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Embrace, Adapt, Reinvent
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Summit 2014

Trip Report
The annual Gartner Business Process Management Summit was held on 19 – 20 March 
2014, at the Park Plaza Westminster Bridge Hotel in London, UK. 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
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Key Take-Aways

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

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

 2  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.

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

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

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

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

 7  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.

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

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

 10  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”.

 11  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.

“ The conference 
was extremely 
useful and 
insightful 
around what is 
coming in this 
digital age and 
how, as an IT 
professional,  
I can be 
prepared for it.”

Gartner Analyst Bruce Robertson 
presents a BPM Excellence Award
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Gartner Keynote Sessions

Gartner Opening Keynote: Gartner’s Top Predictions for the Digital Age 
Daryl Plummer

We opened the summit with a keynote presentation that examined how digitalization is 
dramatically changing the way products and services are created, priced, distributed and 
serviced. Entire industries will be digitally remastered. Process reinvention is a “must” for 
customers and constituents to experience this new value. This is the business disruption. 

Daryl discussed the following of Gartner’s Top predictions which foretell the impact of digitalization 
on the strategy and direction of business and the technologies:

•	 By	2017,	80%	of	consumers	will	collect,	track	and	barter	their	personal	data	for	cost	savings,	
convenience and customization. 

•	 2017,	over	half	of	consumer	goods	manufacturers	will	achieve	75%	of	their	consumer	
innovation and R&D capabilities from crowdsourced solutions 

•	 By	2020,	Consumer	data	collected	from	wearable	devices	will	drive	5%	of	sales	from	the	global	
1000

•	 By	2020,	at	least	one	consumer	product	manufacturer	will	be	held	liable	by	a	national	
government for security vulnerabilities in its product

•	 By	2016,	at	least	one	megatechnology	company	will	have	announced	plans	to	develop	its	own	
automobile offering

•	 By	2018,	3D	printing	will	result	in	the	loss	of	at	least	$100	billion	per	year	in	intellectual	property	
globally

Recommendations:

•	 Digitize	business	processes

•	 Pursue	digital	business	models

•	 Compete	for	business	moments

Gartner 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. 

Daryl Plummer
Managing VP and  
Gartner Fellow

Tina Nunno
VP and Gartner Fellow
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Top 10 Most-Attended Sessions

The most popular track presentations during the event were:

1. Innovative Customer Engagement in a Digital World

2. Business Process Analysis: From Static Pictures to Interactive Models

3. Using Analytics and Decision Management for Intelligent Business Operations 

4. Case Study: Deutsche Bank — Transforming the Organization to Think and Act Process 

5. The Essentials of BPM

6. Reinventing Processes for the Digital Age

7. Key Roles and Skills for Continuous Process Improvement

8. Case Study: Process Mining at Rabobank — Do’s, Don’ts and Practical Examples

9. Agile Delivery Of Business Process Transformation Projects

10. Transformation Starts with Effective Communication

 
Attendee Snapshot

Who participated in the 2014 Summit?

Top 5 job titles

•	 CIO

•	 CLevel

•	 VP

•	 Director

•	Manager

Top 5 industry sectors 

•	 Technology	and	Telecom

•	 Banking,	Finance	&	Insurance

•	Manufacturing

•	 Services

•	Government

“ Excellent 
opportunity to 
meet BPM 
professionals, 
vendors, to 
network and to 
get to know the 
latest trends in 
the field.”

Gartner Keynote
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Top 5 Best-Rated Track Sessions

C4. Maverick Research: Designing the Brain-Aware Enterprise 
Elise Olding

By	2020,	50%	of	the	highest	performing	leaders	and	employees	will	routinely	monitor	and	modify	
their own brain state to optimize their effectiveness. 

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.	

B8. What is Strategy? On ‘Making Choices’ and ‘Creating Options’ 
Frank Buytendijk

Strategy is dead. The world is unpredictable and plans are outdated before they are 
implemented. Operations need to be agile in order to deal with currently unknown business 
opportunities. Processes must move from “doing by design” to “design by doing”. Scenario 
planning should be rediscovered as a major strategic capability. 

Key takeaways:

•	 Stop	the	Things	That	Don’t	Contribute	…

– “Bet the farm” choices, totalitarian standardization

– Use case-specific tools for current needs (“dashboard tool”)

– Stop purely inward looking projects (single point optimizations)

•	 Thinking	becomes	more	important	than	knowing

•	 There	are	tipping	points	—	Events	that	change	everything

Elise Olding
Research Director

Frank Buytendijk
Research VP

“ The Gartner BPM conference was one of the best events 
I’ve attended. The organization was immaculate and the 
content of the presentations was excellent. Presenters 
used a great blend of theory based on research, and 
practical hands-on case studies.”



6

Gartner Business Process Management Summit 2014
19 – 20 March | London, UK | gartner.com/eu/bpm

C1. Reinventing Processes for the Digital Age  
Janelle B. Hill

By 2020, the majority of knowledge worker career paths will be disrupted by smart machines in 
both positive and negative ways. 

Recommendations:

•	 Digital	Business	requires	innovation.	That’s	exciting!

•	 Find	good	work	for	smart	devices	and	machines:

– Transfer routine and low intelligence work to machines, even if that work isn’t moving things 
but thinking.

•	 Create	better	work	for	humans	—	get	them	engaged,	more	effective	…	and	make	them	even	
smarter:

– Empower them with event data for better decisioning.

–	 Put	greater	emphasis	on	WHAT	outcome	is	desired	and	LESS	emphasis	on	HOW.

A8. Transformation Starts with Effective Communication 
Elise Olding

Digitalization will transform your enterprise, yet most organizations today struggle with 
organizational	change.	Leading	change	will	be	a	key	skill	for	the	digital	leader.	

Recommendations:

•	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

C8. The Next Great Disruption: Smart Machines and Their Technical, Business, Economic 
and Social Impact 
Daryl C. Plummer

The last great IT revolution displaced low and medium-skilled workers. The next one promises 
to greatly enhance the performance of the highly skilled — and render many of them obsolete. 
As these machine-learning, natural-language-processing, intelligent assistants evolve, they will 
remake work, business, organizations, economies and societies.

Recommendations:

•	Get	smart.	This	is	not	a	spectator	sport:

– This calls for IT leadership, not just management.

•	 Engage	the	business:

– Create a smart machine exploratory initiative: 

•	 Determine	where	and	when	your	enterprise	should	pursue	Smart	machine	strategies.	Evaluate	
all areas of potential value added: Replace, assist, advise, extend, observe, and help.

•	 Determine	what	your	competitors	could	do	to	your	business	if	they	pursue	smart	machines	
more aggressively.

•	 Respect	the	impact	on	people:

– The impact of software and robots on employment, work, and careers of people will be profound.

Daryl Plummer
Managing VP and Gartner 
Fellow

Elise Olding
Research Director

Janelle B. Hill 
VP Distinguished Analyst
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With Thanks to our Sponsors

Platinum Sponsors

Silver Sponsors


