


Our experience has demonstrated the effectiveness of busi-

ness process redesign and computer support based on an
ActionWorkflow analysis. The theory provides a starting
point that is very different from conventional approaches to
workflow. When an analyst first asks people in an
organization “What is the work here?,” the natural response
is to start looking at the forms and procedures. We
explicitly reject this, ignoring the forms and asking “What
are you actually doing?” Without the action workflow
structure, this question might seem meaningless, but with
it there is a specific direction to move. Who are the
customers and performers? What are the conditions of
satisfaction in each loop? How is each of the four stages is
carried out? How are the loops related to one another?

This questioning leads to identifying those places where
gaps and confusions lead to incomplete workflows, misun-
derstanding of results, and ineffective information flow.
This can then lead to new forms and procedures, rather than
simply automating the old ones. Traditional methods have
been production-centered, focusing on efficiency (as
measured in standard output for input) and control. Our
approach is satisfaction-centered, with a central focus on
commitments, conditions of satisfaction, and timely
completion.

In a significant way, this new methodology corresponds to
the shift of concerns in business as we move into the 90s.
Guiding concerns of productivity and efficiency have been
replaced with others, such as quality (how are conditions of
satisfaction set, met, and declared by customers; respon-
siveness (how are cycle times related to the completion of
the structure of loops and how can they be systematically
reduced); and customization (how can secondary loops be
designed and managed to effectively tailor conditions of sat-
isfaction in the main loops).

Our current efforts are to provide a general platform for
action workflow management, which can be incorporated
into existing information systems in an incremental way,
providing the basis for new understanding of the business
processes, and facilitating business process design on a
larger enterprise-wide scope. Our goal is to open up the
potential to radically improve the functioning of the
workflow-enabled organization.
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