x2ΣΧΣxn)

To study an existing process, we should identify the key factors XΩǎthat 

influence the variation of Y
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A Process

Y= f(x1, x2ΣΧΣxn)

In terms of designing a new process, we should fix the specifications

of key XΩs to obtain the required Y
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A Process

Lies at the heart of Six Sigma and process 
improvement

You can improve Yby identifying and controlling the 
·Ωǎ for any process

Y= f(x1, x2,Χ, xn)
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A Process

Inputs are the variables, the factors, the causes, and the 
sources of variationwhich can result in defects and waste

A key concept in Six Sigma
is to identify and analyze 
these variables.
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A Process

Where can you find input variables?

Operation 
manuals

Engineering 
specifications

Operators
and expert 
technicians

Customers
and suppliers
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A Process

A good first step in is to walk the process. 
While walking the process, you may take 
notes and identify the input and output 

variables

Brainstormingsessions are often used to 
capture these variables
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A Process

By knowing what factors arecausing the variation, 
and by controlling these factors, our systems

become more predictable
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A Process

There is an opportunity to eliminate defects for any process

All processes have the potential for defects

Continuous improvement means regular 
review and optimization of key processes

Conclusion
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A Process

Production and Transactional Processes

Production Processes

Involve the flow of materials in 
the production field

They include activities such as 
machining, assembly and 

packaging
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A Process

Production and Transactional Processes

Transactional Processes

Involve the flow of information, humans, 
objects, tools and money in the service 

field as well as in the transactional 
environment of the production field

Are found in:
Financial management, procurement, 

transportation, etc.
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A Process

Another Way to Categorize Processes

Management processes

Governs the operation
of the system

Strategic management 
and governance

Order-fulfilling processes

Creates the primary
value stream

manufacturing, marketing 
and sales

Supporting Processes

Supports the core 
processes

Accounting, recruitment 
and technical support 
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A Process

Examples . . .

40

Invoice Customer

30

Install Service

20

Receive Order

50

Follow-up Payment

Part of a transactional process:

Part of a production process:

90

Painting

80

Welding

70

Cutting

100

Testing
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A Process

Several techniquescan be used for documenting and 
analyzing processes

These techniques will help exposing problems, finding performance gaps,
and generating ideas for process improvement
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A Process

Processes can often be visualized with a process map 
or a flowchart

1 2 43
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Process Mapping

Process mapping is a graphicalrepresentation of the 
process

They are simple ways of making senseof what happens or must happen
in a process
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Process Mapping

Illustrates the chronologicalsequence of activities

Represents activities in a step-by-step manner
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Process Mapping

They allow to know how exactly an organization does its 
work, how a process operates, and how well it is 

performing in accordance with its objectives
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Process Mapping

Characteristics of Process Maps

The first step of process
management

Provides a mechanism for analyzing
and studying processes

Used to map existingprocesses as
well as to design new processes
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Process Mapping

Helps identifying the variation and the non-value adding
activities

Enable the team to agree on the actions that they will take to 
improve or redesign the process
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Process Mapping

Benefits

By understanding and controlling the inputs, it is possible 
to reduce variation within the process
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Process Mapping

Other Benefits

Enhances the understandingof any process
and how it operates

Brings clarity to complex processes in order to 
simplify, streamline and optimize them

Identifies problem areas and opportunities for 
process improvement
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Process Mapping

Other Benefits

Helps identify bottlenecks, delays, duplication of 
effort, and overall inefficient operations

Serves as a mean to document and communicate
business processes

Often found in training, maintenance, technical and 
quality manuals
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Process Mapping

Other Benefits

Provides a way of training and orienting new 
employees

Identifies optimal ways to serve customers and 
shareholders

Helps creating customer-focusedprocesses



www.citoolkit.com 39

Process Mapping

By analyzing processes, we will be able to:

Improve process and
product quality

Reduce cost

Reduce cycle time to
deliver the product or service

Improve customer satisfaction
and loyalty

c

Cost Delivery

Quality

Customer
Satisfaction
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Process Mapping

The preparation of a process map is not a solution by 
itself

It will however open opportunity to simplify, 
optimize,  streamline, or redesignthe process
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Process Mapping

Process Optimization
The measurement and improvement of the process 
variables resulting in process improvement.

Process Characterization
Targeting and benchmarkingof key process,product,
andservicecharacteristicsresultingin selectingcommon
successfactorswhichleadto valuecreation.
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Process Mapping

Process mapping can provide inputs to other 
continuous improvement techniquessuch as . . .

ROOT CAUSE ANALYSIS

CONTROL PLANS

CAUSE AND EFFECT ANALYSIS

CAPABILITY STUDIES

FMEA

MSA
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Process Mapping

Three Process Perspectives

10

30

20

40

What the process
really is

10

30

20

What the process
should be

What you think
the process is

10

40

20

30
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Process Mapping

There are different techniquesto map a process . . .

Flowchart

Flow Process Chart

Simple Drawing

Value Stream Map

Opportunity Map

Process Chart

SIPOC Map

Flow Diagram

All these techniques can provide different views of the process
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Process Mapping

There are different techniques to map a process . . .

Simple Drawing Process Maps

Only uses arrows and boxes to represent activities

Not in stock

Arrive on
site

Plan and 
schedule

installation

Invoice 
customer

Install
equipment 

and test

Pick up
parts

No access



www.citoolkit.com 46

Process Mapping

There are different techniques to map a process . . .

SIPOC Map

A high-level summary of the process that lists suppliers, 
inputs, outputs and customers

Inputs Process Outputs CustomersSuppliers




