Integrating People and Process with SOA

BERNSTEI N: Thank you all for joining us today on this
ebi zQ Webinar. |1'm Beth Gold Bernstein, director of the
ebi zQ training center. Today we're going to be talking

about how to integrate people and process with SOA

Joining me in this discussion are Mark Sinons, WebSphere
Product Marketing of BPM at | BM Paul Chan, Program
Director of Workplace Forms Marketing at |1 BM and, John
Ras| owski, SOA sal es | eader for Lotus software at |BM

Wel cone, gentl enen.

Today there is a wi despread and grow ng recognition that
SOA is the best architectural practice for enabling

busi ness agility. SOA enabl es organizations to quickly
adapt to change. It makes it easier and faster to

i ntegrate nmergers and acqui sitions, change business
processes to conply with regul atory requirenents,

i mpl ement new services and solutions to take advantage of
...conpetitive opportunities, or respond quickly to

conpetitive threats.

In fact, business agility is the nunber one reason
organi zations are adopting to...SOA. In a recent ebizQ
survey of over 300 organi zations representing 21

i ndustries conducted just this past August, business

agility was the nost popul ar driver for SOA adopti on.
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Now, when we ask the question, nore than one response was
all owed for this question. And when we | ooked deeper
into the nost popul ar conbinations interestingly the
nunmber one was increasing business agility in IT reuse,
and the nunmber two was increasing business agility and
process optim zation, and nunber three was business

process optim zation and I T reuse.

But when we | ooked at respondents who noted only one
driver, increasing business agility was the clear w nner
above all the rest followed by nunber two, business

process optim zation. And IT reuse was third.

And we concluded fromthis -- and frankly were at first a
bit surprised by it -- that SOA really is nore of a

business initiative than an IT initiative.

But while SOA hol ds great prom se for enabling business
agility, it's also inportant to renmenber that it's not a
single technol ogy or even a single project. SOA is an
architectural practice of creating | oosely-coupled
services which can then be flexibly conbined to create

new busi ness sol uti ons.

Now this | oose coupling mnimzes the inpact of change
and makes it possible for the services to be independent

of platformor software | anguage.
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This concept can be applied to a wide variety of business
requi rements, so one of the challenges for organizations
either to reap the rewards of the prom sed | and of SOA is

know ng where to start.

So while the benefit...there are benefits to IT focused
SOA initiatives such as expandi ng | evels of reuse and
creating standardi zed interfaces to applications so that
they can be nore easily integrated and reused, as we
found in the survey as well, in the long run the |arger
payoff lies in the business initiatives aimed at

i ncreasi ng business agility.

Now, these business centered initiatives can be broadly
characterized as optim zi ng busi ness processes nmaki ng

wi dely dispersed information easily available to decision
makers and know edge workers in a way that provides a
single view of the truth and also gives themjust in tinme

information for making better informed faster decisions.

It also helps in making the interaction between people
and systens -- human to conputer or Hto C -- and people
wi th other people comrunications, human to human

interactions, far nore efficient.

Now t hese are a wide variety of initiatives that can
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benefit for...from SOA, but also each type of this
initiative...each initiative involves different types of
technologies. In today's discussion we're going to be
focusing on the people part of the equation and talking

about how to integrate people and process with SOA

Sol'd like to start by asking Mark Sinons to tell us how

process, people and Service-Oriented Architecture are

rel at ed.
S| MONS: Sure, yes, so people, process, information
are all interlinked with each other. For exanple, let's

| ook at each tip of the triangle. People are either
consuners of processes or participants in the process and
make i nformed decisions based on the informtion

avai |l abl e.

If we |ook at the process, that integrates and
orchestrates how and when people and informtion are used
at the various steps in the process. And information, of
course, flows through the process, often with people

responding to informati on presented to them

Al'l of these are in fact entry points into your
Service-Oriented Architecture. So SOA uses peopl e,
process and information as reusable services that can be

i nked and integrated around greater flexibility,
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i nnovati on and col |l abor ati on.

Now, 1'd like to just take a few noments to position all
of this in the wider context of BPMwith SOA. From an

| BM perspective Business Process Managenent, or BPM is a
di sci pline conbining software capabilities and busi ness
expertise to accel erate process inprovenents and

facilitate business innovati on.

The expertise that delivers BPMis process know edge,
often held within standard operating procedures in the
m nds of the process servers know edgeabl e about their

field of expertise;

...industry nethods and nodels which are predefined
process and data nodels for various industries based on
best practices, offering the [fast start] and often help

with conpliance issues;

... business consulting expertise -- nmeaning, consultants
who can hel p a custonmer design and integrate BPM

sol uti ons.

The software that enables BPMis business services. For
exanpl e, business assets which have been created as
reusabl e services and stored in your repository; the

tools, the rules, servers and repositories thenselves,
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t hese represent the runtine, business and IT tools to

create and depl oy the processes...

And al so, business dashboards and [foruns]. By this I
mean busi ness and operational activity nmonitoring and

busi ness user interfaces.

So the value of Service-Oriented Architecture to the
business is as follows. SOA seeks to ask of your
techni cal and people assets what is the service that you

provi de?

So using tools such as WebSphere Integration Devel oper a
custonmer can create well-defined, highly reasonable
service interfaces that can remain stable for as |ong as

t he busi ness needs themto.

The Integration Devel oper can literally wire these
services together rapidly to create new business
processes, discover and expose new assets of services,
and transform and read i nformati on between services, all

wi t hout codi ng.

I nt egration Devel oper, but nore inportantly the business,
is then shiel ded against |ower |evel technol ogy changes.
For exanpl e, although the SAP application may have been

replaced by the Oracle application to perform a
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particul ar function, the service interface can remain

unchanged.

Simlarly, if one vendor's nessaging systemis replaced
by WebSphere MQ, again, this does not inpact existing
processes. So Busi ness Process Managenent buil ds upon a
Service-Oriented Architecture as |'ve hopefully
denonstrated, provides that greater agility leading to

rapi d business innovation and flexibility.

BERNSTEI N:  Now, WMark, how do you answer the question,

where do you start on process integration and SOA?

S| MONS: Well, that's a great question, and ny advice
is quite sinple. Talk to the business and focus on a
particul ar pain that is keeping the |ine of business

person awake at night.

Usi ng a busi ness nodeling tool |ike WebSphere Busi ness
Model er to capture, sinulate and optim ze the process,

t he busi ness benefits can be made clearly visible.

The busi ness process, which will be executed by WebSphere
Process Server, will drive what services need to be
integrated into the process so this puts the business in

control and allows IT to respond rapidly.
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One of the ways that we | et people integrate with the
process is through the use of WebSphere Portal Server and

forms and portlets supported by WebSphere Process Server.

BERNSTEI N:  What is the relationship of people to the

busi ness process?

S| MONS: Wel |, whenever we run a business process, no
matter how fully automated we want that process to be,
there will be tinmes when we just can't avoid people

i nvol venent -- not that that's a bad thing -- to handle
exceptions when things go wong or when escal ations are
required or in critical situations which are not foreseen

at the tinme of nodeling the process.

So peopl e should be seen as one of the nost inportant
corporate assets. \Wen we create a process, we need to
capture the process expertise and their know edge when
handl ing clainms particularly of a personal or sensitive

nature, people are required.

When providing a call center service you often need to
speak to a real person. So people are both consumers of

the process and participants of the process.

BERNSTEI N: Mark, can you tell us how WebSphere Process

Server handl es the conplexities of people and human work
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fl ows?

S| MONS: Sure. | nmean there are two main elenents to
this. The tools |ike WebSphere Busi ness Model er and
WebSphere I ntegration Devel oper, and the runtinme

WebSphere Process Server.

Let's just focus on the tools, as this is where the
| ntegrati on Devel oper sees and integrates the people into

t he process.

WebSphere Integration Devel oper is the one tool requiring
just one set of skills for end-to-end business

i ntegration, which, as we call it, discovers and exposes
assets to services, rapidly creates new business
processes and transfornms and weaves information between

t he services.

The devel oper wires the services together filling in
tenpl ates to define |ogic, conditions and business rul es,
no coding required. And when integrating people and

human work flows, it's extrenely versatile and flexible.

You can distribute work |ike to a group of designated
people to either conplete the tasks, sub tasks, and be

alerted when it's conpl ete.
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Distribute quantities of work across a group which is
t hen bal anced based on workload. You can even have that
task |ist automated so when one task is conplete the next

task appears automated by the server.

First two workers can be defined so if the recipient is
not avail able, the substitute receives the work. You can
even specify for [third avail able users] for certain

t asks, apply workpl ace managenent policies to reflect
organi zational structure and schedule their

i npl ement ati on.

| guess one of the biggest challenges that | alluded to
earlier is not being able to plan for every conceivabl e
situation. Quite often you may need an additi onal
unforeseen task to be done. Again, the WebSphere Process
Server allows a manager to schedul e that task be done by

a particular user and set the priorities of that task.

The user interfaces to these processes and tasks through
a variety of ways. Fornms for business use can be
generated with literally a single click on the nenu.
Processes coul d be managed, nonitored and operated

t hrough Web browser interfaces. Customclient interfaces
can be built; and of course, you can use WebSphere portal

to provide a window to your processes.

-10-
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So these are just a few of the people capabilities
provi ded by WD and Web Process Server. That m ght be
the right nmonent to | ook into what WebSphere Portal and

forms provide froma people integration perspective.

BERNSTEI N:  Thank you, Mark. Now Il'd like to turn to
Paul Chan. Paul we just tal ked about how people interact
with SOA processes. Electronic forns is a conmon way for
people to interact with a business process. Wat's the
relationship between forns and SOA?

CHAN: Sur e, Beth.

When | BM tal ks about electronic fornms, we're talking
about intelligent XM.-based forns that are strongly

aligned to a business process.

So fornms are really a perfect fit with SOA-based process
applications. There are four main points worth noting

about electronic forms and SOA processes.

First, fornms are an entry point for getting started with
SOA. They're really the nost prevalent way to initiate a
known process and have a very conpelling RO. The second

point is fornms represent an industry on-ranp to SOA.

So fornms can enabl e standardi zed i ndustry processes and

transactions and this can help drive down costs and

-11-
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create efficiencies across industry participants.

The third point is forns represent the nost common user
interface for people and to processes to collect and

share process information.

Wor kpl ace fornms creates a personalized experience for
peopl e working within a process, and this creates people

productivity efficiencies within the process itself.

And finally forms are thenmsel ves actually a service.
Forms act as a gateway between people and the information

and systens that automate a busi ness process.

So let's cover each of these areas in a little nore
detail to dig underneath of them Mst organi zations are
very aware of the traditional costs associated with
forms. But nobst are surprised at the amount of
processi ng savings available. The return on investnent
is very conpelling for many of these forns-based SOA

process applications.

Gartner believes that intelligent XM. e forns are process
enabl ers, meaning that XML e fornms can hel p accelerate
and ease the ability of organizations to nove along the
conti nuum of process automation depicted in this chart

t hereby accel erating the processing and savi ngs and

-12-
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increasing the RO .

Most organi zations have nost of their forns processing in

the sinple areas designated by the 1 and 2 on this graph.
Bot h | BM Wor kpl ace Fornms and WebSphere Process Server

t oget her enabl e organi zations to nore easily nove to SOA

applications that achieve greater |evels of automation,

and the flexibility to drive the nost value from any SOA
busi ness process. This is shown as the orange

process-centric applications in this chart.

It should be noted the reason that Gartner believes XM e
forms are such an inportant process enabler is that they
can include intelligence about the process that inproves
the efficiency in capturing the right information at the

right time for a specific process.

For exanmple, if I'mapplying for a nortgage and | check
the box in the application formthat says | have a
spouse, the formmay then proceed to ask ne if | want the

nortgage to be a joint application.

If | say yes, then the formis smart enough to know t hat
t he downstream processi ng of the nortgage application
will require income and work history information for ny
spouse to feed the credit rating agency as part of the

overall nortgage approval process that typically

- 13-
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WebSphere Process Server could be used to manage.

El ectronic fornms are the nost common industry
application. So it follows that fornms represent an
i ndustry on-ranp to many SOA processes. Again, this
chart, if you need to enlarge it, please use the

magni fying glass, it will make it easier to see.

Fornms are key to core processes and industries such as
banki ng, insurance, |ife sciences, healthcare, governnent
and manufacturing. And of course there are many
fornms-based processes that are cross industry such as

human resources and purchasi ng.

In fact in many industries there are industry-specific
XML processing standards that have evolved for conpliance
reasons or to lower the cost of transaction processing

within industries and across industry participants.

Exanpl es of this are organi zations such as Accord, for
i nsurance transacti ons between agents, brokers and
insurers, or [Msno] for nortgage applications in

banki ng.
A key point on people's entry point with processes is how

easy they are to use. Here Wrkplace Forns excels since

they are optimzed with people's interaction for process.

-14-
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One of the unique aspects of work-based fornms is each
form can represent nultiple personalized views of the
form s data and information. For exanple, a

pi xel -precise traditional version of the formfor
conpliance and record keeping can co-exist with a wizard

version of the form

A formw zard is really a personalized set of guided
interview screens that are custom zed for the user based
on user input, existing information such as custoner data
and business rules that govern the formfilling

experi ence based on the business process itself.

This is simlar to tax preparation software that tries to
sinmplify the confusing world of tax forms during the

annual tax filing process.

For exanple, a wi zard can be used to give vice president
of finance a unique view of purchase orders that require
his or her approval whenever a purchase order is over,

say, 100, 000 dol I ars.

No one else in the organization may need this view of a
particul ar purchase order except the VP of finance. So
the formtruly becones optim zed for the people entry

point into this particul ar process.

-15-
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External information is also used to drive this type of
dynam c user experience within a form So for exanple,
information fromother port lets within WebSphere Portal
can drive the information viewed or required within a
formor an external Web Services call, for exanple, can
automatically update a formto provide a real-tinme update

that drives the behavior of a form

It is this type of dynamc real-tinme personalized user
interface that allows Wrkplace Forns to be optimzed for
a process to ensure the right information is collected at

the right tinme within a process.

My final point is around standards and how e forns are in
fact a service or a gateway between people and process

i nformati on.

Wor kpl ace Fornms is based on open standards such as the
WBC X form standard, which is the next generation of
Internet forns that involve HTM. to standard XM

technologies to represent fornms and their data.

So a uni que aspect of the X formstandard is that it
provi des a standard way to nodel the business rules
formatti ng and mandatory and optional data for a formin

XM,

-16-
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Thi s enabl es industry associations to nodel the rules and
the data associated with the formand to share this form

across the business process and its participants.

This sinplifies the processing across organizati onal
boundari es and also for the creation of reusable forns
conponents in the same way SOA provides a | evel of

reusabl e services to inprove business agility.

The end result is that the cost to deploy a forns-based
process is reduced, and solutions are nore agile and
forms are interoperable so that they can be processed

across organi zations and different devices.

So in conclusion, fornms really does represent a unique
and powerful people entry point into SOA working with
bot h WebSphere Process Server and WebSphere Portal to

bring people into a process.

BERNSTEI N: Okay. Thank you very nuch, Paul.

Finally, 1'd like to turn to [John Rasl owski]. John, can

you explain to us the role of portals in SOA and how t hey

i ntegrate people and the process?

JOHN: Absol utely, Beth. Thank you.

-17-
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As you've heard from both Paul and from Mark, there are a
| ot of things that happen on the back end. And what's
the easiest way to expose sonme of these new i nnovati ons,
sone of these new technol ogi es, sone of these new

smarter, nore intuitive ways of getting work done,

whet her it's a process or whether it's filling out a form
or engaging in a work flow process. It's through a
portal .

Now portals are very uni que because they allow ne to do

sonme very interesting things. | can bring in systens and
services from mny different parts of nmy organi zations as
wel |l as integrating things from outside nmy organizations,

meani ng | everaging in the true sense of Web Services.

And there are different parts to it. There's the user
interface service, which actually allows nme to define how

the user interacts with all these different systens.

There's the user interaction services which | as the end
user can then take one step further and personalize to

meet my specific needs.
Now, Beth, you mentioned this earlier in the

i ntroduction, that the line of business is now becom ng

the driving force behind some of these SOA initiatives.

-18-



Integrating People and Process with SOA

Probably the nost effective way to showcase this from an
| T organi zation is through a portal because that's

ultimtely what the end user sees.

As well as, then being able to take sonme of those port
lets or some of those applications that |I've been able to
put into a portal and be able to deploy themto other

devi ces that are not necessarily standardi zed.

For exanple, whether it's a Blackberry or it's a

Web- enabl ed cell phone, through a wirel ess perspective,
whet her it's sone of the new PDA devices all the way to
sonet hing as uni que as either a vendi ng machi ne or

possi bly even a cash register.

| can now extend ny applications, nmny work flows, ny
forms, to all of these devices whether there's a standard

browser or non-standard browser.

And if you look at in the industry as a whole, you'll see
on the next slide that Gartner actually, and specifically
[ Gene Pfeiffer] nade the prediction a few years ago that
portal will be the first way that you will interact with
your SOA environnment, because if you think about it, SOA

there's a | ot of back end work.

It's doing integration, it's building the infrastructure,

-19-
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it's expose the infrastructure. |It's turning things that
were typical traditional single user, single interface

applications into services, reusable services.

And the best way to expose themis through port lets

t hrough a portal because now | can |let the end user, the

ultimate consuner of these things to be able to tie them

t oget her because they're the ones that have the business

need for it to say, | need data from here, work flow from
here. | need a process initiating conponent |ike a forns

package to start this thing off.

And if you | ook at some recent work by Forester Research,
t hey' ve even gone on to make the comment that going
forward, conposite applications are going to replace how
applications are witten in the future, where we're no

| onger going to start this devel opnent process from

scratch.

It's being able to reuse what we al ready have but sinply
applying a new progranmm ng standard, a new set of tools,
a news set of not end user interfaces but a new set of

back end service interfaces and then expose them through

a portal.

So if you look at how all this cones together, the portal

provides that ability to bring all these different

-20-
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conponents together, whether it's existing applications,

whet her it's new technol ogies, it provides a focal point.

So picture, for exanple, you're in a portal. You have
your main focus right in the mddle. As an end user

that's what | need to be doing at that nmonment in tine.

And around the outsides, | have other port lets that give
me, provide the ability to have peripheral vision --
meani ng, give nme the ability to make a nore educated

busi ness deci sion about that piece in the m ddle.

And now that entire page becones a tenplate or becones a
wor k space where now | can define that work space based
on ny role, based on the community | belong to. Based
upon a project I'"minvolved in, or based on just an area
of interest in the conpany, or sonmething as internal as

an HR page.

| can switch and | can mani pul ate these pages, and |
could nmove things around, but still have access to al
the data and all the information that has been exposed

t hrough the SOA initiative.

And then extend this out like |I nmentioned earlier to sone

of these different devices whether it's a rich client,

whet her it's a standard browser client or any type of
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mobi | e devi ces.

And probably the biggest reuse conponent of all is the
ability to now take these portals and point themto
different constituencies within nmy organization. It
isn"t only an internal portal, but | can now extend it to
my custonmers so | can have a business-to-consuner type of

an initiative.

| can al so have a business-to-business type of initiative
and involve sone of nmy partners, sonme of the fol ks that
help me drive ny business, help nme sell things or provide

me services.

It's this concept of reuse, this concept of an adaptive
user experience that makes it easier now to interact with
all of those wonderful things that |'ve exposed inside ny

| T organi zation.

BERNSTEI N: | would like to thank our presenters, Mark,
Paul and John, for being with us. There's information on
your screen if you're interested in nore information.

And hope to see you all again online soon.

[ END OF SEGVENT]
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