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Prepare for the Digital Business Disruption:
Embrace, Adapt, Reinvent

Trip Report
The annual Gartner Business Process Management Summit was held on 19 – 20 May 
2014, at the Hilton Hotel in Sydney, Australia. This report summarizes and provides 
highlights from the event.

Overview
The Internet of Everything combined with the “Nexus of Forces” — cloud, mobile, social and big 
data, has triggered the era of digital business. This year’s summit focused on giving you the right 
skills, tools, tactics and technologies to embrace these forces, adapt your business models and 
reinvent your business processes. We hope that the event has helped to spark some new ideas 
that will make a difference to you, your business process strategies and your organization.

Save the date

The 2015 Business 
Process Management 
Summit will be held on 

1 – 2 June 2015 in 
Sydney, Australia. 
We look forward to  
seeing you there!
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Key take-aways

We’d like to leave you with these key pieces of advice from the event.

•	 Design	decision	models	at	the	same	time	as	you	develop	process	and	data	models	for	new	
systems.

•	Mobility	is	not	just	a	new	user	interface.	To	digitalize	business	operations,	rethink	the	work	itself	
to take advantage of the Internet of Things, machines, and mobile devices.

•	 Involve	stakeholders	early,	identify	risks	and	mitigation	plans,	and	embed	the	organizational	
change work-stream into your transformation program plan to insure success.

•	 Rationalize	the	relationships	between	Enterprise	Architecture	and	BPM	practitioners	to	reduce	
overlaps, redundancy and friction.

•	 Use	gamification	as	a	powerful	tool	to	engage	people	at	an	emotional	level	and	for	motivating	
them to achieve shared goals.

•	 Use	new	and	competitive	ways	of	finding,	developing	and	using	top	talent,	such	as	contests,	
clusters and competitions, to execute your digital business strategy.

•	 To	drive	growth,	redirect	your	BPM	team	to	reinvent	customer	facing	processes	that	directly	
deliver the value of your digitalized products and services to your customers or constituents. 
Use	Customer	journey	mapping	as	a	technique	to	help	you	adopt	an	outside-in	user	
experience perspective.

•	 Be	the	digital	storyteller	in	your	enterprise.	Use	stories	to	mobilize	your	workforce.

•	 Prioritize	one	cross-functional	process	to	be	digitalized	first,	using	‘potential	for	disruption	to	
business operations and customer value’ as the key selection criteria.

•	 Uncover	the	exception	rate	in	industry	specific	and	customer	facing	processes	as	evidence	of	
the need to shift the IT mentality from “design to last” to “design and build for change”.

•	 Instrument	your	products	with	digital	agents	to	collect	real-time	data	to	use	both	for	deriving	
new	insights	and	triggering	new	actions.	Real-time	orchestrated	interactions	will	most	
distinguish digitalized processes from today’s automated and prescribed workflows.

Business Process Management Excellence Awards 2014

The Gartner Business Process 
Management (BPM) Excellence Awards for 
AsiaPacific presented their award winning 
initiatives at the Summit. The awards 
recognized excellence in organizations 
that	have	used	process	techniques	and	
technologies to significantly improve 
business performance and deliver 
business results.

Cunningham Lindsey fused its BPMS 
capabilities with strong business executive 
leadership to return contractor and 
supplier management to a profit center 
in the organization, reducing claim life 
cycles from 85 to 45 days and improving 
efficiencies such as eliminating most paper 

usage, creating fewer tasks, and improving 
claims per month per employee from 35 to 
55. This big change effort was organized 
into	many	smaller	projects,	which	were	
gradually implemented.

Queensland’s newly minted State 
Assessment and Referral Agency 
(SARA) leveraged cloud BPMS capabilities 
to orchestrate the property development 
application process across multiple 
state agencies. These new capabilities 
saved business developers as much as 
A$70,000 on fees and capital holding 
costs, improved customer and internal 
process viability, with improved KPIs. 

Fortescue Metals Group’s Information 
Services, Operations and Business 
Improvement teams developed a simple 
Short	Interval	Control	(SIC)	decision	
support capability to maximize the 
utilization of its mining fleet. This resulted in 
significant	OPEX	savings	and	fleet	CAPEX	
reductions. By using low cost mobility 
for supervisors that combines targeted 
real-time production data to a set plan, 
Fortescue Metals generated 30 times the 
value for virtually no cost, enabling direct 
site level optimization of up to 10 percent 
increased haul tonnage per truck on 
mining operations in the pit. 

Congratulations	to	all	the	winners!

“ Fantastic 
opportunity to 
collaborate on 
real business 
challenges and 
how IT can 
support and 
instigate change 
for optimization.” 
Tony Dalwood ,  
Deputy Director: Information 
Strategy, University of South 
Australia
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Gartner keynote sessions

Gartner Opening Keynote: Every Industry Will Be Digitally Re-Mastered
Diane Morello and Janelle Hill

The	Four	Things	to	Remember

•	 Every	industry	will	be	digitally	re-mastered

•	 Attack	will	come	from	outside	and	underneath

•	 Control	of	the	platform	wins	the	game

•	 Technology	will	redefine	core	products

Gartner Closing Keynote: The Machiavellian Leader — Extreme Politics
Tina Nunno

Tina Nunno explored the premise that transformation leaders are often in extreme political 
situations. These situations may place them at risk both professionally and personally. In 
extreme situations, extreme tactics such as manipulation and power-plays often apply. 
Tina applied the wisdom of the controversial Niccole Machiavelli to the world of the 
transformation leader. Tina’s advice was:

•	Machiavellians	know	there	is	no	safe	middle	ground	in	leadership.

•	Machiavelli	said	to	think	like	an	animal.	Think	like	a	Wolf.

•	 A	Wolf	learns	the	difference	between	calculated	risk	taking	and	recklessness.

•	Master	the	three	extreme	Machiavellian	disciplines	of	power,	manipulation,	and	warfare.

•	 Recognize	that	by	going	to	extremes,	your	Wolf	can	help	bring	a	dark	enterprise	to	the	
light side.

Diane Morello
Managing VP

Janelle Hill 
VP Distinguished 
Analyst

Tina Nunno
VP and Gartner Fellow
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Guest keynote session

Guest Keynote: Innovating on Purpose — Driving Digital Business 
Dan Gregory 

Dan	Gregory	delivered	the	guest	keynote	presentation	focusing	on	the	topic	of	leading	the	Big	
Change	and	how	to	build	a	culture	that	thrives	on	change	and	drives	innovation	on	purpose.	Here	
are his top 5 recommendations:

1. Build an Identity-Centric Strategy 
All	human	behavior	is	driven	by	identity.	Creative	Leaders	don’t	tell	people	what	to	do.	They	give	
them a sense of who they can be. Identity sets your purpose, creates zeal, internalizes discipline 
and drives innovation.

2. Align Your Values 
A culture is built on the meaning we attach to experiences that become values. Are they aligned? 
Are	they	shared?	Where	are	the	conflicts?	How	do	you	make	what’s	important	to	you,	important	
to	me?	How	do	you	drive	change	by	aligning	with	values	rather	than	infringing	on	them?

3. Focus on Results not Process 
We all need to be more creative in our work, but it is a leader’s responsibility to make this 
possible.	Create	a	culture	that	iterates	quickly	and	fails	fast	and	small.	But	most	importantly,	be	
hard on results, flexible on process.

4. Foster Open Collaboration 
Don’t	tolerate	tolerance	—	embrace	difference	enthusiastically.	Seek	an	open	process	that	allows	
ideas to be shared across business units and silos. The more diverse and collaborative we are, 
the higher our collective IQ.

5. Drive Certainty and Clarity 
Leadership	is	defined	by	decisiveness	and	clarity.	A	leader	needs	to	take	the	responsibility	and	
make progress possible and visible. Most importantly, a leader charts the path for the future you 
are creating.

Daniel Gregory
Founder and CEO of The Impossible 
Institute™

“ The Summit 
provided me the 
opportunity to learn 
from my peer 
organizations and 
industry research. 
The breakfast forum, 
Magic Quadrants 
and case studies 
were quite useful.” 
Murali Ramakrishnan,  
Process Integration Specialist, 
Suncorp
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Session highlights

The Top Five Myths about Metrics
Samantha Searle

Recommendations

•	 Focus	on	a	few	relevant	and	meaningful	
metrics.

•	 Aim	to	choose	metrics	that	will	help	you	
achieve business outcomes — include 
quality	and	risk.

•	 Use	metrics	to	guide	the	right	action/
decision.

•	 Employ	a	balance	of	qualitative	and	
quantitative	metrics.

•	 Consider	using	predictive	metrics	to	
improve your chances of achieving a 
business outcome.

•	 Create	a	culture	where	metrics	are	
viewed as useful input, not a form of 
punishment.

Key Roles and Skills for Continuous 
Improvement
Michele Cantara

Monday Morning: 

•	Worry	about	having	the	right	roles	and	
skills, not where they report. 

•	 Start	the	effort	to	find	a	“process	owner”	
who is a well-respected business leader. 

•	 Don’t	skimp	on	transformation	skills.	
These	can	make	or	break	a	project.	

Next 90 Days: 

•	 Identify	the	BPM	roles	and	skills	you	
have — and don’t have. 

•	 Establish	a	BPM	skills	road	map	and/or	
hiring plans. 

•	Meet	with	your	sourcing	or	vendor	
management team to outline BPM 
resource needs. 

Next 12 Months: 

•	 Establish	skills	in	build-to-change	and	
build-to-last	BPM	projects.	

•	 Establish	a	BPCC	and	staff	key	roles	
if	you	expect	to	do	projects	that	span	
multiple functions.

Business Process Analysis — From 
Static Pictures to Interactive Models
Robert Dunie 

Next Steps

Next Week:

•	 Look	at	your	stakeholders	and	their	
concerns	—	validate	the	questions	you	
need to answer.

Next Three Months:

•	 Lay	out	an	adoption	road	map;	start	
small.

•	 Have	a	clear	set	of	KPIs	(pilot	
dashboard) and critical success factors 
(control inputs).

Next Six Months:

•	 Embed	the	models	in	the	organization,	
market their value, incentivize their use, 
and communicate success. 

•	 Strategic	and	policy	level	—	not	just	
operational.

Transformation Starts with Effective 
Communication
Elise Olding

Your Action Plan

•	WIIFM,	WIIFM,	WIIFM:	Communicate	
with the stakeholder perspective.

•	 To	capture	attention	use	multi-media	
approach — avoid email at all costs.

•	 Start	communicating	from	Day	1	and	be	
inclusive.

•	 Learn	and	iterate	—	build	for	future	
reuse.

Transforming Operations through 
Embedded BPM
Gerry De Sousa, General Manager, Business 
Support & Logistics, Canon Australia

Lessons learned 

•	 The	purest	type	of	innovation	is	through	
necessity.

•	 Exhausted	‘low-hanging	fruit’	/	‘quick	
wins’.

•	 Beware	of	change	fatigue.

•	 Identify	single	point	of	sensitivity.

•	 Potential	for	engaging	BPO.

•	 Investment	in	Technology.

•	 BPO	advocacy.

Making Governance and Process 
Ownership Work
Samantha Searle

Recommendations

•	 Agree	on	responsibilities	for	process	
ownership.

•	 Establish	a	decision	framework	for	BPM.

•	 Provide	data	to	support	decisions.

•	 Recognize	and	reward	good	process	
ownership.

•	 Empower	a	process	community	to	drive	
business outcomes.

PROCESS	EMPOWERMENT	IS	KEY!

Action Plan for Governance and 
Ownership

Monday Morning:

•	 Formalize	the	process	ownership	role	in	
your organization.

•	 Communicate	what	process	ownership	
is and who are the process owners.

Next 90 Days:

•	 Create	a	decision	framework	for	BPM	
projects	and	programs.

•	 Recognize	and	reward	good	examples	
of process ownership.

Next 12 Months:

•	 Provide	data	to	improve	process-related	
decision-making.

•	 Consider	how	to	empower	a	
process community to take collective 
responsibility for driving business 
outcomes. 
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Connecting the Business with IT 
— Driving Operational Technology 
Integration via Process
Kristian Steenstrup

Action Plan

Today and Tomorrow:

•	 Engage	with,	discuss	and	question	
Gartner analysts, vendors and, most 
importantly, your peers at the summit. 

•	 Learn	everything	you	can	here.

•	 Enjoy	the	summit.

Monday Morning:

•	 Prioritize	where	you	need	more	
knowledge (OT or BPM).

•	 Start	reading	Gartner	material	related	to	
that topic.

The Next 90 Days:

•	 Take	stock	of	how	much	OT	is	in	your	
company and where the key touchpoints 
are.

•	 Engage	stakeholders.

From Insight to Action — Case Studies 
in Information Innovation
Ian Bertram

Action Plan for Information 
Management and Business Leaders

Monday Morning:

•	 Catalog	relevant	internal	and	external	
data sources available

•	 Institute	or	enhance	innovation	
workgroup to focus on big data and 
analytic opportunities

Next 90 Days:

•	 Establish	data	science	“tiger	team”	to	
consult proactively with businesses 
on big data and advanced analytics 
opportunities

•	 Identify	at	least	one	analytic	idea	from	
outside your industry to adopt and adapt

Next 12 Months:

•	 Refocus	investments	and	resources	
away from hindsight reporting and 
toward diagnostic, predictive, and 
prescriptive analytics

•	 Launch	a	new	product,	service,	or	
business using big data 

Agile Delivery of Business Process 
Transformation Projects
Darryl Carlton

Recommendations

Next Week:

•	 Define	what	agility	means	for	your	
organization in terms of business value.

•	 Start	to	assess	your	current	agile	
capabilities.

•	 Don’t	boil	the	ocean.	Use	pace	layering	
to target change. 

Next Six Months:

•	 Extend	or	develop	an	application	
governance process that supports agile 
delivery.

•	 Update	portfolio	and	project	
management practices to enable 
enterprise agile. 

Next 12 Months: 

•	 Use	qualitative	KPI	to	support	ongoing	
agile improvement.

Mobile BPM — Ubiquitous Work
Bruce Robertson

Action Plan for BP Director (or Other 
Change Agent)

Monday Morning:

•	 Determine	your	BPM	vendor’s	mobile	
support capabilities

•	 Identify	other	internal	mobile	application	
delivery solution providers to partner 
with	(or	sell	against!)	moving	forward

Next 90 Days:

•	 Identify	work	done	today	by	mobile	
employees

•	 Provide	Mobile	BPM	assessment	to	help	
projects	define	best	automation	path	—	
Mobile BPM or other options

•	 Pick	at	least	one	process	to	rethink	for	
mobile

•	 Identify	Internet	of	Things	opportunities	
and internal partners

Next 12 Months:

•	 Pilot/Deliver	at	least	one	Mobile	BPM	
solution

•	 Rethink	more	processes	for	mobile

EA and BPM — Working Together to 
Deliver Higher Business Outcomes
Bruce Robertson

Recommendations

•	 Build	a	common	framework	that	
connects EA strategy to BPM execution 
tactics.

•	 Clearly	specify	deliverables	and	handoff	
points between EA and BPM.

•	 Consider	adjusting	reporting	structures	
in a way that encourages EA/BPM 
communication and collaboration.

•	 Start	the	RACI	model	for	your	
organization to identify key roles and 
clarify the rules of engagement.
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Using Analytics and Decision 
Management for Intelligent Business 
Operations
Ian Bertram

Action Plan for CIOs, Business Analysts 
and Application Managers

Monday Morning:

•	 Check	whether	your	business	analysts	
consider the use of real-time operational 
intelligence when developing the 
requirements	for	every	new	business	
process.

Next 90 Days:

•	 Develop	a	plan	to	train	application	
architects, developers and business 
analysts on where to use situation 
awareness and citizen development in 
operational analytical applications.

Next 12 Months:

•	 Implement	pilot	applications,	and	
begin incorporating real-time analytics 
into your applications for supply 
chain, contact center, transportation, 
and similar operational activities and 
processes.

•	 Educate	business	leaders	about	the	
benefits of continuous-intelligence 
dashboards, compared to nightly or 
weekly reports.

Delivering Significant Value through 
End-to-End Process Improvement, 
Using BPM Implementation as a Key 
Enabler 
Tobias Byron, Global Operational Excellence Lead 
and Brian Moravec, BPM Architect, Macquarie 
Group

Key Lessons Learned:

•	Make	sure	BPM	initiatives	have	strategic	
alignment.

•	 Identify	the	key	sponsor(s).

•	 Have	a	single	point	of	accountability.

•	 Build	change	ownership	with	
stakeholders.

•	 Ensure	that	you	optimize	the	processes	
BEFORE	automating	them.

•	 Build	in	checks	to	ensure	solution	quality.

•	 Don’t	lose	sight	of	original	objectives	by	
enforcing delivery discipline.

Defining the Process Context for 
Application Portfolio Management — 
Swimming Upstream? 
Darryl Carlton

Recommendations

•	 Using	swim	lane	diagrams	model	how	
the processes and systems interact to 
create value, and how the processes 
can be improved.

•	Walk	the	process	from	start	to	end,	
literally not figuratively, and focus 
attention on the elimination of nonvalue-
added time and redundant tasks.

•	 As	you	walk	the	process,	identify	all	
applications used and their information 
flows. Match the speed of data with 
the need for data. Identify local work-
arounds and ineffective solution designs 
that inhibit customer service.

•	 Understand	the	context	within	which	
existing application investments 
have been made, and how any 
proposed change will lead to an overall 
improvement in service delivery or cost 
efficiency.

How Smart Machines Will Reshape 
Jobs, Work and Employment
Diane Morello

Recommendations

•	 Seize	competitive	advantage	early.

 Apply smart machines to areas 
considered controversial — diagnoses, 
verdicts, surgery.

•	 Insert	smart	machines	as	autonomous	
‘actors’	in	digitally	re-mastered	
processes.

•	 Do	not	bear	the	ethical	and	moral	
challenges alone. Make sure executives, 
boards and change agents understand 
the impact.

•	 Put	skin	in	the	game.	Jobs,	careers,	
occupations will be affected. 

 This is not a spectator sport.
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Designing the Brain-Aware Enterprise
Elise Olding

Your Action Plan

•	 Add	these	brain-aware	process	design	
techniques	to	increase	productivity	and	
effectiveness:

–	 Create	time	for	doing	the	work!	Block	
8 a.m. to 9 a.m. each day to focus on 
priority work.

– Include “daily priority” on email and IM 
banners.

– Set expectations to process non-
urgent email at the end of the day.

•	 Analyze	and	document	distractions	
by	employing	observation	techniques.	
Remove	them	(distractions)	in	to-be	
design. 

•	 Define	leadership	behaviors	to	support	
the brain-aware enterprise and design 
into leadership processes.

Educate	yourself,	read	“Your	Brain	at	
Work,”	David	Rock

Adaptive Case Management — Myth, 
Marketing or Maverick?
Janelle Hill

Recommendations

•	 Prioritize	BPMS-based	CMFs	when	
COTS	solutions	are	not	suitable	(due	to	
cost, inflexibility, inappropriate platform).

•	 Reconsider	potential	requirements	for	
“adaptive” behavior: 

– Identify appropriate guardrails that 
empower case workers to exploit 
their	judgment	and	expertise	without	
creating chaos.

•	 Use	our	“Critical	Capabilities	in	Case	
Management Frameworks” report to 
establish your own weighted criteria and 
to	help	narrow	your	shortlist	of	CMF	
providers.

Talent on the Digital Frontier
Diane Morello

Recommendations

•	Make	digital	business	your	development	
plan.

•	 Bolster	your	reputation	as	a	versatilist.

•	 Broaden	and	enrich	your	digital	social	
graph.

•	 Beef	up	social	and	behavioral	sciences.

•	 Pursue	new	expertise	undervalued	by	
others.

•	 Investigate	and	pilot	new	talent	models.

•	 Build	a	bench	of	multifunctional	leaders.

•	 Drop	“we’ve	always	done	that”	
mindsets.

•	 Launch	digital	business	boot	camps.

•	 Set	time	to	experience	new	
technologies.

The Quest for Engagement — Ensuring 
BPM Program Results
Elise Olding

Action Plan

What to Start Tomorrow:

•	 Learn,	find	opportunities	where	
engagement is low

What to Do in the Next Three Months:

•	 Rethink	the	work	—	design	for	engagement

What to Do in the Long Term:

•	Measure	and	iterate,	quantify	results

Reinventing Processes for the Digital Age
Janelle Hill

Your Action Plan

Monday Morning:

•	 Initiate	discussions	about	digitalization	
of your products and the core value 
proposition.

•	 Share	your	learning	from	this	event.	
Socialize case studies of digital 
business, ideally within your industry.

Next 90 to 180 Days:

•	 Identify	which	cross-functional	
process(es) related to product creation, 
servicing, pricing and distribution must 
be digitalized first (based on potential 
disruptions and customer value).

•	 Find	a	process	that	has	more	exceptions	
than	happy	path	flows	today.	Calculate	
the cost of exceptions.

•	 Socialize	the	concept	of	dynamic,	
outcome-driven task orchestration as an 
alternative to process standardization. 

•	 Propose	a	pilot	that	incorporates	key	
digitalization	techniques.

Next 12 Months:

•	 Test	your	pilot	and	measure	results.

Reignite the engine and Drive Process 
Improvement like a Plane
Charles Nie, Head of Global Business Process 
Excellence & Strategy, Bayer

Key Lessons Learnt 

•	 Process	to	Capital

– Make sure senior management treats 
BPM as the capital and provides 
necessary resources

•	 People	to	Success

– Build the right process owner 
organization,	define	R&R	clearly

•	Motivate	to	Sustain

– Sustain the culture of continuous 
improvement by motivation, both 
internal and external awards
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Manufacturing Industry Breakfast — Is 
Six Sigma Dead? Not Really, But You’re 
Dead If That’s ALL You’re Doing!
Robert Dunie

Recommendations

•	 Choose	a	repeatable	core	set	of	
processes to follow for delivering 
improvement

•	 Identify	suitable	methods	for	training	
and educating the staff who are 
championing, using and affected by the 
methodology

•	 Develop	a	suite	of	case	study	examples	
or other knowledge transfer methods to 
help you learn from past initiatives and 
projects,	and	to	understand	the	benefits,	
risks and costs of implementation

•	 Develop	A	set	of	templates	to	help	build	
deliverables	quickly	(and	enable	reuse)

•	 Allow	the	flexibility	to	customize	the	
methodology or elements of it, allowing 
you to fit it to the needs of your 
organization and to interface with any 
existing methodologies and processes

Financial Services Industry Breakfast 
Structured Process Is Dead — Embrace 
the Non-Routine
Bruce Robertson

Recommendations

•	 Refine	the	cases	your	business	works	
on.

•	 Prioritize	BPMS-based	CMFs	when	
COTS	solutions	are	not	suitable	(due	to	
cost, inflexibility, inappropriate platform).

•	 Reconsider	potential	requirements	for	
“adaptive” behavior.

•	 Identify	appropriate	guardrails	that	
empower case workers to exploit their 
judgment	and	expertise	without	creating	
chaos.

•	 Use	our	“Critical	Capabilities	in	Case	
Management Frameworks” report to 
establish your own weighted criteria and 
to	help	narrow	your	shortlist	of	CMF	
providers.

“ As a relative newbie 
in the BPM world, 
the intro session 
from John Dixon, 
and all the sessions 
I attended today 
have given me an 
excellent grounding 
and some fantastic 
ideas and principals 
to take back to my 
organisation.” 
Euan Bowen,  
Trade Marks Examiner,  
IP Australia
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With thanks to our sponsors

Premier sponsors Platinum sponsors

Silver sponsors

“ A very well planned 
event. I took away 
many implementable 
ideas from both the 
presenters and the 
case studies. This  
was my first BPM 
conference and I will 
certainly be attending 
again.” 
Daniel Chetty,  
Manager, Solution Delivery, BIT, 
Wellington City Council


