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IT for the real world



Source: http://www.hansoninc.com/assets/The-Age-of-Everywhere-Computing-is-Here_smarthome.jpg
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http://cdn.thedailybeast.com/content/dailybeast/articles/2016/05/12/bartending-robots-are-coming-for-your-

cocktail/jcr:content/image.crop.800.500.jpg/48767646.cached.jpg

Bartending Robots – Somewhere in China



Source: http://techandfacts.com/wp-content/uploads/2013/07/virtual-store-116.jpg

Source: http://techandfacts.com/wp-content/uploads/2013/07/virtual-store-116.jpg
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http://media.salon.com/2014/01/smart_toothbrush.jpg



Source: http://i0.wp.com/venturebeat.com/wp-content/uploads/2015/04/47caeaf3327a738ffa5aea6ed1a07a1f_original.png?fit=780%2C9999

… turns a toothbrush into a joystick ;-)



The Internet of
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How to create 

business value from 

digital technology?
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What is a process?
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What is BPM?



Modelling



Information Technology



Performance Measurement



Eisbergbild

Culture



Business Value

BPM should

deliver

through driving business



BPM should

modeling, technology, culture,

measurement, and more.

play the

Symphony of …
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[vom Brocke, Rosemann 2015]

- Covers all six elements

- On 1.700 pages

- By 121 authors

- Including authors, such as 

Michael Hammer, Tom Davenport

- Cases from leading companies, 

such as Hilti, SAP, Lufthansa

- 1st edition 2010

- 2nd edition 2015

- Top 25% of Springers

eBook Collection

- Translations to Portuguese

-> Russian? ;-)
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www.bpm-

handbook.com



BPM Framework

© Prof. Dr. Jan vom Brocke

BPM 

Strategic 

Alignment

BPM

Gover-

nance

BPM 

Methods

BPM 

Techno-

logy

BPM 

People

BPM 

Culture

BPM Context

Strategy

BPM Projects



http://image.slidesharecdn.com/digitaltransformation50soundbites-150527201639-lva1-app6892/95/digital-transformation-in-50-soundbites-19-638.jpg?cb=1433172642

Data is the new oil”

Clive Humby

“



http://image.slidesharecdn.com/quotescanneslions2011-110627165344-phpapp02/95/45-quotes-from-cannes-lions-2011-45-728.jpg?cb=1309254629
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«Customer had registered tool (2 items) for pickup 
for purpose of maintenance (Retail Item). The pickup 
by 3PL failed, however, because nobody showed up 
on the construction site.»

Customer Care Note (CCN)

Case: Analyzing the Voice of the Customer

Source: Müller, Junglas, Debortoli, vom Brocke, MISQe (2016)
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«Customer had registered tool (2 items) for pickup
for purpose of maintenance (Retail Item). The pickup
by 3PL failed, however, because nobody showed up 
on the construction site.»

Customer Care Note (CCN)

Case: Analyzing the Voice of the Customer

Source: Müller, Junglas, Debortoli, vom Brocke, MISQe (2016)
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Customer Care Note (CCN)

artikel 0.14

preis 0.12

stück 0.10

nummer 0.08

euro 0.06

falsch 0.06

pos 0.05

netto 0.04
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Case: Analyzing the Voice of the Customer

Source: Müller, Junglas, Debortoli, vom Brocke, MISQe (2016)

«Customer had registered tool (2 items) for pickup
for purpose of maintenance (Retail Item). The pickup
by 3PL failed, however, because nobody showed up 
on the construction site.»
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Customer Care Note (CCN)

Topic Distribution

artikel 0.14

preis 0.12

stück 0.10

nummer 0.08

euro 0.06
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richtig 0.04
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Case: Analyzing the Voice of the Customer

Source: Müller, Junglas, Debortoli, vom Brocke, MISQe (2016)

«Customer had registered tool (2 items) for pickup
for purpose of maintenance (Retail Item). The pickup
by 3PL failed, however, because nobody showed up 
on the construction site.»
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Case: Analyzing the Voice of the Customer

Source: Müller, Junglas, Debortoli, vom Brocke, MISQe (2016)
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Case: Analyzing the Voice of the Customer

pickup

says

customer

rtm

failed

wrong

not

Source: Müller, Junglas, Debortoli, vom Brocke, MISQe (2016)



Whow to do this?



http://image.slidesharecdn.com/digitaltransformation50soundbites-150527201639-lva1-app6892/95/digital-transformation-in-50-soundbites-19-638.jpg?cb=1433172642

Tools to refine data:

MineMyText.com
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1. Upload Data 2. Set Parameters 3. Get Results

MineMyText.com - Suite
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MineMyText.com - API
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Text Intelligence / 
Smart Services

2b. Process Innovation

2a. Process Optimization

1. Upload Data 2. Set Parameters 3. Get Results
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Free of charge

MineMyText.com



The data-driven
company
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R&D by “Customer Feedback” at Starbucks

http://bargainbabe.com/wp-content/uploads/2015/03/Starbucks-Frappuccino11-300x281.png
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Management by “Customer Feedback” at AVIRA 

https://lh5.googleusercontent.com/-
pkN27GTLL3U/AAAAAAAAAAI/AAAAAAAAAng/4zB8sSaaTNI/s0-c-k-no-ns/photo.jpg



Lessons learned

▪ In order to generate value through digital technology you 

need to innovate processes through digital technology

▪ Business Process Management is a rich field with 

fantastic job opportunities

▪ BPM is about innovative technology, 

methods, governance, strategic alignment, 

people and culture

© Prof. Dr. Jan vom Brocke



Business Process Management

Data Science



Bringing BPM 

to the Board Level

Contact me!
Professor

Jan vom Brocke

jan.vom.brocke@uni.li

#bpm_li

Facebook LinkedInWeb

http://www.uni.li/jan.vom.brocke


