Mastering the Unpredictable
Glossary

Glossary
Activity - A description of a piece of work that forms one logical step within a process. It is the basic unit of work within a process.  Presumably, work could be subdivided into units smaller than a given  activity, it is not meaningful for the organization to track the work to that level of detail.  Synonyms include task, step, and node.

ACM Solution – a collection of templates created on ACM technology designed to meet the needs of a particular business unit.  You can think of this as an “application” to meet a particular need.

Adaptive Case Management (ACM) –  a productive system that deploys not only the organization and process structure but becomes the system of record for the business data entities and content involved. All processes are completely transparent as per access authorization and fully auditable.  It enables non-technical business users in virtual organizations to seamlessly create/consolidate structured and unstructured processes from basic predefined business entities, content, social interactions, and business rules.  It moves the process knowledge gathering in the life cycle from the template analysis/modeling/simulation phase into the process execution. It collects actionable knowledge – without intermediate analysis phase – based on process patterns created by business users.  ACM differs from BPM in that the case information is focus and the thing around which the other artifacts are organized.  And it is the case information which persists for the long term.

Agile – moving quickly and lightly.  In reference to solution development, this is a method where many short iterations are used, with many quick (internal) releases, so that the non-technical customer of a solution can be more actively involved in guiding the course of development.  The agile approach to development  is known to produce solutions that better meet the needs of the customer, and also allows for greater responsiveness to external changes in requirements.

Analytics – a mechanism for collecting and processing statistics.  Process analytics will gather and process statistics about the running of processes in such a way that is useful for evaluating how well the process is running.

Best Practice – an approach to achieving a particular outcome that is believed to be more effective than any other approach in a particular condition or circumstance.

Business Process - A set of one or more linked activities which collectively realize a business objective or policy goal, normally within the context of an organizational structure defining functional roles and relationships. 

Business Process Management (BPM) - The practice of developing, running, performance measuring, and simulating Business Processes to effect the continued improvement of those processes. Business Process Management is concerned with the life cycle of the Process Definition. BPM differs from ACM in that its focus is the process, and uses the process as an organizing paradigm around which data, roles, and communication is organized.  Process models are prepared in advance for particular situations, and the performance can be measured and monitored so over time the process will be improved.

BPM Suite (BPMS) – a software system designed to support Business Process Management. The acronym BPMS is used to distinguish the technology product from the management practice of BPM.

BPM Solution – an application created on BPM technology designed to meet the needs of a particular business unit.  It represents the customization of the BPM suite to a particular problem.  A BPM Solution generally consists of a set of related processes, data schemas, forms, and code for manipulating data.

Business Rules Engine (BRE) – a software system for managing and evaluating a complex set of rules in a business processing environment.  A business rule is a small piece of logic which is separated from the application logic, so that it may be managed separately from the application code.  Rules are often expressed in a language which is more accessible to non-programmers.

Case – the name given to the specific situation, set of circumstances, or initiative that requires a set of actions to achieve an acceptable outcome or objective. Each case has a subject that is the focus of the actions such as a person, a lawsuit or an insurance claim, and is driven by the evolving circumstances of the subject.   

Case File – contains all of the information, processes, and coordinates communications necessary to accomplish the goal for a particular case.  A case file can contain information of any type, including documents, images, video, etc.

Case Management – a method or practice of coordinating work by organizing all of the relevant information into one place, called a case.  The case becomes the focal point for assessing the situation, initiating activities & processes, as well as keeping a history record of what has transpired.  Beyond this generic definition, case management has specific meanings in the medical care, legal, and social services fields.  For this book we see case management as a technique which could be used in any field of human endeavor.

Commercial Off-The-Shelf (COTS) – This acronym is used to denote software or hardware products that are ready-made and available for sale to the general public.  Used to distinguish such product from custom software and hardware made specifically for a purpose which are presumed to more expensive to produce and maintain.

Customer Relationship Management (CRM) – technology to manage a company’s interactions with customers and sales prospects.

Enterprise Content Management (ECM) - is the strategies, methods and tools used to capture, manage, store, preserve, and deliver content and documents related to organizational processes. ECM tools and strategies allow the management of an organization’s unstructured information, wherever that information exists

Emergent Process – a kind of process which is not predictable. An emergent processes have a sensitive dependence upon external factors outside of the control of the process context, which is why they can not be fixed according to their internal state.  Workers involved in an emergent process will experience it as planning and working alternately or at the same time, such that the plan is evolved as the work evolves.  Synonyms include ad-hoc process, and unstructured process.

Knowledge Work – a type of work where the course of events is decided on a case by case basis.  Knowledge work is called this because it normally requires a person with detailed knowledge who can weigh many factors, and anticipate potential outcomes, in order to determine the course for a specific case.  Knowledge work almost always involves an emergent work process.

Knowledge Workers - have a high degrees of expertise, education, or experience, and the primary purpose of their jobs involves the creation, distribution, or application of knowledge.  Knowledge workers do not necessarily work in knowledge intensive industries.

Lifecycle – in this book we use lifecycle only in regard to the work of creating a Solution.  The development lifecycle of a solution might start with definition of requirements, development of a process definition, development of forms, testing, deployment of the solution into production, use of the solution by many people, and finally the shutting down of the solution.  The lifecycle of a solution may involve monitoring the running process instances, and improving those process definitions over time.  To avoid confusion we say that a case has a process, or processes, which take a case from start to finish, but a solution has a lifecycle that takes it from start to finish.

Model - Models are often simplified summaries of reality designed to aid further study. In the business process field, a process model is a simplified or complete process definition created to study the proposed process before execution time.

Online Transaction Processing (OLTP) – a class of systems where time-sensitive, transaction-related data is processed immediately and is always kept current.

Predictable Process – a kind of process which is predictable.  A predictable process is usually repeatable and is run the same way a number of times.  Synonyms include structured process, definable process, and repeatable process.

Process Definition - The representation of a business process in a form which supports automated manipulation, such as modeling, or enactment by a process management system. The process definition consists of a network of activities and their relationships, criteria to indicate the start and termination of the process, and information about the individual activities, such as participants, associated IT applications and data, etc.

Process Diagram – The visual aspects of a process definition.  It represents the process definition, and is often used interchangeably with process definition or process model. Sometimes called a process flowchart.

Process Instance – The data structure that represents a particular instance of running of a process.  The process instance has associated context information which can be used and manipulated by the  process.  The process instance plays a role in a BPM system that is very similar to, but not exactly the same as a case in a case management system.  A particular case may have more than one process instance associated with it.

Role - an association of particular user(s) with a particular set or responsibilities in a particular context.  In this case, responsibility means the expectation to perform particular activities for that context.  

Routine Work – work which is predictable and usually repeatable.  Its predictability allows routine work to be planned to a large extent before the work is started.  As the name implies, routine work is considered normal, regular, and is not exceptional.  

Scientific Management – an early 20th century school of management which aimed to improve the  physical efficiency of an individual worker by carefully recording precisely what must be done for a particular task, and then training workers to replicate that precisely. It is based on the work of  Frederick Winslow Taylor (1856-1915).

Service Oriented Architecture (SOA) – An approach to system design which is opposed to the idea of wrapping software functionality up into units which are duplicated in all the programs that use it.  Instead, the software functionality is deployed to a specific logical location (a service), and programs requiring that functionality make use of communications protocols to access the service remotely.  SOA has often been discussed together with BPM, but this connection is coincidental.  BPM might benefit from SOA, the way that any program/system would, but there is no inherent connection between managing business processes, and the system architecture that supports them.
Social Software – a class of software systems which allow users to communicate, collaborate, and interact in many flexible ways.  Generally such software allows users to form their own relationships with other users, and then exchange messages, write notes, and share media in different ways.

Solution – a package of artifacts (configurations, forms, process definitions, templates, information) which have been prepared in advanced to help users address particular kinds of recurring situations. A solution may embody best practices for a particular kind of situation. 

Subject (of a case) – The entity that is the focus of actions performed in the context of a case. For example, a person, a lawsuit or an insurance claim.

Template – the general concept of something which is prepared in advance approximately for a particular purpose with the anticipation that the it will be modified during use to more exactly fit the situation.  A process template does not define a process in the way that a process definition does.

Work - exertion or effort directed to produce or accomplish something. Organizations exist to achieve goals, and work is the means to achieve those goals.  The smallest recorded unit of work is an activity.  Activities are combined into procedures and processes.

Workflow - The automation of a business process, in whole or part, during which documents, information or tasks are passed from one participant to another for action, according to a set of procedural rules.  A workflow is a synonym for a process definition.
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