
 
 

 

 

 

 

 

 

 

 

 

 

 



� � �

� � � � �� � � � � � 	 
 � � 
 � �� �� � � � �� � � � � � � �� � � � �� � �� � � �� � � �� ��   �� �� ! � � �� � � � � " � � �

� � � � � � � �� � � � �� � �� � � �� � � � � � � �# � � � � � � � � $� � �� � � �

Process Mapping 
Process Mapping Pty Ltd (ABN 48 101 988 701) is an Australian company that has been providing 
Metastorm BPM consultancy and software development for over seven years, and provides the Metastorm 
BPM Suppor t Forum.  

As the largest and most experienced Metastorm Consulting and Development resource in Australia, Process 
Mapping has been involved in many significant and successful Metastorm e-work and Metastorm BPM 
projects, mostly in Australia and the United States. These include RailCorp (formerly State Rail Authority of 
NSW), Novell Inc., Chubb Insurance, Optus, Davis Bancorp, Flexirent, BHP Billiton, Bendigo Bank and 
KPMG. Some of this work has been performed on site and some remotely. 

Our speciality is core software development and consultancy utilising Metastorm e-Work and Metastorm 
BPM. Our main goal is to provide the infrastructure to allow clients to get the most out of their investment in 
Metastorm. This may be providing consultancy, design, development, training and resources, or any 
combination of these to complement our clients' existing resources and fulfil their requirements. 

Metastorm 
With a focus on enterprise visibility, resource optimization, efficiency and agility, Metastorm offers market-
leading software for enterprise and business architecture (EA), business process analysis (BPA), and business 
process management (BPM). As an integrated product portfolio, Metastorm Enterprise allows organizations 
to improve business results by better aligning strategy with execution. By combining the power of these three 
disciplines onto a common platform, Metastorm is helping organizations worldwide focus on the right 
business improvements, instil stronger governance, and accelerate time to value.  

More Information 
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A well designed and implemented Metastorm BPM system may achieve many different operational 
efficiencies, but the following benefits are easily realised: 

Clear Design 
Processes are designed in a 
manner which is clear to business 
stakeholders, not just developers. 

Clear and concise process 
documentation in HTML format can also be generated at the click of a button. 

Audit Information 
An Audit Trail of every transaction or 
change is maintained, even down to the 
level of individual field changes if required 
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Clear Status and priority 
All users can easily and visibly determine current status of tasks, their priority and deadlines. 

 

 

 

 

 

 

 

 

 

Consistent and transparent escalations 
Consistent Approval and Escalation processes ensure that tasks do not get lost or forgotten. 
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Integrated user help 
HTML user help can easily be incorporated into the system, to be maintained by ‘power users’  or 
administrators. 

 

 

 

 

 

 

Integrated User Feedback 
User feedback to report faults and suggest enhancements is easily added to any or all forms. 
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Easily implemented HTML reports 
Data can easily be exported in HTML or to Excel. Reports from system data can also be generated 
and emailed to selected recipients  at defined intervals. 

 

 

 

 

 

 

 

 

Integrated Process view 
Each Process can be viewed directly from within 
the system by users, the progress of each task is 
highlighted, and the history (including intervals 
between activities) listed on an integrated Map 
of the Process itself. 

 

 

 

 

 

 

 

Integration to existing and future 
systems 
Since processes will, by their nature, cover 
activities and functionality across multiple functional systems, it is vital to have the ability to 
integrate with systems. 

Metastorm BPM can integrate with other systems in a number of ways, via ODBC, COM, Java and 
using a rich API for automation of Metastorm Processes called the Transaction Protocol. 
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Where does the Solution Provider fit in? 
Buying software to implement a Business Process 
Management (BPM) project is an expensive 
undertaking. The fact is that choosing the right software 
is only part of the problem. Typically the greater cost 
will be the implementation of the system, otherwise you 
will probably not be getting enough benefit from the 
software. Development of the solution is also the critical 
part of the entire exercise. Even if you do not have the best possible software, good design and development 
of the solution can make the solution work effectively. If the design or development is flawed, even the most 
perfect software will not save your project from disaster. 

Because of the importance of the implementation of your solution, it is vital that you choose your solution 
provider carefully. Once the sales pitch is over, and the cheque is cashed, you will need varying amounts of 
consulting, design, training, development and support. These five steps will ensure that you select a provider 
who is able to provide any or all of these services relating to the software you are buying. 

Development Experience 
Providers without a development focus typically do not benefit from your long-term satisfaction, and are 
often unable to provide the required resources for a successful implementation and on-going maintenance. 

Ensure that the provider has significant and provable development experience in their own right. All too 
often providers are either just selling the software, or are more interested in selling related products. One very 
obvious indicator of such an organisation is an increase in urgency at the end of any quarter. Sales 
organisations are notoriously influenced by quarterly sales goals. As such, they are not often interested once 
the sale is over, unless they are trying to sell you more software. 

Case studies and success stories are a very common method of promoting a product. It is important to 
investigate whether the provider themselves, or another company, has actually performed the work in any 
such examples they refer to. Ask outright what their involvement was, if necessary. Too often providers have 
had nothing to do with the actual work, or perhaps they merely contracted in another provider. In either case 
it is easy for a provider, whether intentionally or unintentionally, to mislead potential customers into 
believing they have a greater experience than they do. 

Be particularly wary of providers who claim no development experience is required to implement a solution. 
We have never seen such software - if it existed, sales would be unstoppable! Development of a system of 
any complexity requires development skills. The effective use of software of any kind requires competent 
advice, at the very least. 

Technical Ability 
Providers without the proper grounding may be unable to give you the best advice. The effect can be 
expensive, as this will often cause projects to overrun time and expense budgets, or fail completely.  

It is therefore important to choose a provider with a good technical grasp of the product, not just an overview 
or sales information. You will typically require some consulting to make decisions regarding the most 
effective use of the product to solve your unique problems. 

When the provider is making their pitch, see if they actually make use of the software in the demonstration. If 
they merely show 'pre-built' examples, the chances are they do not have sufficient capability to actually use 
the software. With any software it is reasonably easy to use, they should be able to create a simple but fully 
functional example system in front of you - that is a key requirement in my experience. 

Ask about potential pitfalls, and what to avoid, for example. Without a reasonable technical grounding, 
providers will find these questions very difficult, as they only know what the marketing materials sent to 

=: � � �' �  $��� � �� � � " �� � � � �� � � �� � � &� & � �
�! � �# � � � �" �  $� & � �� � � � �� ;�� � $� �: � � �
� �  $��� � ��# �  � # � � � � � �� � �� �� � �� � $�# $� ��
&� �� $� � �� � �� ! � � � � �� ! � �� �� ! � �� � � ***=�

� 	 � � � 	 �� 	 � � � 	 ��� � 	 � � � �� 	 �
� �� 	 � � � � ��� � � � 	 � � �� � 
 
 �
 � �� � � �� � � �



� � �

� � � � �� � � � � � 	 
 � � 
 � �� �� � � � �� � � � � � � �� � � � �� � �� � � �� � � �� ��   �� �� ! � � �� � � � � " � � �

them state. A good indication of the focus of the provider is the nature of the information they publish 
regarding the software they sell. Do they focus on the 'Revenue Growth' of the Software producer, for 
example (an obvious indication of sales focus), or the technical innovations of the product? Is the information 
directly copied from marketing materials provided by the Software Producer, or have they obviously 
analysed the technical impact to the customer of functional changes? 

Support Capabilities 
If the provider does not have a proven track record of support for a significant number of customers using the 
product, the stability and security of your solution may be put at risk. 

When you need technical help, you will typically need it in a hurry. If they will merely pass your problems 
on to a third party, such as the software producer, you are not going to get timely resolution in general. 

If the provider has a support system or newsgroup, have a good look at the contents (if it is not publicly 
available, ask for a demonstration). If the most recent items on the system are months or even years old, the 
chances are it is never actually used. 

Resources 

If the provider does not have sufficient technical resources for your on-going needs, your development may 
be put at risk. 

Check on the resources that will be available when you are interested in getting technical assistance. At least 
half of the available resources should be very experienced in using the product (typically four or more years). 
A good balance of less experienced but capable resources indicates a constant influx of fresh talent and 
internal training, which is equally important. 

If training is a requirement, ask if the training will be provided by the provider itself, or by a third party. 
Some providers are all to happy to hire in trainers and merely charge extra on top, which does not give you 
longevity or value for money. 

References 
References given by the provider may not be related to the provider. 

Ensure the provider can give you solid references. Request contact details to allow you to follow up these 
references. Find out how the provider offers these customers, and how highly the customer values the 
provider. Ask if you can see the systems developed in their working environment, for example. Ask about all 
aspects of performance, not necessarily just those you may be interested in. Times may change, and in any 
case, it is good to make sure the provider has fully encompassing resources and experience. 

If the provider is unwilling or unable to provide contact details, see if you can get them yourself (for example 
from the Software Producer) and contact them yourself. You may find out that the customer was serviced by 
another provider altogether. 
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Typical Issues 

Unknown technology 
There is a lot of technology out there, and a lot of vendors 
vying for your attention. Unfortunately the information supplied 
by vendors is often very light on real technical information. In 
many cases they will have to go and find answers to technical 
questions from other sources.  

Even if you are lucky (or persistent) enough to get a trial 
installation, it is rarely enough to check all aspects of the 
system. 

Lack of impartial advice 
In most situations the vendor has some kind of exclusive agreement with the software manufacturer. 
Even if they don’ t, they certainly have a vested interest in selling you particular software. In most 
cases, it is their main source of income. It is obvious that you are unlikely to get impartial advice 
from the very people who stand to gain most from selling you the software you are assessing. 

Unknown scope 
It is very difficult to assess the possible and likely scope of any BPM solution. The nature of BPM is 

such that any automation can, and typically will, 
expand into related functional areas of you business. 
This is normally a beneficial aspect of BPM, although it 
has the effect of blurring the boundaries and making 
scope difficult to determine and keep to. 

Another very difficult task is to determine the stages 
that a BPM system can and should be built in. As each 
stage will necessarily impact preceding and subsequent 
stages, it is vital to get stages in the right order. Often 
vendors have little experience in building robust 

solutions (the case studies they happily roll out have often been delivered by others), and their 
advice may not take such practicalities into account. 

Assessing ROI 
Return on Investment is difficult to determine in most cases. 
There are many reasons to implement an automated BPM 
solution and some of these may not have a direct financial 
return, for example better customer service. 
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Process Mapping solutions 
Advice on technology fit to problem domain 
We have a significant track record in delivering successful robust solutions using Metastorm BPM, .Net and 
other technologies (for Bendigo Bank, Davis Bancorp, RailCorp, KPMG , Optus, BHP, Flexirent, Novell).  
We have no contractual obligations to sell Metastorm software, no license quota to meet and no restrictions 
on providing competing software (unlike others). As such, we are uniquely placed to provide factual and 
impartial advice on the best BPM products for your solution.  

Advice on complete scope 
Based on our experience in the BPM domain, and experience of many diverse business domains, we are able 
to help you determine the complete scope of your BPM solution. Although the solution will almost certainly 
not cover the entire scope, it is often essential to gain a comprehensive overview of the processes in the 
organisation before determining the most beneficial focus for improvement and automation. 

Focus on initial scope 
Having defined the total potential scope, the next task is to pick the most beneficial areas for your initial 
development. These will include such aspects as the critical nature of each process, the level of process 
complexity and technical depth. 

Information on costing and ROI 
Once areas for investigation have been identified, the potential benefits of any improvement and automation 
need to be determined. This will be calculated at a high level initially, and then in more depth as suitable 
areas are determined. The costs of improvement and automation will then be estimated. These costs cover 
areas such as analysis, design, documentation, automation, training and potential user disruption. 

Development options and license costs 
Specifically for development and documentation, we shall provide different options 
regarding the software to be employed. This will need to be assed based on aspects 
such as the need for standards compliance (eg BPMN) and the Standard Operating 
Environment in your organisation. We are fully independent, and therefore we are 
almost unique in being able to offer a range of solutions and platforms without prejudice. We can select and 
cost options from a range of products from free and open source solutions to fully integrated BPM suites. 

In many cases it is advisable to have a staged outlay of licensing or installations. In such cases the most 
beneficial staging for the organisation and the solution will be chosen. In this way the full costs may be 
deferred and spread out over financial periods, and the overall risk to the organisation can be managed. 

Training options and costs 
Along with the software chosen, we can deliver or arrange for any training that is required. Various options 
will be outlined for each selection of software. We are uniquely positioned in that we have both on-site and 
on-line training courses to offer, and our range of Metastorm BPM courses is unmatched. Again, this will be 
planned along with the staged deployment of any required software in order to minimise any disruption to the 
organisation and users, and to optimise the available resources. 

Support options and costs 
We can arrange for any support that is required. Various options will be outlined for each selection of 
software. This can be arranged so as to minimise the risk to the organisation, such as starting with greater 
levels of support and reducing these levels over time to minimise overall costs. 

Ongoing license requirements 
Licenses to accommodate potential future extensions of the system, based on the initial process review, will 
be estimated. This will include support and training options, as well as any required development. Overall, 
we will provide a comprehensive estimate of the return on investment of any licenses, support, training and 
development incurred. This planned expenditure will be measured against actual expenditure to ensure the 
plan is adhered to. The expected benefits can also be measured to ensure the returns are as expected. 
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Overview 
Process Mapping’s approach to process analysis, 
modelling and deployment is based on a methodology 
designed to suit ANY size organisation.  We focus on 
solving business problems – not selling software.  To 
achieve this we provide advice on the most appropriate 
BPM products for your organisation (or alternatively 
work with the products you already have).   To assist in 
describing our consulting services, we use a set of tools 
that are representative only in helping you to accelerate 
project delivery, reduce risk and maximise return on 
investment regardless of budget. 

A flexible approach... 
cost effective and efficient 
Our approach is based on a loosely coupled stack of 
solutions that lead the market in each of their specialist 
areas.  For example Process Master™ is an easy to use, 
cost effective process discovery and modelling tool that can be used by business users to document processes 
turning them from Text into Diagram into Code.  The process models are saved as XML and stored in a 
Repository that can be accessed by other users such as Business Analysts for refinement into BPMN 
compliant models.  Other BPM tools such as ARIS, ProVision, iGrafx etc can be used for further analysis 
and simulation if required and then be passed back to Process Master Repository which automatically creates 
all the documentation required by 
developers for further refinement 
prior to deployment. Affordability 
and flexibility are key features here. 

The ARIS™ and ProVision™ 
platforms provide comprehensive 
process analysis, modelling and 
simulation features; these tools come 
into their own when there is a need 
to model the entire enterprise.  
Specialist training and consulting 
services are required however to 
learn how to use these tools to their 
maximum effectiveness to realise a 
sound ROI. 

Tibco™ is more than methodology– its Accelerated Value Framework consists of a repeatable methodology 
and a set of best practices, checklists, templates, solutions as well as other tools. 

Metastorm BPM™ provides a powerful BPM prototyping and development platform and has been well 
proven for designing and building sophisticated BPM solutions that can be deployed immediately. 

It provides an ideal environment for continuous process improvement and real business agility. Metastorm 
BPM also lends itself well to an iterative development approach by prototyping the process and comes with 
its own state transition Engine.  
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‘Academic rigour comes into 
play here… 

� � A Complete functional     
workflow system 
based on workflow 
patterns 

� � Powerful language for 
process modelling’  

‘Business Analysts 
normally model 
processes from the user 
perspective…not from 
the execution or system 
perspective.  Responses 
from system to user 
input are therefore 
hardly ever modelled’  

 

The process execution environments 
Windows Workflow Foundation (WWF) provides a programming model, 
engine and tools for building workflow-enabled applications that run under 
Windows. It is part of the .NET Framework 3.0 and comes with an in-
process engine to support both system and human workflow across a wide 
range of scenarios such as line of business, user interface (page flow), 
document centric, composite workflows (for service oriented applications) 
and business rule driven workflow. 

YAWL is a new open source Workflow/BPM language based on a concise 
and powerful modelling language that has been jointly developed by 
Queensland University of Technology’s BPM research group in 

collaboration with Eindhoven 
University of Technology.  YAWL 
builds on the insights gained from the 
University’s research into workflow 
patterns and combines it with the 
powerful language of Petri-nets (place/transition or P/T net).   It provides a 
powerful yet fundamentally simple language for process modellers to 
describe and capture complex control flow relations between business 
processes where conventional BPM languages are unable to meet these 
requirements. 

 

Creating executable solutions from process models...         
the challenge  
The ability to use business process models designed by Business Analysts to 
create complete executable solutions (even with minimal intervention from 
developers) is still unfortunately far from reality i.e. there is no general purpose 
engine available on the market today that can be used to create solutions 
directly from process models.  This often results in projects failing and BPMS 
usage continuing to be isolated within organisations. 

 

It’ s also very important to note that you just can’ t take developers out of the loop! They are required to 
perform the integration tasks, business rules logic, backend processing etc. If you remove the developer from 
the lifecycle ask yourself – “Who will have the ability to write something that resembles an XPath 
expression, or any other expression language, together with exception handling and other advanced 
constructs?”  

 

As business analysts typically model processes from the user perspective (as opposed to an execution or 
system perspective) responses of the system to the user input are never modelled. It’ s important to note also 
that the BPMN standard comprises a 300 + page specification – it would be unrealistic to assume that the 
typical BA would want to master all these concepts. 
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Providing executable design strategies... from process 
model to deployed solution 
There are many advantages today in adopting the freestanding, loosely coupled 
approach to BPM design, development and process execution, however you 
need to be careful that you don’ t get more choice than you can realistically 
support.  If you need to choose a modeller, a prototyping tool, a process 
automation tool as well as business activity monitoring and rules engine tools, you will need to make sure 
that they will all work together.  This is where Process Mapping’s extensive experience in BPM design, 
development and deployment can help. 

For example: 

� � Process Mapping can provide consulting services on the selection of both open and closed source process 
execution engines and modelling tools. 

� � We have designed, built and optimised literally thousands of business processes over a wide range of 
industries.  Many of these processes had to tightly integrate with other platforms such as SAP and 
Interwoven. 

� � We can quickly review existing models within your organisation and advise on how applicable they are 
for straight through process execution and report on the degree of analysis and changes that will be 
required. 

� � We can introduce process modelling methods and standards within your organisation to ensure that 
straight through process modelling to execution can in fact be achieved resulting in significant savings in 
time, effort and costs. 

BPM implementations can only be successful when coupled with modelling and simulation expertise and the 
most appropriate toolset for the job.  During the modelling process, information is gathered on activities, 
external systems, and system users are defined. Flows through the business process management system are 
also carefully defined, as well as splits and joins, parallel processes, and sub-processes, exception handling 
and escalations. 

We invite you to contact us today to discuss our strategy and consulting services in more detail. 
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Overview 
Davis Bancorp in conjunction with Process Mapping designed 
the BPM Interwoven Automation solution to seamlessly 
automate the creation and maintenance of Interwoven 
WorkSpaces and custom attributes using fully configurable 
Web Service Calls and fully re-usable Metastorm BPM Map 
Segments.  Special connectors are added directly to the Web 
Service Calls through our Metastorm Interwoven Library that 
enables the deployment of generic Web Services with user 
defined data extraction from XML files. 

The solution 
The solution is based on our Create WorkSpace and Maintain WorkSpace fully reusable Map Segments that 
can be implemented without coding.  These Map Segments act as the WorkSpace configuration metadata and 
have been designed to suit any Interwoven WorkSpace creation and maintenance requirement. 

The Create WorkSpace map segment validates the WorkSpace metadata initially, creates the WorkSpace, 
sets owner attributes, creates the relevant Templates and finally copies all associated documents and files to 
the WorkSpace.  Some of the major features include: 

Dynamically configurable Web Service calls  
The system receives an asynchronous trigger web service call that invokes the required action in Metastorm 
BPM in a fault tolerant manner which avoids the need for fault handling functionality from the calling 
application. Metastorm BPM then calls the set web service call together with any reference data supplied by 
the trigger and extracts the required data. All this is configurable directly through Metastorm BPM forms and 
no coding is required. 

Innovative design approach Based on fully re-usable Metastorm BPM Map Segments that can be applied 
to any WorkSpace creation and management requirement 

User defined Interwoven 
custom attributes 

Users can define and update WorkSpace custom attributes as required 

WorkSpace template 
selection 

Appropriate templates are created automatically based on values extracted 
from corporate system data 

Solution transparency The solution is totally transparent to both the host corporate system and 
Interwoven 

Security Implements Role based administration 

Maintainability The solution is configured and maintained directly through the Metastorm 
BPM Client 

  

 

 

 

 



� � �

� � � 	 
 � � 
 � �� �� � � � �� � � � � � � �� � � � �� � �� � � �� � � �� ��   �� �� ! � � �� � � � � " � � � � � � � � �14� �

E� $� �� � � �� � �� � � � � � � ! �
�   � ) � �# �� �# �  �
$� � � � � � �� � �� �� ! � � �� ! � �
� ! �� � �� � � � � �� � �  �� � � �� � �
� � � �� � �� � �� ! � �� � � � �
� � $� � � �� � �� � �
� � � � � ) � " � � GF�

Functional perspective 
From a functional perspective the major steps involved in creating the 
WorkSpace include: 

� � Calling the Web Service 

� � Extracting the data 

� � Assigning the extracted data to a Metastorm BPM variable 

� � Writing to the database 

� � Creating the Interwoven WorkSpace 

Design approach 
As native Web Service integration is inflexible and not configurable, our design approach is based on a 
runtime configurable specification that provides a method of configuring Web Service calls directly from an 
XML data source based on a specification that deploys the method.  By utilising this method there is no need 
to update the code in order to use the Web Service or subsequently get data from a different element based on 
the Web Service response.  The Connectors are added to Interwoven via the “Metastorm Interwoven Library”  
and the solution is totally transparent to both Interwoven and the corporate system from which the data is 
being passed.  Web Services are the preferred interface between systems nowadays; however if the interface 
is changed the systems employing it are broken. Automating the production of a hard-coded interface is also 
vulnerable if the interface changes in any way which would require a rebuild and therefore add unnecessary 
overheads on system maintenance.  Using this approach no system changes or development is required to 
either modify or add to the Web Services called by the Metastorm system.  Configuration is managed by a 
simple Metastorm BPM process, and all settings can be updated by users with the appropriate access rights. 

Interwoven reference data 
All reference data (‘Alias’  tables in Interwoven parlance) are inserted or updated as required in order to 
maintain the correct referential integrity which avoids the need for costly and typically error prone 
maintenance of duplicate sets of data. 

Workspace security 
All workspace and document security settings may be set; you may even use ACL from Active Directory to 
set access rights. This avoids costly manual maintenance or potential risks. 

Server side integration 
All integration is managed on the server side. There are no tricky (and potentially risky) updates to the 
Metastorm database by Interwoven, or vice versa. All access is through strictly support APIs. Using this 
approach is particularly robust and future-proof. It also allows full population of Word documents with 
metadata if required. This can make a huge saving in a high volume system. 

Error Handling 
Error handling is addressed through each process step - administrative staff are notified via email.  

Configuration 
All settings such as web service calls and database access details are configured through Metastorm BPM 
Forms with sensitive information such as passwords suitably encoded. 
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Overview 
Process Mapping’s ‘Metastorm BPM Deployment Pack and BAM Tools’  is an integrated set of components 
designed to enhance and improve almost any Metastorm BPM installation.  These packaged components can 
be used to solve the typical issues faced by users designing new Metastorm BPM applications.  The savings 
in time and effort are readily measurable and once deployed; the package will provide you with continued 
benefits over many years. 

Flexible, cost effective and efficient... 
The Metastorm BPM Deployment Pack’s components feature: 

 

Integrated Process Feedback  
Using a simple form segment, users can provide feedback on any part 
of the process.  Categories and severity of issues are easily 
configurable. A typical example would be to provide feedback on 
faults and suggestions for enhancements. All process and user details 
are automatically stored with the Feedback Folder. Once submitted, 
Feedback Folders are routed based on severity and category. The Process allows the developer to track dialog 
with the submitter, while the submitter tracks progress. 
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Eliminate Metastorm BPM 
System and Designer log errors 
going undetected... 
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Integrated Process Help 
Integrated Process Help can be used to keep your interactive help current through 
automated user defined HTML Help generation in the Metastorm BPM 
environment. An ideal tool for your subject matter experts and also the Metastorm 
BPM developer who simply adds the Process Help form segment to any form.  Costs 
associated with maintaining user help can be greatly reduced.  

User configurable Web Service setup and data extraction 
Web Services are the preferred interface between systems nowadays, but 
as soon as the interface changes any system that employs them can be 
broken.  The approach taken by Microsoft and Metastorm is to automate 
the production of a hard-coded interface which functions adequately until 
the interface changes in some way which forces your developers into a 
rebuild scenario that requires both technical expertise and knowledge of 
the system. Our approach enables any Web Service to be called by 
providing the WSDL file. The required data elements are extracted based 
on user configurable parameters.  No system changes or development is 
required to either modify or add to the Web Services called by your 

Metastorm system; configuration is managed through a simple Metastorm BPM process, with all settings 
being user definable. 

Create Metastorm BPM Folders from existing data 
One of the most common requests we hear is “How can I create 
Metastorm BPM Folders from existing data?”   We decided to build a 
very simple process to manage this for just about any conceivable 
situation. All you need to do is add one simple flagged action to the 
Process, create an ‘ Import Folders’  Folder selecting this action, add the 
TSV data file as an attachment, and the system does the rest 
automatically.  

Proactive error reporting 
Although the Metastorm BPM error log is relatively comprehensive, many errors still end up in the Event log 
that should be recorded in the Designer log which requires constant manual intervention.  Our approach has 

been to build a process that monitors both the Event and Designer logs, 
automatically emailing selected users when error events occur. Invalid 
or irrelevant error messages may be excluded, effectively ‘ teaching’  the 
system what to ignore. 

Managers' BAM Dashboard 
A user-configurable process monitoring system that enables developers to 
set up alerts based on:     

� � The average and maximum time Folders remain at a Stage    

� � The average, maximum and minimum throughput of Folders for 
any Stage or Action from that Stage     

� � The total number of Folders at any Stage 

The Dashboards can be set up to send email alerts, or can be left open in an automatically refreshing 
‘Dashboard’  form. 
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Overview 
The cost of producing system documentation and keeping it current is both costly and time consuming; in 
fact many organisations avoid doing it altogether which then leads to serious problems down the track when 
faced with ongoing system enhancements and maintenance that are often addressed by people who may not 
have been involved in the system design and development in the first place. 

One of the key benefits of BPM software is the ability to quickly apply changes to business processes based 
on an ever changing business environment therefore documenting your systems quickly and efficiently is 
particularly important. 

The Procedure Documentation Tool is a Metastorm BPM Designer plug-in that is used to produce full 
Metastorm BPM procedural documentation DIRECTLY from the Designer to an HTML formatted file that 
can be easily understood by technical and non-technical audiences.  The level of detail is up to you - 
procedure map images can be included together with the Variables, Stages, Actions, Forms, Fields, Roles, 
Flags, as well as additional table definitions that are all displayed in collapsible tables.   One particularly 
useful feature is a matrix of To Do and Watch lists together with Action rights for each map. 

Procedure Documentation Options 
A range of formatting options are available depending on the target audience: 

 

 

Documenting for end users   

 

 

 

 

 

Documenting for the technical audience  
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Produce documentation instantly 
The main problem Metastorm BPM developers face with their documentation is that the processes 
change too quickly. In fact many systems take longer to document than to develop!  

It’ s as simple as clicking the Tools menu and selecting Procedure Documentation!    

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Better database management 
Our Metastorm BPM Procedure 
Documentation Add-in does all of the above 
and more and even helps you manage the 
database! 

� �Checks for unused forms 

� �Checks for unused flags 

� �Checks for unused database fields 

� �Optionally removes unused database fields
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 Using a Process Mining framework for process aware information systems  
 

Process Mining 
Information systems are used in one form or another in most 
organisations today to support the execution of business processes.  
Examples of systems supporting operational processes include 
Workflow Management Systems, Customer Relationship Management 
(CRM) systems, Enterprise Resource Planning (ERP) systems etc.  

Some systems may contain an explicit model of the processes while 
others simply keep track of tasks that have been performed (i.e. audit trails) without provision of support for 
the actual execution of these tasks.  Regardless of their behaviour, these systems typically support logging 
which produces data automatically about the process instances that have executed in the organisation, the 
times at which the tasks were executed, the people or systems that performed these tasks as well as other 
kinds of data processed.  These logs therefore represent the starting point for process mining.   

This brief review focuses on how a process mining tool can be used to answer some common questions 
raised by managers about their organisation’s processes. 

Some common questions raised by managers about organisational processes... 

� � What is the most frequent path for every process model? 

� � What is the distribution of all cases (process instances) over different paths through the process? 

� � How compliant are the cases within the deployed process (what are the problems and how frequent is 
the non-compliance aspect)? 

� � What are the routing probabilities for each split task (XOR or OR split/join points)? 

� � What is the average, minimum, and maximum throughput times for each case? 

� � Which paths take too much time on average? How many cases follow these follow these routings? 
What are the critical sub-paths for these paths? 

� � What is the average service time for each task? 

� � How much time was spent between any two tasks in the process model and how are the cases 
actually executed? 

� � What are the business rules in each process model and how do I check that each rule is actually being 
obeyed? 

� � How many people are involved in a case (‘process instance’ )? 

� � What is the communication structure and dependencies among people and how many transfers are 
occurring between user roles? 

� � Who are the important people in the communication flow (i.e. 
the most frequent flow)? 

� � How can I identify delegation of work from user to user and 
which users are working on the same tasks? 
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Process mining perspectives 
Many of today’s information systems have become ‘process aware’  
with the information produced by these systems being capable of 
enforcing specific ways of working or being capable of just 
monitoring the process and suggesting alternative methods. For 
example the processes supported by say an ERP system’s 
Procurement process, might produce system logs of all transactions, 
but may not (completely) enforce a specific way of working. In such 
an environment, process mining could be used to gain insight into the 
actual process.  

Another example might be a system that manages the flow of patients in a hospital.  In such an environment 
all activities would be logged but information about the underlying process might be missing, therefore in 
this context the system is typically providing information about key performance indicators such as resource 
utilization, flow times, and service levels, but not about the underlying business processes. 

 Process mining can also be used to compare actual processes with a pre-defined reference models which 
describe how the system should be used to highlight how people and organisations are assumed or expected 
to work – this is referred to as ‘delta analysis’ .  

Comparing the descriptive process model with the discovered model highlights discrepancies that can be 
used to improve the process design or compare how the process is used in different departments or even 
organisations using the same ERP system.  Process mining can also be used to monitor the co-ordination in 
enterprise systems e.g. some co-ordination may be performed by people and some through the actual 
software itself. 

System event logs are automatically converted to MXML once uploaded: 

 

 

 

 

 

 

 

 

 

 

 

 

 

Fig 1: The event log is uploaded via the ProM Dashboard and automatically converted to MXML  
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Mining the process 
Several steps are involved in mining a process including the selection of the appropriate Miner and Plug-in.  
The Petri net in Fig 2 illustrates how a user can review which Originators are performing which tasks as well 
as the number of times they performed the task: 

  

 

 

 

 

 

 

 

 

 

 

Fig 2: A Petri net illustrating the control flow perspective that can be mined from the event log 

Model visualisation 
Mined models can also be visualized in other representations; for example they can be converted from a 
mined Petri net Fig 2 above to an EPC: 

Fig 3: Mining on use-case information  
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Mining on Resources 
 

 

 

 

 

 

 

 

  

 

 

Fig 4: Mining on resources  

 

The organisation can also be analysed 
from a social and organisational 
perspective with the ‘Organisational’  
miner and also review who is working 
on the same task. Typical questions in 
relating to this miner might include: 

� � How many people are 
involved in a specific case? 

� � What is the communication 
structure and dependencies 
among people? 

� � How many transfers are 
occurring between roles? 

� � The importance of people in the 
communication flow (i.e. the most 
frequent flow) 

� � Who subcontracts work to whom? 

� � Which people work on the same 
tasks? 
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Bendigo Bank 
  

 

Overview 
Bendigo Bank is based in the central Victorian 
city of Bendigo and is Australia’s only regional 
bank. 

To ensure that cardholder disputes are processed as favourably and as equitably as possible for all parties 
concerned in the dispute transaction process, Mastercard and Visa recently re-engineered their dispute 
regulations processes. 

As dispute regulations are designed to protect both cardholders and merchants when errors occur during the 
processing of transactions, Bendigo Bank (as with all card issuers), must follow rules and regulations 
involving adherence to strict guidelines and service level commitments for cardholders.  These guidelines 
ensure that all cardholder enquiries are dealt with in a timely and effective manner. 

The Challenge 

The Bank had traditionally relied on a predominantly manual process to handle its process dispute enquiries 
which involved interfacing with various systems which resulted in excessive paper storage and retrieval 
issues. 

In order to adhere to the new dispute processing regulations defined by Visa and Mastercard, the Bank 
needed a system that would allow new staff to learn the process quickly, interact with existing systems, help 
people manage and prioritize tasks and meet the ‘Card Scheme’  defined deadlines effectively. 

More importantly, the Bank's card management team needed visibility of the disputes being managed, with 
the ability to escalate accordingly should its customers face undue delays in resolution. 

The Solution 

Process Mapping and MOTS Consulting provided an automated business process with the following 
functionality: 

The ability to capture and validate dispute related information and associated transaction data. 

Embed a diverse range of business rules mandated by the card schemes. 

Provide an interface to the UNICARD Dispute system. 

Capture processing guidelines, timeframes and hints for Chargeback Codes. 

Provide a range of monthly, quarterly, yearly compliance reports. 

Provide a complete audit trail, ad hoc query and range of Management Reports at either a dispute and/or a 
transaction level. 

Manages the creation and validation of postings to the bank's Financial Systems. 
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Results 
Bendigo Bank Card Services has 
processed over ten thousand credit card 
disputes using the Metastorm BPM 
system built for them two years ago. The 
system complies with all of Visa's strict 
regulations regarding cardholder dispute 
handling, and fully interfaces with their 
UNICARD transaction system. 

Bendigo Bank is extremely pleased with 
the state of the project and has reached its 
goal of developing timely, efficient and 
robust Dispute Resolution processes. The 
Bank has realised a number of positive 
results with one of the greatest benefits 
being an 80% reduction in its Dispute 
Resolution procedural errors. Additional 
benefits include minimal training for new 
staff, the ability to customize processes 
with no impact on operational efficiency, 
faster resolution of customer queries, 
increased turnaround on cardholder 
reimbursements, and the ability to create 
and tailor a selection of statistical, 
management and fraud reporting.  

Visa is also impressed with the system, 
and is very keen on its use. 

The fraud analysis introduced with the system has also made the job of detecting fraudulent card usage much 
more timely and effective. 

Bendigo Bank is extremely pleased with the reduction in manual processing and error levels as well as the 
dramatically improved customer response times 

Future Plans 

 Not an organisation to sit still when it comes to improving customer services, Bendigo Bank has introduced 
other processes including card application processing and automated credit checking, and are in the process 
of extending the system into the ATM Services area through the development of an ATM Management 
System that will also include ATM related card disputes.  

Today, however, this flagship Metastorm BPM Process takes pride of place on its 2nd birthday! 
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Overview 
Davis Bancorp is a leading provider of a wide range of bank security and support services including 
armoured transportation, coin and cash processing, scheduled couriers, security officers, microfilm sales 
processing, disaster recovery and investigation.  Founded in 1951, Davis began as an industrial security 
business, but has grown into a risk management partner to the banking community.   By honing and refining 
its processes and procedures, Davis Bancorp leverages its high level of efficiency and market focus to the 
economic benefit of its clients. 

The challenge 
Davis Bancorp required a 
development platform that would 
enable rapid design, development, 
deployment as well as seamless 
integration with the company's 
existing IT environment.  The 
Metastorm BPM platform was 
selected to address this need as part of 
the organisation’s overall Customer 
Relationship Management (CRM) 
solution and to effectively handle all 
backend processing.  The system 
enables Davis Bancorp staff to track 
customer problems and to integrate 
with existing accounting and routing 
software, internal client databases and 
the company’s document management 
system Interwoven. 

Route 

Planning and Management 
The Metastorm BPM system plans the route using address tuning with the 
programmable Web Service MapPoint which integrates location based services 
into the system with each route being transmitted via GPS enabled phone to 
over 600 couriers together with driving instructions. Each driver’s GPS 
automatically transmits driver location co-ordinates back to the system every 
few seconds.  A combination of Google Maps and Virtual Earth maps are used 
to display the current location and the route of the driver for a particular day. 

Delivery/pickup items can be dynamically allocated to a route or reallocated to 
different routes as required. The system automatically notifies the driver when 
items are added or removed from his/her route.  Dynamic ad hoc pickup and 
drop off functionality will also be available shortly.  

All of the company’s couriers are issued with GPS enabled phones.  The 
Metastorm BPM system provides an online tutorial in either English or Spanish 
covering every aspect of its operation in the context of route management 
together with instructions on communicating with the Davis Bancorp 
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Help Desk staff, for example: 

- Start route 

- Arrival at stop 

- List of pickups and deliveries including instructions 

- Delivery confirmation 

- Sending messages to operations 

 

Help Desk 

The system’s Help Desk (based on 
Metastorm BPM) acts as a ‘knowledge 
base’  constantly gathering problems 
and generating resolutions that can be 
relayed to couriers as required which in 
turn automates a number of common 
scenarios.  It has been designed 
specifically to assist couriers with 
pickup/delivery problems and to 
provide customers with real-time 
tracking of their pickup/delivery items.   
Davis Bancorp Help Desk staff are 
issued with a series of ‘answers’  in 
response to any current or impending 
problem.   

The system advises both the courier 
and customer as required and keeps 
everything on track.  This is achieved 
using a combination of GPS enabled phone, email, voicemail, and the Davis Bancorp website.    For example 
the ‘Route Monitor’  process in Metastorm BPM checks that the driver is where he/she is expected. If the 
driver too late, the system send emails to the relevant people to keep them informed. 

Conversely couriers arriving at pickup points and finding that the work is not ready or if they are unable to 
make contact with anyone can send messages back via their GPS phones to the system which automatically 
raises a Help Desk ticket immediately.  The Help Desk staff can then automatically give the couriers 
alternative instructions.  Customers taking advantage of the system’s real-time features typically raise Help 
Desk tickets via voicemail or through the company’s website.  

Reporting 

A comprehensive range of reports are available including full change audit history where  GPS phone activity 
is analysed and compared to expected values, alerts are generated immediately for any activity that is out of 
sync by a certain margin.  Reporting can also incorporate voicemail triggers for the help desk system as well 
as all help desk tickets generated.  Dashboards have also been implemented to enable relevant staff to view 
variances e.g. late starts, late delivery, duration help desk tickets have been in an open state.  Full ‘dynamic’  
querying is also supported providing a comprehensive range of search criteria. 
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Results 
The Metastorm BPM platform has helped Davis Bancorp consolidate number disparate sources of 
information e.g. each Help Desk ticket displays all the information required to track the location of drivers, 
handle all voicemail, customer and driver details immediately and manage what is happening now as opposed 
to what is planned. 

Designing and developing the Help Desk system in Metastorm BPM has given Davis Bancorp the flexibility 
to refine and optimize its processes as required without the constraints normally enforced by alternative 
development platforms.  Figure xx below illustrates a section of the Help Desk process and the Latest Help 
Desk Activity form that can be readily understood by a wide range of the company’s stakeholders improving 
communications and design changes.    
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Flexirent Capital 

Overview 
Flexirent Capital Pty Ltd is the market leader in Australia and New Zealand within the "small ticket" leasing 
and rental finance sector for computer equipment and office technology. 

The company provides commercial rental agreements for fixed term rental finance to customers using the 
equipment mainly for business use, or consumer rental agreements for people using the equipment at home 
for personal use. Flexirent has also branched into non IT related equipment and provides leasing and rental 
programs for electrical appliances primarily for home users and for selected commercial and industrial items 
of equipment. 

The company is wholly Australian owned and currently employs around 300 people in Australia and New 
Zealand. 

The Challenge 
An aging and intricate data capture system for new customer deals to feed into the Contract Management 
system was becoming difficult to maintain and add new products to with Flexirent rapidly outgrowing the 
system’s capacity as the company expanded. 

Process Mapping was engaged to build a maintainable dynamic wizard interface system based on Metastorm 
BPM for call centre staff to replace the company’s two linked data capture systems. 

There was also a requirement for a customer centric view of all contract data to allow Flexirent to deliver 
their promise of  

service delivery whilst at the same time gaining repeat custom. 

Results 
The training time required for new staff has also been vastly reduced, along with the error rate of data 
capture.  The system proved the effectiveness of e-Work in this role, and after training, Flexirent’s internal 
resources have since developed the additional requirements for the entire system in Metastorm BPM. 
Additionally a number of related systems are being designed and implemented to provide a comprehensive 
CRM system. 

The Solution 
We built one portion of the replacement system to run alongside the two existing systems without affecting 
them. The replacement system accommodated incoming faxes which had previously been managed by email 
/ hard copy, and allowed simple 'one step' faxing of responses to replace an awkward multi-step faxing 
process. 

The solution incorporates a number of configurable business rules which effectively lead call centre staff 
rapidly along the appropriate track according to data entered. The system continually saves a great deal of 
processing time and paper management, both of which have created significant savings and increased 
customer satisfaction. 

Future Plans 
Flexirent's vision is to be a vibrant and respected company and a leading provider of small ticket finance. It 
seeks to be recognised as the best company that its customers, employees and business partners have 
experienced and to offer a service delivery and customer experience that results in spontaneous customer 
endorsement and repeat custom. 



 

 

 

Process Mapping  Additional Metastorm BPM Resources  

www.metastorm.com 
As the first breakaway BPM vendor, Metastorm is a leader in business process 
management (BPM) software and best practice methodologies for modelling, 
automating, integrating, and improving both human and system-based 
processes. 

Metastorm BPM is a complete solution for roundtrip process improvement, designed specifically to address 
complex processes that are unique to organizations. Metastorm's 1200+ global client base in manufacturing, 
retail, financial services, business services, healthcare and government are achieving rapid ROI and 
Enterprise Process Advantage® in customer service, supply chain operations, risk management, and internal 
operations.  

www.processmapping.com.au 
Process Mapping Pty Ltd (ABN 48 101 988 701) is the largest 
and most experienced Metastorm Consulting and Development 
resource in Australia. We have been involved in most of the successful Metastorm development projects in 
Australia. These include RailCorp, Novell Inc., Chubb Insurance, Optus, Davis Bancorp, Flexirent, Bendigo 
Bank and KPMG. 

Our speciality is core software development and consultancy utilising Metastorm e-Work and Metastorm 
BPM. Our main goal is to provide the infrastructure to allow clients to get the most out of their investment in 
Metastorm. To this end we provide consultancy, design, development, training and resources, or any 
combination of these to complement our clients' existing resources and fulfil their requirements. 

Metastorm BPM Support Forums 
The Metastorm BPM Support forums are the 
only global Metastorm Support Forums. 
With 1,000 members and 10,000 posts, you 
can be sure of finding a solution to your 
Metastorm problems. 

You too can receive the benefit of our experience and that of the on-line Metastorm BPM community by 
joining our forum. 

The Metastorm BPM Shop 
The fully independent Metastorm BPM Shop is an on-
line store for all things related to Metastorm BPM. It 
has a wide selection of Procedures, Libraries, Add-ons 
and Training.  

 

 

 

Metastorm BPM Developer's Guide 
The first guide for Metastorm BPM 

 

 

 


