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INTERVIEW WITH DAVE MARQUARD

Hello and welcome to a new podcasesdrom IBM software
that explores the challenges IT managers and lassine
professionals are facing today. I'm Eric Green Bih@e talking
with a range of experts to discover new perspestigpproaches
and examples that can help meet these challengastanduce
you to the capabilities of smarter software fronMIBSo let’s get
started.

Welcome back to the show. So today we're goinigettalking
about business process management, or BPM, witke Dav
Marquard, who is currently the Manager of the BassProcess
Management Product Marketing Group at IBM. Thasdksnuch
for joining us today, Dave.

Hey thanks a lot.

So why don’t we start right at the begig here, which is how
would you personally define business process maneageor
BPM?

Sure. And I think it helps to laikhe problems that BPM solves
for customers when we start to define it. And $®mwwe look
around an organization today and it's probably tmité your
organization in several places, we see lots okssu lots of
business processes where there are problems &kegh
inconsistent prioritization of work, so people arerking on things
that may not be the most important they should bekiwg on
right now. There’s sort of a lack of visibility teuse people are
doing things in often an ad hoc fashion, in a déf¢ way each
time, or things are just not entirely visible, ey are doing things
just completely over e-mail or Excel spreadsheefscoess
databases. Basically not a whole of understanalagit what the
status of any particular thing is or even necelgshaw the process
should work each time when they go do it.

On top of that, you know, you've got multiple sysis that you're
probably involved with for any particular task yoeitrying to do.
So you might have what we call sort of swivel chiaiegration
happening where you’re working on your one systene land then
you have to go turn around and enter that samematanother
system and then again even to a third or fourtkegysbasically
re-entering and re-keying data. And so you migtdgine, you
know, this is very error prone, it’s frustratingjsinot very

efficient. And you probably should look around ybusiness
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today. You probably can pick out, you know, astearee or four
things that you're involved with in your day-to-dewprk that
sound a little bit like this. And so when we briBEM in there,
BPM really adds a layer of sort of command and rabid those
processes. So it sort of sits between you anc tbed of systems
of record or legacy systems you might be intergotwth and
provides a layer of visibility, control and automoaton top of that.

And so it's helpful to also remember that BPM @ just a
technology, it's also technology and methodologmbmed. And
so you have the software that IBM which sort ofegiyou all of
these tools in the box to do the automation, thaitaong of
workflow, document management, all those sort$iofigls. But
also you need to have a strong methodology behaigl which is
around discovering what's happening in the businghat people
do day to day, what should be happening, as welbesf having
an incremental philosophy for going to deliver paig. So
understanding that any process or any implemeniia journey
and you need to quickly get that first piece oisxeabut the door,
and then incrementally improve that process ovee s the
business evolves, as you are able to go do that.

And so, you know, in sort of a nutshell to sumBPM is a
technology methodology. It's horizontal by its yerature, so it
can go across sort of any industry or any partrqutablem area.

If you look at IBM, we have customers that are dawerything
from something that you might think is very tradital and process
heavy, so like opening a mortgage or mortgage aafimg at a
financial services company all the way to somethikeyHasbro
that’s using BPM to go source Mr. Potato Head pfaot® a bunch
of little mom and pop manufacturers across Asiad 8o again,

it's both technology and methodology and it's veoyizontal.

So it’s horizontal, but is this morkage enterprise type of a
thing? It seems to me that even SMBs could treimesigl benefit,
perhaps even more in certain instances becausalisejutely
need to have that kind of efficiency. Could you £ expand on
that a little bit?

Sure. Absolutely. And you knovstjiike it's horizontal across
all industries, it’s really across, you know, a#les of businesses.
And so we have some of the largest businesseg iwdhd using
BPM like you might imagine, but also even smalirtedium
businesses. We have a customer in Austin thaalictuas about
15 employees that is making use of a full fledg&ivBsystem
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from IBM. And so, you know, the types of problethat small
businesses run into, problems of inefficiency aad know, sort of
lack of repeatability leading to a lack of qualttyvisibility, that's
the same type of problem that a large business Aiad.so BPM is
just as applicable to them as it is to a biggermass.

Interesting. Thanks for that. So wd@ayou see as changing
today with regards to BPM? | mean, has there lageemendous
shift over say the last 15 months?

Sure. Absolutely. You know, | thiwe look at sort of the
outside market conditions, it's sort of drivingl@age or creating
the need for a change in BPM. And so we’ve seen kyiow, just
in the outside market and across the world, not bak there been
an economic downturn, but there’s also been sahahcreasing
explosion of complexity that's happening to orgatians. And so
we see things, you know, trends like the numbeoohected
devices that people use, for example, is vastiyemsing. I've
seen the statistic that there will be 50 billiovides connected to
the internet by 2020, and that’s not counting REGs or
anything. That’s literally, you know, today yought have a cell
phone and a laptop, tomorrow you might have aptedhe, a
laptop, a tablet, two or three other devices wédalbty haven't
even imagined yet.

And so that sort of complexity where there’s moeendnds that
are being brought upon businesses to go not onhe seternal
customers but also those internal customers thet haw many
more ways to go consume things that you may beygingd. It's
causing a significant amount of pressure on thékss to go
respond quicker, to be more agile, to change fagtethe same, |
mentioned we’ve got these macroeconomic conditrdmsre, you
know, the economy is not favorable for most pee@pteind the
world today. And so at the same time while demards
increasing on business, the amount of resource tiegl with
those demands, is you know, at best staying flatfdeclining.
And so that's what'’s really been driving the needBPM over the
past 15 months or so. Really something’s gotve there. You
need to become more efficient. You need to beaoiore agile.
You need to increase your capability for change.

So basically the biggest change redfBcting this space is the
economy in the sense that these companies negoudnow, if
they're letting people go or if they’re economizjiigey really
need to streamline business practices. And agaoynds like
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that's a massive shift internationally and acrassifiesses small
and large. But what about government? | meathigtype of an
environment, | don’t know if government is reducingsize, but if
anybody could use BPM, | would imagine it's goveamts
worldwide

Yeah, absolutely. And you knowt'tha great example. And you
know, so we always talk about sort of the number R®I of BPM
is efficiency. And you know, so for a private coanmy, that might
mean you’re saving money, you're doing — you'renlganore
productive, you're doing more work with less dadlaf~or
government, you know, that’s not necessarily wioatryend goal
is, although certainly you want to do more with ytax dollars.

A great example of this is the city of Madrid. Asad you may
remember in 2004, Madrid had a terrorist attackrevhieere were,
you know, there were several trains bombed, yowkmno quick
succession. At the time, their response to thanWwaoordinated
at all. So the police, the fire department, aredambulances all
had separate, uncoordinated responses. And yom, kno
unfortunately, that wasn’t as optimal a response@sould have
had there. It took longer for everyone to getehéwhen they got
there, they didn’t know what was going on in teihsvho was
going to be on the scene, and unfortunately thew&chave been a
better outcome there.

So the city of Madrid, since that time, they readl, you know, this
is just not going to work. We have to have a cowi#d response,
everyone needs to be understanding what’'s happeariaigwe
need to get the right resources at the scene &ntbe And so they
adopted BPM shortly thereafter to go integratefthe sort of
data inputs they’re getting, whether it be videediefrom CC TV
cameras, whether it be incoming 911 — well 911 s — calls,
basically incoming emergency calls, and you knaivepdata
center that they've got around the city, and comlthem into one
complete view that gives them visibility across émire city, as
well as allowing them to go disseminate that infation to the
right response team, as well as make sure thatdbpdnse team
understands all of the factors that are in théved so the net
result is just right off the bat, they increaseelithesponse times,
or improved their response times by 25% and thegtrginued to
make incremental improvements year over year. gndrom the
government’s perspective, that's actually savimgdithere. It's
not about saving money, but it's about, you knoweyvling
services more effectively to your constituents.
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Great example. So how would you seld BB making companies
more intelligent then?

Sure, you know, and there’s a nurabefays. Let me take you to
another example. Lincoln Trust Company is onénefriation’s
largest independent 401(k) providers. They regdrat, you
know, sort of were caught up in this, you know, the
macroeconomic trends. They were spun off fronr tharent
company, and as a result they had basically 75%ar&sources,
less people to go deal with about, you know, 80%hefsame
incoming work. And so they faced this problem vehseomething
had to give. Either they were going to collapsdarrthe incoming
workload, or they were going to have to be abladapt and
change faster. And so, you know, when they stanben they
were spun off, you know, they get about 100,00Qests or sort
of transactions, so to speak, for 401(k) plans @achth. You
know, so everything from people changing their staeents to
wanting to cash out — what have you, basically.tHey get
100,000 of these requests, and they were all gagsed at the
beginning of the day when they were spun off. A8 gnight
imagine, that’s just going to be a huge amount afkvand you can
imagine the number of file cabinets that they hidd up with
papers there.

People were initially trying to deal with this bgtting up what we
call shadow processes, where they were doing, gowksort of
ad hoc Excel spreadsheets, Access databases. , Agzsa things
where there’s not a whole lot of visibility to whagoing on. It's
done a different way by a different person eacletand it’s just
something that’s not very sustainable. You entaying
response times that can vary widely and tend teelpg long, and
customer satisfaction’s not very great, because kyow, while
you may have, you know, sort of heroes in the aegaion that
can do a great job and can do it no matter no matiat the
circumstances are, by the very nature of you krieesoes.
Basically most people are heroes. So customesfaetion and the
response time was just not what it needed to bed 9 they
brought in BPM and the first thing they did wasytlaeitomated
that paper process, everything became digital.y eeup a
repeatable process, a single process for handicaming
documents, a process that kicked off the corremtguture,
depending on the document type.
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And so the great thing here was, you know, noy did they
eliminate sort of lost paper, and sort of the paperage or paper
handling problem that they have there, but alsinagiaey made
sure that each particular transaction they werellihanwas
handled in the same way, the same each time. slihaadled in a
quick manner, basically. And there was visibilityder that. And
so when people were managing the team there, Hregexr, hey, if
Customer A calls in, | can see exactly where theyirathe
process, or | can look at my team and say heypReftds over
being sort of — their queue is backing up herelarah give them
some more help and make sure that we keep thirigg.go

And so the benefits they saw were great. Theyah@@o increase
in customer satisfaction after increasing — afepldying BPM. |
mean that's a phenomenal number there. You kn@awnagetting
that quicker response time to people, giving thsibility, helping
people be — helping their employees be succesgfigtting them
do a repeatable process each time. They saw a €10% on
their investment in the first year of BPM. Andtbat’'s another
great thing about is, not only did they get betésults, but you're
going to be able to get results pretty quickly vatBPM program.

Interesting. So, and we have a fewutemhere, could you
possibly talk a little bit about where IBM is inrating in this
space?

Absolutely. And there’s a few pRt#hink are interesting and
unique that IBM is doing. And so, you know, | mentd earlier
that, you know, complexity is increasing on an oigation, well
at the same time resources aren’t. And so onleeotitings that's
driving is, if we look at sort of the way our orgzations are put
together today, we need to take the control saatyof the IT
department and push it out to the corners of tlsgness. Sort of
distribute those operations while at the same tima&ing sure we
have sort of centralized visibility and control,tbat we can make
sure everybody’s doing the right thing at the rigme and we
understand what that’s doing. By pushing out therations to the
corner of the business, the improvement of oparatio the
corners of the business, that's the way we’re gtonge able to be
more agile and deal with this ever-increasing waakll that we're
getting while at the same time not getting any nresaurces to go
deal with it.

And so IBM’s done a few things to go enable thEhbe first one is
Blueworks Live, and Blueworks Live is a softwaresgrvice
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application, a website essentially, that is a dasiton for business
improvement. And what does that mean? That mieats
anybody in the business, so any manager in thaéssithey
don’t have to be IT, they don't have to be a tecahperson — can
go off and document what their process is and atdiwvays of
how they think it could be improved. This is aareray for
people to communicate how things work and as veefldually go
improve them. It offers a way that’'s essentiallgoanmunity, that
you can go work with your peers, discuss improvemen
opportunities, and then even go get them implendeintea BPM
solution. And so that’s a great way that we'rdiggtpeople
involved that otherwise wouldn't — they aren’t pess. They
probably wouldn’t — couldn’t spell BPM, so to spehkit do know
the business better than anybody, and we’'re githiegh tools that
allow them to go get involved there.

The second piece is there is that we have in @imn software for
business process management, we’'ve really focusetaing
BPM programs scaleable and sort of have a quick toormarket.
And so the way you see that recognized is if yak pp any one
of our BPM tools today, they have a — they arestmier to use for
an end user than | think anything you’ll pick upwould be
pleasantly surprising. You don’t have to be a Jader or
anything else like that.

The process that you go and create is actually wkatall “what
you see is what you execute”. And so you can drainessentially
a flow chart of what the process should look like gou can
graphically design the screens and do that andipbsck with the
business in a very quick fashion. And so you'rke &b go very
quickly and get something out to market in a maifeyou know,
6 to 8 to 10 weeks basically, and interacts withlibsiness and
makes sure that they’re going out and we’re bugdimat they
needed to go do and they're getting value out.oAitd that's a
real differentiator | think for IBM and that’'s oroé the real
exciting things we’re doing in the space is jushbeable to get
that quick time to market, that very easy to uselpct.

That's extremely interesting and hdlpfueally appreciate that.
So I think we’re out of time now, but I really watiotthank you for
joining us for this podcast.

Thanks a lot.
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Eric Green: Thanks for listening. Please do YB&M.com/software to connect
with our experts, continue the conversation, anléaon more
about smarter software from IBM. Let’s build a steaplanet.



