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BPM and Organizational Work
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e Organizational work continuum

— From totally expected to completely
unexpected work processes

 Infrastructure support to this continuum?

— BPM handles “small” deviations in work model
(consistency)

— BPM lacks adequate support to “large”
deviations (openness)

e Consistency and openness must coexist
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 Large BPM deviations require collaboration support
— Humans required to overcome system limitations

e Socio-technical challenges
— Group awareness - Make users aware of deviations, exceptions
and environmental changes

— Sensemaking - Proactive support to collective understanding of
the situation

— Collaborative repair - Efficient and robust tools to overcome
deviations

— Orchestrate human participation - Bring together the relevant
stakeholders according to awareness, sensemaking and
problem solving
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Case: Port Authority
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e Space rentals department
« Event: Client bankruptcy
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* Problem escalates because space is scarce and
expensive
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« Various people cooperatively involved in
exception handling (administrative, managers,
layers)
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« Exception handling workflow Basic failure,
_ expected
R Operation under model exception
control

Unexpected exception

Operation out of
model control

Yes
No

Detected
[nconsistencies

Regain model
control?
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