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Table 2. Process enabler strengths (Hammer 2007) 

 P-1 P-2 P-3 P-4 

Design     

Purpose Process does 
not cover end to 
end.  

Process now cover 
end-to-end. 

Process fit with other 
company processes 
and IT systems. 

Designed to fit with 
customer- and supplier 
processes. 

Context I/Os, customers 
and suppliers 
identified. 

Its stakeholders are 
known and agreed 
upon. 

Process owners have 
agreed upon mutual 
performance targets. 

Owner collaborates 
with customer- and 
supplier owners. 
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 P-1 P-2 P-3 P-4 

Documentation Interconnecting 
points in com-
pany identified. 
Process primar-
ily functional. 

Documentation cover 
entire process end-to-
end. 

Describes interfaces 
with other processes, 
links it to system- and 
data architecture. 

Documentation sup-
ports performance, 
management. It allows 
for analysis of rede-
sign. 

Performers     

Knowledge Employees can 
identify the met-
rics against the 
process. 

Employees can de-
scribe the process in 
general, how their 
work affects stakehold-
ers, and the perfor-
mance levels of the 
process. 

Employees know busi-
ness concepts, can de-
scribe how their work 
affects overall perfor-
mance and other pro-
cesses. 

Employees can de-
scribe how their work 
affects the overall busi-
ness activities. Knows 
the company’s market 
and its trends. 

Skills Employees have 
knowledge 
about improve-
ment tech-
niques, knows 
how problem are 
solved. 

Employees can work in 
teams as well as by 
themselves. 

Employees are edu-
cated in business deci-
sion making. 

Employees know 
change management 
well, and how to imple-
ment it. 

Behavior Employees an-
swer most to 
their job assign-
ment rather than 
process. 

Employees try to follow 
the guidelines and as-
sist fellow co-workers 
to do an effective job. 

Employees aim to en-
sure that the process 
can allow business 
goals to be met. 

Employees can detect 
where the process 
could be changed and 
suggest improve-
ments. 

Owner     

Identify Informal owner-
ship for process 
owner(s). 

Senior exec’s ap-
pointed senior mgr as 
formal owner. 

Process has top prior-
ity for the owner. 

Owner is a member of 
senior exec’s team. 

Activities Owner docu-
ments process, 
informing em-
ployees. May 
lead small scale 
changes. 

Owner has overall con-
trol over performance 
goals, vision, redesign, 
implementation and 
verification towards 
specification. 

Owner work together 
with other process 
owners to ensure over-
all business goals are 
met. 

Owner has a strategic 
plan, and participates 
in its design, for the 
process. Collaborates 
with customers- and 
suppliers owner. 
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 P-1 P-2 P-3 P-4 

Authority Owner has no 
formal authority, 
only provide 
suggestions to 
functional mgrs. 

Owner can set to-
gether redesign team 
and has some control 
over technology 
budget. 

Owner has control 
over IT systems that 
support the process 
and its interfaces, per-
sonell assignments 
and its budget. 

Owner has control 
over entire budget, 
strong influence over 
assignments. 

Infrastructure     

Information Systems Legacy IT sys-
tems that sup-
port the process 
somewhat. 

IT has functional com-
ponents that support 
the process. 

IT systems integrated 
which support the pro-
cess. 

IT system capable of 
interworking with 
stakeholders, other 
companies, exist. Mod-
ular architecture allow-
ing for redesign. 

HR Systems Attainment of 
functional goals 
are rewarded in 
a process con-
text. 

Process design result 
is role descriptions. 
Training is based on 
the process design 
documents. 

Rewards, develop-
ment, recognition and 
hiring systems are de-
signed to support the 
process. 

Reward, development, 
recognition and hiring 
systems are designed 
to amplify the im-
portance of collabora-
tion and learning. 

Metrics     

Definition Basic cost and 
quality metrics. 

Process metrics are 
derived from customer 
needs. Cover end-to-
end. 

Overall business stra-
tegic goals render pro-
cess metrics. 

Metrics are designed 
to meet inter-enter-
prise goals. 

Uses Mgrs use its 
metrics to solve 
problems and 
drive improve-
ments. 

Metrics are used to 
check benchmarking, 
customer needs, and 
to set new targets. 

Mgrs motivate the em-
ployees by presenting 
metrics, using daily up-
dated dashboards. 

Metrics are regularly 
reviewed and im-
proved. 
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Table 3. Enterprise capability strengths (Hammer 2007) 

 E-1 E-2 E-3 E-4 

Leadership     

Awareness Exec’s recognize 
need but lack un-
derstanding of 
business pro-
cesses 

At least one exec un-
derstand the concept, 
how the company can 
use it and what is 
needed. 

Senior exec’s have a 
vision of the company 
and its processes. 

Senior exec’s view the 
process as a part of 
the company’s man-
agement model. 

Alignment Middle mgmt lead 
the program 

Senior exec lead the 
program 

Company wide net-
work of process ena-
bling individuals. 

Company wide enthu-
siasm for process 
management and 
many process leaders. 

Behavior Senior exec in-
vests in opera-
tional improve-
ment 

Senior exec has set 
goals towards custom-
ers and provide re-
sources, removes ob-
stacles. 

Senior exec's actively 
engaged and manage 
the company through 
the process 

Senior exec's use pro-
cesses for strategic 
planning and new busi-
ness opportunities. 

Style Senior exec team 
enables collabo-
rative style, in-
stead of top-
down. 

Senior exec’s passion-
ate about need for 
change. 

Senior exec's have 
delegated control of 
the process to owners 
and performers of the 
process. 

Senior exec's realize 
process success 
through vision rather 
than control and com-
mand. 

Culture     

Teamwork Project focused Cross-functional teams Norm with performers, 
commonplace among 
managers. 

Close collaboration 
with customers and 
suppliers is common-
place. 

Customer Focus Uncertainty what 
it means and how 
to address it. 

Employees realize that 
their work affects it. 

Employees realize that 
customers demand 
highest quality. 

Employees work to-
gether with suppliers to 
achieve excellent prod-
ucts for their custom-
ers. 

Responsibility Managers are re-
sponsible 

Employees begin to 
take responsibility for 
results. 

Employees feel ac-
countable for the com-
pany’s overall results. 

It’s a mission for the 
employees, to reach 
better results and 
serve customers. 

Attitude toward 
change 

Need for change 
is spreading 
throughout the 
company. 

Employees are pre-
pared for change in 
work processes. 

Employees are ready 
for big changes. 

Employees feel that 
change is inevitable 
and agree with it as 
something normal. 
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 E-1 E-2 E-3 E-4 

Expertise     

People A small number 
of employees un-
derstands im-
portance of pro-
cesses 

A number of employ-
ees has knowledge 
about change mgmt, 
communication. 

A number of experts 
have knowledge about 
large-scale change 
management. 

A large number of peo-
ple have knowledge in 
change mgmt. A pro-
cess for maintaining 
expertise is in place. 

Methodology One or more 
method for exe-
cution problems 
exist. 

Team responsible for 
change has access to 
necessary methodol-
ogy information. 

Formal process for 
process redesign exist. 

Process redesign is 
core competence and 
embedded formally in 
methods for innovation 
and planning. 

Governance     

Process Model Company has 
identified some 
business pro-
cesses. 

Company has devel-
oped a complete pro-
cess model which is 
supported by senior 
exec team. 

The model is commu-
nicated and integrated 
in company IT sys-
tems. 

The process connects 
with suppliers and cus-
tomers. Model is used 
for strategy planning. 

Accountability Functional man-
agers responsible 
for performance, 
project mgrs for 
improvement. 

Process owners man-
age individual pro-
cesses, and steering 
groups are overseeing 
company wide pro-
gress. 

Process owners share 
accountability. 

Process council as 
senior mgmt body. 
Performers share ac-
countability for perfor-
mance. Steering com-
mittee includes cus-
tomers and suppliers. 

Integration One or several 
groups support 
improvement 
techniques. 

Informal management 
supports redesign, 
while steering group 
allocates resources. 

Process program office 
runs the individual pro-
cess integration, pro-
cess council address 
interprocess integra-
tion issues. 

Process owners work 
with counterparts at 
suppliers and custom-
ers, driving inter-com-
pany processes. 
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Figure 3. Pattern matching process (Almutairi et al. 2014) 
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