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Not all processes are the same! 
Many organisations will have created a 
Business Process Model as a key element of 
their approach to Process Management.  This 
provides a framework and context diagram 
for all the processes in the organisation.  It’s 
one part of what I describe as the 
“infrastructure” of Process Management.  It’s 
an essential element to provide the basis for 
all process improvement and day-to-day 
process management activities. 
 
Having defined the high-level processes, 
often Process Managers will be appointed (or 
sub-Process Owners) and given responsibility 
for defining (mapping), measuring and 
improving the lower-level processes. 
It is at this point, they need to understand 
whether they are managing a “Routine” or an 
“Emergent” process.  Routine processes can 
be defined, standardised and documented to 
quite low levels of detail (if necessary).  They 
are often very transaction-focussed, such as 
“Pay Suppliers”, “Process Customer Order” or 
“Prepare Monthly Accounts”. 
 
Emergent processes, by contrast, are much 
more dependent on the knowledge and skills 
of the people operating them to decide 
exactly which activities need to take place 
and in what order.  Usually, they can only 
(sensibly) be defined at a relatively high level.  
Examples might include: “Develop Business 
Strategy”, “Manage External 
Communications” and “Manage Projects”. 
 
The majority of information and training 
published on process management assumes 
the existence of “Routine” processes.  Their 
inputs and outputs can be clearly identified, 
as well as who does what in the process 
chain.  It’s therefore easy to map, define 
operating standards, measure performance, 
take corrective action and benchmark this 
type of process.  Classic BPI approaches such 

Events 
 
 

OR Society Criminal 
Justice  SIG 27

th
 June 

The OR Society’s 
Criminal Justice Special 
Interest Group will be 
meeting in London on 
27

th
 June.  There will be 

two software demos as 
well as other 
presentations.  E-mail 
me for details. 

 

How to get feedback 
when you're the Boss 
It’s not always easy for 
senior managers to get 
really good feedback from 
their subordinates. 
This Harvard Business 
Review blog  post gives 
some useful tips it you’re 
the person at the top… 
- Acknowledge the fear 
- Ask for it constantly 
- Request examples 
- Read between the 

lines 
- Act on it 
- Find a few trusted 

people 
- Start anonymously 

Cloud Computing 
If you’re still wondering 
what Cloud Computing is 
all about there’s a really 
good, simple introductory 
video from 
Salesforce.com.  If you can 
spare 3 minutes, it’s worth 
a look. 

What Lean Leaders 

Welcome… 

<< Simply, improvement… 

provides a round-up of my Blog 
posts and articles I’ve tweeted 
about over the past few weeks.  
Given that “improvement” 
covers such a wide range of 
topics, I hope there’s something 
to interest you. 
Until next time, good luck with 

your improvement efforts. >> 
Ian Seath 

 

Lean in London 
Rhoda Avanzado, from 
Westminster City Council, 
looks back at the beginning of 
the council’s Lean journey. 
Some really good lessons 
learned are described in this 
blog post.  

 

Gantt Charts in Excel 
One of my most visited blog 
posts describes how to create 
a “half-decent” Gantt Chart in 
Excel.  If you’re running a 
project and need a simple 
way of creating a Gantt Chart 
that is easy to share with 
colleagues, this might be of 
interest to you. 
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as DMAIC Projects, Lean and Six Sigma tools 
are highly applicable to these processes and 
it’s easy to see their relevance. 
However, “Emergent” processes do not 
(usually) benefit from mapping and defining 
to low levels of detail, since how they 
actually work is very context and situation-
dependent.  Often, the specific outputs and 
outcomes of an Emergent process may not 
be obvious when the process is triggered, 
although the input will be obvious. 
 
From a process management perspective, 
this means that Process Owners and 
operators of Emergent processes need 
considerably more knowledge and 
“intelligence” than those involved in Routine 
processes.  The actual route/flow through an 
Emergent process will often be a matter for 
decision-making on a case-by-case basis, with 
much more discretion allowed within the 
overall process boundaries.  The choice of 
measurements may also be much more 
difficult to define for Emergent processes and 
establishing what “improvement” means can 
also be difficult. 
 
Read the full article (pdf) on Routine vs. 
Emergent Processes. 
You may also be interested in reading: 
A process is not a project 
ISIS Papyrus Process Automation 
Cloud plus Process – recipe for success 

need to know 
I’m a big fan of Mike 
Rother’s “Learning To See” 
toolkit which explains how 
to do Value Stream 
Mapping. His website has 
some brilliant resources, 
all focused on Toyota 
Kata, a management 
method that underpins 
continuous improvement. 
Kata are teaching routines 
used to preserve and pass 
on know-how. Through 
practice, the pattern of a 
kata becomes second 
nature – done with little 
conscious attention – and 
readily available. It’s 
equivalent to “Unconsious 
Competence” in the 
Learning Steps Model. 
If you’re into Lean, the 
Improvement Kata is the 
context within which 
Toyota’s lean tools were 
intended to be applied. 
Without it you won’t get 
continuous improvement. 
For an introduction to the 
Improvement Kata, review 
Mike’s presentation here.  
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Recommend to a colleague: 

My e-Newsletter is published monthly 
(except August) and is another way to 
keep in touch with topics of relevance to 
Continuous Improvement. Sometimes 
it’s a round-up of what I’ve been writing 
on my Blog in the previous month; 
sometimes it’s a new article. If I’m 
running public workshop events, those 
details will also be included.  Sign-up to 
receive my monthly e-Newsletter. 

 You won’t get spammed 

 Your contact details won’t get 
passed on to anyone else 

 You can unsubscribe at any time 
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