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Integration of business process support with
knowledge management:

Questions to answer:

What business processes have to do with
eGovernment?

What business processes have to to with knowledge
management?
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Government — 90% bureaucracy,
10% - politics

¢ Bureaucracy does nothing else than run business

Processes (in Swedish there is a difference between affarsprocesser
and verksamhetsprocesser)

e Examples:

— processing an application for building permit (office of

architecture)

— processing an application for financial help (social services)
— processing application for child adoption (social services)

— preparing a decision to be taken in a committee
(administrative office)
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Example: Preparing a decision to be
taken in a committee

[ Decision making process

Reference # | 98/KK0190 Decision Maker | MB IMUNIEIPALITY BOARD Slalll 98.09.17

[_[Ofx]

Title IElealiun of a plan for eldery care

Status [Ongoing =]

Orig

Status
Initiated by |ADMIMISTRATIVE UNIT

Typ & Version

With document | Need plan for elderly cai Document

Preparing Proposal ﬂ Meeting
Proposal ¥0.9 [99.02.18

Proposal for elderly care

Contact |Administrative Manager Author | Lary Wall
equest| Receive Satus Documend it Author l; L

1 Yes Evaluated  |98/KKD190 Review fram | Organization for Elderly Intn
H Farthy
3 Ho
4 e Unevaluated [R: ring 02/10f Depai
& |Opinion Final Opinians regarding 954K Municipali
4
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Goals with eGovernment — achieve
better governance

e For example:
— Better service to citizens/residents
— More transparency and accountability
— More democracy

¢ These goals cannot be achieved without having better
order inside the government, i.e. more efficient business
processes based on the latest achievements in:
— Technology
— Theory and practice of BPM
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Working definition of Knowledge

¢ Practical knowledge - information used by a person
to perform action in a real-world situation
(context).

e Operational knowledge — Knowledge needed to carry
out routine daily operations in a work place/office

— Knowledge on operational goals, policies, and procedures
(routines)
— Knowledge on current state of affairs in the organization

— Knowledge on past experience
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Two types of practical/operational
knowledge

e Experience-based knowledge (EBK) - info on actions
undertaken in the past together with description of
contexts and outcomes

¢ Generalized knowledge (GK) - laws and/or rules
relevant in a context. Laws establish limitations on
what actions can be valid/successful in a given
context; rules prescribe/ prohibit/ recommend actions
for a given context
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Working definition: Knowledge
Management System (KMS)

¢ A system for gathering, storing and giving access to
operational knowledge

e Goals:

— make knowledge a property of an organization rather than
individuals

— make organization less vulnerable to absence of staff
members

— make effective use of knowledge independent of who have
acquired it
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Why it is difficult to introduce KMS
in practice?

e Extra burden for staff members

¢ Solutions:
— Free people from other assignments, or
— Introduce computer-based KMS

.
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What should computer-based KMS
provide?

¢ Automatic gathering of experience-based knowledge
¢ An active generalized knowledge base

¢ What is needed for the above: access to the context
in which knowledge is used/should be used

¢ This cannot be obtained unless KMS is integrated
with a system that support business activities, i.e.
routine everyday activities
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Which system to integrate with?

e What operational knowledge is structured around? —
Business Processes

¢ Context of knowledge application — business process
instance/case I am currently working with

e EBK - histories of finished process instances supplied
with rating of outcomes

¢ GK - rules of how to handele process type

Required — integration of KMS with BPS
How?

Business Process Support System

Multi-case/desk/worker environment




In which

Desks are arrange in a proper way

Documents

Time Machine

Call panel

To do list

l:é i \\ \&55& <o
.

How one works in
such an environment
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Example of how it could look like

[8l Se arch taks (to do): Tiia Bider

T 7] R 5 Coroieting task " Read document” i Team =
e R reservety g aismams 1643 Stated 177121041706 Wodied 16/03/061713
Search taks (to do): Ilia Bider S
= T [Matoing e Pocess 8 [{ETZTITIE0
] Pae  10f O Newsearch =] Prosess saa[oroorn =] Frocessamer [Fove ||
Daeument® [ Tass |
each Resits | 8] Seach Condtons* | ] Show e v |
I showeam [ Tt 2@ o 2wl 2 m

h | star | Task [ Subiect __[Assianed | Process | Process tyr~ s — e B T § ool dment
21711/051130 21711705 09,30 Regelcte igid Frojsct 2 Planering
28/12/0517.00 28/12/05 03:00 Contact Suggest meeting ligid Team Other ¥i completing 0 d |
20/01/06 17.00 06/01/06 0800 Task fnot spec) Kundistan lgid  Team Irteiel admiistia
16/02/06 17.00 16/02/06 03,00 Attention Patade med Madeleine 1B «Team  PraBis —
26/02/08 17.00 23/02/06 08,00 Visk Avisrtalation Bid  Project (To57) et |
28/02/06 17.00 24/02/06 0800 Awating Sigral rén Arna lBid  Project
01/03/06 17,00 01/03/08 08.00 Vist Morgon KLTT exportadet 1B Team System Tk [Foad dorment = s =
18/03/06 17.00 15/03/06 0800 Awating Fiespons B Project
e = — oo dhassn =
T Ugid  Team Irteiel admiistia

o
|

Open process

i — | conpeedty 65 Q| o [0 w|  Aeasecdol [160505
i I 0| Atiched tonen [0 B8 o ko ol

o

Call panel

Executing task in context
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Adding Knowledge Management

¢ Automated identification where and when some person
is needed

* Automated decision on whom to move
to this place B

e Automated provision with right tools to _
complete the task ﬁ > .
—books and manuals s P £

—histories of similar process instances
from the past

Activating GK via rules of planning

o Automated identification where and when some person
is needed
e Automated decision on whom to move %

to this place N R |
e Types of rules

—Obligations

—Recommendations

—Prohibitions

—Negative recommendations

Two step planning how it works?
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Rules of planning: example
i Details : Project process =0

Title ID—\\SE'UB Seenario 1 Process id lm
Process status [Suooeoten 7] Pracess ouner [SEN_1 |
Project | @ Pauy:ipanlsl Planning Meeting Dgcumenlsl Dane I

Hew meeting
and time

Mesting duration il [507 ] Confimaiion date [020606 | | Meeting status [Plern=d =
Mesting particparts (1] EH-| Todo =| O &=

Signatw | Namn 1[Task [ essigned [ Subject [stan [0 [rnsh [ ]
! Alex Alexey Shiy _?J Mesting  Toménd  You have amesting 05/06/06 0900 05/06/06 1500
L ligid llia Bider [F] Mesting  Alex You have ameeting  05/06/06 0300 05/06/06 1500
! Tomand  Tomas Andersson (7] Meeting  lliBid ‘You have ameeting 05/06/06 0900 0S/06/06 1500

Meeting date |U5USUE 1‘ [0500 =] Place |

Agenda i Frotocol il

‘ Edit | Save | Eance\| Delete | Hevival |
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Summary

o Effective KMS for operational knowledge require
computerization and integration with BPS

e BPS automatically accumulate EBK
e Permit activation of GK via rules of planning

e Automated use of EBK requires metrics on similarity
of process instances/cases
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Thank you for your attention!

Ilia Bider, IbisSoft
www.ibissoft.com/English
Email: ilia@ibissoft.se
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