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A business process is a collection of interrelated activities, 

initiated in response to a triggering event, which achieves a 

specific, discrete result for the customer and other 

stakeholders of the process  

An activity is work that might be named as a single unit but can 

involve multiple actors, each separately making a contribution 

A step is work typical done by one (or cooperating) actors at a 

point in time 

A result is an individually identifiable and countable entity  

A customer is the recipient or beneficiary of the result (person, 

organization, broad marketplace,…)  

An event is an action, a date or time reached, a condition (rule). 

A task is an actionable item that needs to be performed to 

complete an activity. An activity may consist of more tasks 

Basic ontology for process orientation approach 
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How to name a process 

● The process name must be in the form verb-noun 

e.g. Assign Inspector. 

● It might be in the form verb-qualifier-noun or verb-noun-noun 

e.g. Assign Backup Inspector, Assign inspector to route  

● Processes are almost always defined in the singular 

e.g. Handle Orders  Fill Order, i.e. an (a specific) order. 

● The verb-noun name must indicate the result of the process. 

  Guideline: if you flip the terms around into ‘noun is verbed’ form, 

the phrase sould indicate the result of the process 

e.g. Assign Inspector  Inspector is Assigned 
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How to name a process 
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A process delivers a specific, essential result 

The process result in ‘noun is verbed’ form must meet 3 criteria: 

● The result is discrete and identifiable: you can differentiate individual 

instances of the result, and it makes sense to talk about ‘one of them’ 

e.g. Inspector is Assigned  it makes sense in a business context to talk 

about when was Joe assigned to the midtowun route 

● The result is countable: you can count how many of that result you have 

produced in an hour, a day, a week, etc.  

e.g. How many inspector assignmetns were completed this week 

● The result is essential: it is fundamentally necessary to the operation of 

the enterprise, not just a consequence of the current implementation 

e.g. Fax Inspector Assignment  the essence of the process has not been 

reached by the technology of notification  Notify Inspector of Assignment 

is ok (‘what, not who or how’) 
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● A process should be defined in terms of the essence of what it does, i.e., 

the result it delivers (what), not the technologies used to support it (how) 

or the organizations and roles that carry it out (who) 

 

● Distinguish between result and objective: 
 - a result is the output of a single execution of a process 

 e.g. ‘employee is hired from the process Hire Employee’ 

 

 - an objective is some desired state or performance target, 

generally over many instances 

 e.g.  ‘Hired employees will go on to have an average tenure of 

greater than five years’ 

e.g. ‘Fewer than 10% of newly hired employees will leave the 

company within the first year’ 

 

● An action verb indicates a single activity that happens at a particular 

point in time, for which it is easy to visualize a result. 

e.g. count, evaluate, print, attach, return, prioritize, sort, provide 

Allocate Service Rep, Calculate Stock Index, Retrieve Sample, Issue 

Refund, Translate Document  
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● Avoid mushy verbs: a mushy verb tends to indicate an activity or multiple 

activities that happen over time. While they might indicate some overall 

objective, they do not help us visualize a single, specific result. 

e.g. Maintain Inventory, Administer Refunds, Monitor Prices, Handle 

Request  

 

● Mushy verbs are also called ‘360 verbs’, as they sound good but often say 

little about what was actually accomplished. 
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● When describing a process it is necessary to be able to identify the 

triggering or initiating event. 

Event categories: 

- Action event: it happens when a person or an organization decides to do 

something, for any reason. You cannot predict exactly when 

e.g. a customer deciding to place an order, a manager deciding the 

company needs a new employee, a regulator deciding to issue a new 

guideline  

- Temporal event: it happens when some predermined date or time is 

reached at which some activity must begin. You always know exactly when 

it will next happens. 

e.g. time to run the payroll, time to close the books, time to take 

inventory  

- Condition or rule event: it happens when a monitoring activity detects 

some exception condition. You cannot predict it in advance 

e.g. a smoke alarm being set off, a stock price hitting a predetermined 

limit. 
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● Do not confuse triggering events and preconditions: the former is what 

happens to make the process/activity start, the latter is a rule that must 

be enforced after the process/activity starts to proceed. E.g. 

- customer initiates contact to report service difficulty (triggering event) 

- customer is in active status (precondition) 

The figure represents the trigger-activities-result conceptual framework. 

 

 

 

 

 

 

It is in contrast with input-process-output (which sounds mechanical), and 

with inputs-guides-outputs-enablers (e.g. IDEF0, confusing) 
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Summary 

● the process comprises an identified body of work that can be 

characterized as a set of related activities or a defined sequence of steps 

and decisions. 

● the process name is (essentially) in action verb-noun format, although it 

might have a qualifier or another noun. 

●  The name is in the singular. 

● The name, if put in "noun is verbed" format, will indicate the intended 

result (output) of the process. 

● The result must be discrete and countable. If a mushy verb is used, these 

criteria will not be met. 

● The result is what the customer of the process wants. 

● The process is initiated by a triggering event that could be action, time, 

or condition. 

Rule-of-thumb: NO RESULT NO PROCESS 
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Process and subprocess 

● a business process generally has 5  2 subprocesses 

● a subprocess achieves a significant milestone to the achievement of the 

final result of the business processes and is often something that the 

organization would like to measure 

● verify that within a single end-to-end business process it is the same 

“token” or “work item” that is moving  through the process, although its 

state is being changed   



Workflow Modeling 12 12 of 

● HOW it is currently supported 

 a) Mechanisms – how is the process supported (equipment,…) 

 b) Measures – how the process behaves via statistics 

● WHO is involved in 

  a) Participating organizations – who participates 

  b) Individual actors/responsibilities - who and what are main steps 

Establish scope and contents of the process: 

● WHAT the process is: 

  a) Triggering events – what initiates the process? 

  b) Results – what are the results expected by customer/stakeholder? 

  c) Subprocesses – what are the main stages (5  2) of the process? 

  d) Cases – what are the major variations of the work item 

                  that lead to different flows? 


