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ABSTRACT

Scholars and practitioners in the fields of Business Process Management (BPM), performance
measurementandbusinessinformationsystemstendtousedifferentapproachesforimplementing
BPMProgramswithoutarguingaboutthequalitystrategysettoensuresuccessfulimplementationand
adoption.Thislackofqualitystandardsmakesitdifficultforresearchersandpractitionerstobuildon
eachother’swork.ThepurposeofthisarticleistopresentamodelforaBPMProgramimplementation
inthebankingsector.Theauthors’fourstepsimplementationmodelisbasedonaqualitystrategy
monitoringthedifferentphasesoftheentireprocedure.Throughthiswork,theyaimtoidentifythe
keycharacteristicsofaBPMsystemaswellasopenadebateonwhatarethenecessaryandsufficient
conditionsforthefullimplementationofaBPMProgram.Theauthorsreviewtherelevantliterature
andpresenttheirBPMimplementationapproach.Basedontheirresearch,theypresentedacasestudy
ontheimplementationofaBPMprograminaGreekbank.Someofthesubjectsdiscussedincluded
theintegrationplansfortheprojects,HumanResourcesmanagementissues,andotherconceptsfor
theimprovementofthebank’sprocesses.Themainpartofthecasestudywastheintegrationthemes
thatthebankinquestionhadidentifiedandseparatedinordertoproduceaviableandcontinuous
planforthefullimplementationoftheprojects.Theanalysisinthispaperprovidesanapproachthat
researcherscoulduseasareferenceframeworkintheireffortsforimplementingBPMProgramsin
generalandmorespecificallyinbankingsector.
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1. INTRodUCTIoN

Businessprocessmanagement(BPM)isasetofmethods,techniques,andtoolsthatcansupportthe
design,performancemeasurementandanalysisofoperationalbusinessprocesses (Glykas,2013,
Glykas,2015,Glykas&Johnichen,2017;vanderAalstetal.,2003).TheexistingopinionsaboutBPM
effectivenessandthevalidityofitsmethodsarenumerousand,insomecases,opposingoneanother
resultingincontroversialopinionsaboutthecorrectapproachtowardsit.Followingtheanalysesof
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thedifferentdefinitionsofBPM,allopinionsagreethattherearetwonecessaryprerequisitesforits
success:“appropriateperformancemeasures”and“establishedsupportinginfrastructure”(Trkman,
2010).Inthelasttwodecades,therapidrateofchangeinmarketconditionshasboostedtheimportance
ofconstantlychangingandadaptinghumanresources,processes,andorganizationalstructuresofthe
institution.Thesuccessofthisconstantchangeiscontinuallymonitoredbyperformancemeasurement
systemsandothersupportingmanagerialsystems(Glykas,2013b;Valiris&Glykas,2000;Valiris&
Glykas,2004;Valiris&Glykas,1999,Valiris&Glykas,1999b;Holdenetal.,1994).

ThiscontinualchangehasforcedmanycompaniesthatdecidedtoinitiateBPMprojectstoimprove
theirbusiness,thoughtheadoptionofBPMwhichcanproveadauntingtask(Vuksic,Glavan,&
Susa,2015).Thesecompanieshavedevelopedawiderangeofperformanceindicatorstheyreview
periodically,whilesomehaveverycomplexandsophisticatedProcessManagementSystems(PMS)
whichallowthemtotracktheirprocessesinrealtime.Performancemeasuresaredesigned,tested,and
agreeduponforuse,butthereisnoconsensusorstandardsastotheirnatureordesign.Itisimpossible
todefineagenericsetofmeasuresthatshouldbeincludedinanyPMS(Franco-Santosetal.,2007).

An effective means of organizational performance evaluation is based on the systematic
measurementofbusinessprocessperformanceandisknownasProcessPerformanceMeasurement
(PPM)(Xirogiannis&Glykas,2004;Xirogiannis&Glykas,2004b;vomBrocke&Rosemann,2010).
PPMentailscapturingqualitativeandquantitativeperformanceinformationabouttheprocessesand
allowsmanagerstoexaminethealignmentofprocessperformancewithbusinessgoalsandobjectives
(Vuksic,Glavan,&Susa,2015).ViaPPM,managersalsoperformcomparisons (benchmarking)
withothercompaniesorevaluateprocesstobestinclassorbusinessexcellenceprocessstandards
(Glykasetal.,1993c,1993d).

Asupportinginfrastructurecanvaryfromverysimplisticmanualmethodsofrecordingdatato
sophisticatedinformationsystemsandsupportingprocedureswhichmightincludedataacquisition,
collation,sorting,analysis,interpretation,anddissemination(Neely,1998),andthehumanresources
requiredtosupportthem(Kerssens-vanDrongelen&Fisscher,2003).Asupportinginfrastructuremay
beanexplicitandinstantlyrecognizablesystemandasetofprocessesthathavebeenimplementedas
partofadiscreteBPMsystem,ormightbeseparateactivitieswithinotherperformancemanagement
processesthattheBPMsystemfunctions(Xirogiannis&Glykas,2008;Sezeniasetal.,2013;Stakias
etal.,2013;Plakoutsietal.2013;Glykasetal.,1993;Glykasetal.,1993b).

RavesteynandVersendaal(2007)definedBPMSystemsassoftwareapplicationsthatenable
themodelling,execution,monitoring,anduserrepresentationofbusinessprocessesandrules.They
stressedthatBPMSsarebasedontheintegrationofexistingandnewinformationsystemsthatare
orchestratedviaservices.ITsupportisneededinprocessmodellingandanalysis,andinprocess
execution(Wilhelmijetal.1993;Wilhelmijetal.,1993b;Holden&Glykas,1994;vomBrocke&
Rosemann,2010).Today,manysoftwareapplicationstosupportBPMareavailableonthemarket.
TheimportanceofintegratedperformancemeasurementindicatorsinBPMShasbeenidentifiedin
theextantliterature(Glykas,2011).

2. BUSINeSS PRoCeSS MANAGeMeNT IN THe BANKING SeCToR

ThetheoryandpracticesofBPMand,inparticular,themodellingandanalysisofprocesseshavebeen
usedextensivelyinthebankingsector(Xirogiannisetal.,2004b;Xirogiannisetal.,2004;Glykas&
Xirogiannis,2005).Theincreasedcompetitionandthenecessityforbetterperformancehavedriven
manybankinginstitutionstoexploreBPMintheirefforttoreengineertheirprocessesandreduce
their costs (Becker, Bergener, Räckers, Weiß, & Winkelmann, 2010; Becker, Breuker, Weiß, &
Winkelmann,2010;Weiß,2011;Wu,Tzeng&Chen,2009;Xirogiannis,Glykas&Staikouras,2010).

AccordingtoBecker,Breuker,Weiß,andWinkelmann(2010),banksarenotonlyinterested
inreducingtheircostsinBPM.Theyalsoaimatbusinessprocesscycletimereduction,enhancing
customersatisfactionaswellasprocessredesignandrestructuringtobecomemoreefficient.They
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