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Preface

This book contain the proceedings of two long-running workshops held in con-
nection to the CAiSE conferences relating to the areas of enterprise, business-
process, and information systems modeling

— The 10*" International Workshop on Business Process Modeling, Develop-
ment and Support (BPMDS 2009)

— The 14*" International Conference on Exploring Modeling Methods for Sys-
tems Analysis and Design (EMMSAD 2009)

BPMDS 2009

BPMDS 2009 was the tenth in a series of workshops that have successfully served
as a forum for raising and discussing new ideas in the area of business process
development and support.

The topics addressed by the BPMDS workshops are focused on IT support
for business processes. This is one of the keystones of information systems theory.
We strongly believe that any major conference in the area of information systems
needs to address such topics independently of the current fashion. The continued
interest in these topics on behalf of the IS community is reflected by the success
of the last BPMDS workshops and the recent emergence of new conferences
devoted to the theme.

During the previous BPMDS workshops, various issues were discussed that
could be related to different but isolated phases in the life cycle of a business
process. In the previous edition we arrived to a focus on the interactions between
several phases of the business process life cycle.

In BPMDS 2009 the focus was on the drivers that motivate and initiate
business process design and evolution. We distinguished three groups of drivers,
which can exist separately or in any combination in real-life situations. These
include (a) business-related drivers, where processes are changed to meet busi-
ness objectives and goals, (b) technological drivers, where change is motivated or
enabled by the availability, the performance or the perceived quality of I'T solu-
tions, and (c) drivers that stem from compliance requirements, facing standards
and interoperability challenges.

The workshop discussions mainly dealt with the following related questions:

— What are the drivers or factors that initiate/demand change in business
processes?

— How to cope with/introduce changes required by different drivers

How to discover that it is time for a change

— How to discover that change has already happened (uncontrollable changes),
and there is a need to explicitly change process definitions/operational in-
structions
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The 17 papers accepted for BPMDS 2009 were selected from among 32 pa-
pers submitted from 14 countries (Australia, Brazil, France, Germany, Israel,
Italy, Japan, Latvia, The Netherlands, South Africa, Spain, Switzerland, Tunisia,
United Kingdom). They cover a wide spectrum of issues related to the drivers of
business process change and how these affect the change process and are reflected
in it. They are organized under the following section headings:

Business and goal-related drivers

— Model-driven process change

— Technological drivers and IT services
Technological drivers and process mining
Compliance and awareness

We wish to thank all the people who submitted papers to the workshop for
having shared their work with us, as well as the members of the BPMDS 2009
Program Committee and the workshop organizers of CAiSE 2009 for their help
with the organization of the workshop. The conference was supported by IFIP
WG 8.1

March 2009 Selmin Nurcan
Rainer Schmidt

Pnina Soffer

Roland Ukor

EMMSAD 2009

The field of information systems analysis and design includes numerous informa-
tion modeling methods and notations (e.g., ER, ORM, UML, DFDs, BPMN),
that are typically evolving. Even with some attempts to standardize (e.g., UML
for object-oriented design), new modeling methods are constantly being intro-
duced, many of which differ only marginally from existing approaches. These
ongoing changes significantly impact the way information systems are being an-
alyzed and designed in practice. EMMSAD focuses on exploring, evaluating, and
enhancing current information modeling methods and methodologies. Although
the need for such studies is well recognized, there is a paucity of such research
in the literature.

The objective of EMMSAD 2009 was to provide a forum for researchers and
practitioners interested in modeling methods in systems analysis and design to
meet and exchange research ideas and results. It also provided the participants
with an opportunity to present their research papers and experience reports and
to take part in open discussions.

EMMSAD 2009 was the 14th in a very successful series of events, previ-
ously held in Heraklion, Barcelona, Pisa, Heidelberg, Stockholm, Interlaken,
Toronto, Velden, Riga, Porto, Luxembourg, Trondheim, and Montpellier. This
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year we had 36 papers submitted from 18 countries (Argentina, Austria, Brazil,
Canada, China, France, Germany, Israel, Italy, Latvia, Luxembourg, The Nether-
lands, Norway, South Africa, Spain, Sweden, Switzerland, United Kingdom).
After an extensive review process by a distinguished international Program
Committee, with each paper receiving at least three reviews, we accepted the
16 papers that appear in these proceedings. Congratulations to the successful
authors!

Apart from the contribution of the authors, the quality of EMMSAD 2009
depends in no small way on the generous contribution of time and effort by the
Program Committee and the additional reviewers. Their work is greatly appre-
ciated. We also express our sincere thanks to the CAiSE Organizing Committee,
especially the CAiSE Workshop and Tutorial chairs Paul Johannesson (KTH,
Stockholm, Sweden) and Eric Dubois (CRP Henri Tudor, Luxembourg).

Continuing with our very successful collaboration with IFIP WG 8.1 (http://
home.dei.polimi.it/pernici/ifip81/) that started in 1997, this year’s event was
again a joint activity of CAIiSE and WG 8.1. The European INTEROP Network
of Excellence (http://www.interop-vlab.eu/) has also sponsored this workshop
since 2005, as has AIS-SIGSAND (http://nfp.cba.utulsa.edu/bajaja/SIGSAND/).

For more information on EMMSAD), see our website www.emmsad.org

March 2009 John Krogstie
Erik Proper
Terry Halpin
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Towards a BPM Success Model: An Analysis in South
African Financial Services Organisations

Gavin Thompson, Lisa F. Seymour, and Brian O'Donovan

Information Systems Department, University of Cape Town, South Africa
Lisa.Seymour@uct.ac.za

Abstract. The improvement of business processes has recently emerged as
one of the top business priorities for IT, and Business Process Management
(BPM) is currently being seen as the best way to deliver process improvements.
This research explores the enablers of BPM success, expanding on the Rose-
mann, de Bruin and Power theoretical BPM success model [1]. Qualitative re-
search was conducted in four South African Financial Services Organisations
with developing BPM capability. The research identified multiple success en-
ablers categorised around Strategy, Culture, People / Resources, Governance,
Methods and IT. Correlation between these factors was proposed and BPM,
process and business success defined. Poor understanding of BPM within the
participating organisations was found as well as insufficient supporting IT re-
sources. It was found that the benefits of BPM investment had not yet been
realised, which, increased the threat of funding being withdrawn.

Keywords: Business Process Improvement, BPM, Innovation Driver / Enabler
/ factors / process, IT Business Alignment / Value.

1 Introduction

For many organisations, success is based on how well they can model and optimise
their processes in order to better manage the external value that the processes provide
[2]. In a number of industries, organisations need to be able to create or modify busi-
ness processes quickly to launch new product in a timely manner [3]. In the financial
services industry, an increase in business competition and the amount of legislation
being imposed by regulatory bodies has made it more difficult for companies to meet
customer’s service demands. This has resulted in process optimisation becoming a
key strategic focus [4] and BPM (Business Process Management) being adopted.
BPM is the most recent stage in the advancement of process-oriented management
theory with the overall goal of improving operational performance and increasing an
organisation’s agility in responding to dynamic market forces [5]. Although BPM is
sometimes viewed as an IT focused extension of business process automation [6], we
use the Melenovsky [7] definition of BPM as a management approach supported by
technology components. By de-coupling the process from the underlying business
application, BPM technology enables the business to design, deploy, change and
optimise its business processes. As BPM is a fairly new discipline, there is limited
research into the factors that contribute positively to BPM success. However recent

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 1{-13,[2009.
© Springer-Verlag Berlin Heidelberg 2009



2 G. Thompson, L.F. Seymour, and B. O'Donovan

research by Rosemann, de Bruin & Power [1] has identified a theoretical BPM suc-
cess model. This research will expand on their model by exploring the understanding
of success and what enables BPM success.

The remainder of the paper is organised as follows. In the next section we briefly
outline our research approach and methodology. This is followed by details about the
collection of data and its analysis. Next, we present the results of the data analysis in
an explanatory framework, from which we derive enablers of BPM success as well as
their inter-relation and an expanded and modified BPM success model.

2 Research Questions and Method

The primary research question that this study set out to answer is “What are the en-
ablers of BPM success?” Secondly the research wanted to answer “how success is
defined”. The Rosemann, de Bruin & Power [1] BPM success model, which is used as
a meta-theory for this research, contains six independent categories that affect BPM
success and these relationships are impacted by context. BPM success is seen to di-
rectly influence process success which in turn directly influences business success.
Many of these categories are of a human interaction nature which would be difficult
to measure without human interpretation. It was therefore fitting to adopt an interpre-
tive philosophy for this research [8]. Given the limited research literature on BPM
success, the research was conducted using the General Inductive Approach [9], in
which the research is guided by the research objectives derived from a study of the
current research literature. The inductive element allows additional research findings
to emerge from the significant themes that are inherent in the research data [9].

Table 1. Data Sources with references (Ref.) used

Ref Org. Description Ref Org.  Description

Intl Orgl BPM Program Manager | Int8 Org3  BPM Domain Owner

Int2 Orgl Business Leader Int9 Orgd  BPM Program Manager

Int3 Org2 Business Consultant Int10 Org4  Business Analyst

Int4 Org2 Process Owner Art01 Orgl  Process Improvement Roadmap
Int5 Org2 Process Owner Art02  Org2  Way Forward with Lean Six Sigma
Int6 Org2 Business Leader SemO1 Lean Deployment. Executive
Int7 Org2 IT Architect Breakfast July 2008.

Table 1 describes the sources of information used in this research. Organisations
were selected that had made an investment in a BPM suite and are known to have, or
be developing, BPM strategies and were willing and available to participate. The four
participating organisations provide a good representation of South African Financial
Services Organisations, with two (Orgl and Org2) being large, multi-national organi-
sations and the other two (Org3 and Org4) being medium size organisations. Each
organisation provided access to participants that could give good insight into both the
business and IT view of BPM. The interview questions were open-ended and based
on the BPM Success Model. Additionally, non-structured questions were asked de-
pending on the information that emerged. Participants gave consent for interviews to
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be recorded and these were transcribed. Apart from semi-structured interviews, two
artefacts were collected and one researcher attended a seminar (Sem01) on the appli-
cation of Lean in South African Financial Services Organisations that had attendees
from Orgl and Org2.

Data analysis was performed in accordance with the guidelines for the General In-
ductive Approach [9]. The researchers familiarised themselves with the transcriptions
and documents through close reading; Key themes were identified and tagged; A data
coding spreadsheet was populated with quotes, theme descriptors, low level and high-
level categories; Categories were reviewed and consolidated; Common patterns
between organisations as well as contradictory quotes within organisations were
identified. Finally, a model was derived with key categories and linkages.

2.1 Context

The South African economic conditions had been very favourable up until the end of
2007 but had shifted in 2008 when this research was performed. This was attributed to
an increase in interest rates and oil prices, and concerns around South Africa’s politi-
cal stability. In 2008, Orgl and Org2 had to reduce their operating costs in order to
remain competitive. These conditions have a bearing on some of the attitudes to the
enablers of BPM success, such as cutting costs and reducing head count. Further con-
textual elements include the age and maturity of the organisations involved in the
research as well as the degree of previous process improvements undertaken. Both
Orgl and Org2 had a history of Business Process Re-engineering (BPR). “BPR has
been on the agenda every now and again for the 10 — 12 years” (Int6). In contrast,
Org3 and Orgd were starting their process improvement journey with the purchase
and implementation of a BPM suite. Considering the context that had a bearing on the
research analysis, the following sections discuss the analysis of BPM enablers under
the categories proposed by Rosemann, de Bruin and Power [1].

3 Strategic Enablers

Strategic alignment requires two approaches. Firstly there needs to be a clear link
between the corporate strategy and the company’s core processes [10] and secondly
whenever the corporate strategy is altered, the required process changes need to be
reviewed [11]. Three of the four participating organisations were confident that their
processes were well linked to the strategy. However only in one instance this was
performed consciously and there was acknowledgement that this linkage was difficult
to achieve. “..if you had to ask if we went through a process of saying “this is the
strategy so this is what our processes should look like” then I can’t point to a formal
process that we went through to do that. I think intuitively in business planning we try
and link it to strategy and make sure it is aligned” (Int6).

Given the need for strategic intention to conduct BPM, Rosemann and de Bruin
[12] believe that a BPM initiative needs to be driven from the top to ensure that it gets
sufficient attention. There was general agreement on this. “Due to the vastness of
what it entails, it is not something you can drive from within the business, you need to
do it from a higher level towards various businesses in the company” (Int4).
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While communication of the strategic intent to implement BPM was not mentioned
in the literature, the analysis identified the need to have a conscious strategic intent to
embrace BPM. Nevertheless, most organisations interviewed lacked a comprehensive
BPM strategy. They either had a strategy that addressed the technology implementa-
tion of BPM or, alternately, the implementation of a process improvement methodol-
ogy with only Orgl having a clear strategy addressing both the principles and the
technology: “There is an expressed intent that it be done overall. ..we believe that the
BPM operational excellence approach is to raise standards” (Int2).

In order for the organisation to link process to strategy, there first needs to be an
awareness of the dimension of process in the organization [11]. In no cases did the
participants agree that the dimension of process was well understood.

A number of BPM initiatives fail to launch due to an inability to build credible
business cases and hence obtain funding [13]. Most interviewees agreed that BPM
needed to be funded centrally. Two organisations started funding BPM as a project,
subsequently shifting it to ‘Business as Usual’ while Org2 was still in project mode.
“It is starting off in the program space but is being seen as an operational budget as
we realise the length of the journey if you want to get anything delivered” (Int2).

Both Orgl and Org2 displayed concern over the need to fund BPM over the me-
dium term before results could be visible and the impact of the current economic
conditions on this perspective: “External factors such as the economic pressure that
the organisation might experience could result in the organisation going for short
term gains rather than long term gains and to get BPM right completely you need to
take a longer term view and take it slow and get things established” (Int3). This sup-
ports the view of Bradley [14] that BPM offers good returns over the medium term
but companies may choose initiatives that have quicker returns.

In summary the strategic enablers of BPM requires that corporate strategy be con-
sciously linked to the core processes and that a clear strategy exists to implement both
the technology and principles of BPM. There was some doubt about the need to rec-
ognise ‘process’ as an organisational dimension. Finally, BPM initiatives need to be
driven from the top, with sufficient initial and ongoing central funding.

4 Cultural Enablers

The cultural enablers of BPM cover the organisational values and beliefs that support
initiatives to improve organisational performance. BPM differentiates itself from BPR
in that the changes are incremental and continuous as opposed to once-off [15]. Con-
tinuous improvement requires that the organisation cultivates a culture of support and
encouragement for the process [10]. Org2 appeared to have a strong continuous im-
provement culture which was supported by channels that staff could use to make
improvement suggestions. “We promote it with our people that if they notice that a
process is not working as expected or it can be improved that they send that through a
channel that has been made available” (Int4). Org2 also believed that their employees
were aware of the consequences of not embracing continuous improvement if they
were to avoid large process improvement initiatives that could have a disruptive impact
on the organisation. “Given that the organisation has been through a number of cost
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reduction initiatives, this has made people conscious that if we do not continuously
improve, you are going to get these large (process improvement) interventions” (Int6).

Int2 stated that linking process improvement to cost savings, rather than improve-
ments such as productivity, quality, and client experience was a concern and would
discourage adoption. This echoes Lees [16] who cautions against making headcount
savings the key objective for BPM initiatives.

All four of the organisations reported that they had a good culture of change. This
appeared to be as a result of employees becoming accustomed to the organizational
changes. “I believe that they are equipped (to deal with change) as we have changed
a lot in this organisation over the last two to three years” (Int9). Intl pointed out that
if BPM is about continuous improvement then the change should be smaller and
hence easier to absorb than change brought on by big process improvement projects.

Another cultural element that can contribute to the success of a BPM initiative is
that of cross-functional team work [12]. The two large organisations reported that
while their organisations were structured around the value chain, cross functional-
team work was difficult and that it was difficult to find an optimal structure to manage
processes. “I do not think you will ever find an ideal structure as at some stage you
will have to go across boundaries and you will need to make sure that your MIS and
culture is such that you can manage that” (Int6). An organisational culture of respect
for another’s opinion, collaboration and consensus building enables BPM [11]. Int2
suggested that the culture created by the remuneration system at Orgl actually inhib-
ited cross-functional team work as employees were rewarded in how they worked in
their own work areas. This response supports the concern raised by Lee and Dale [10]
that some managers may create a competitive environment in which employees are
incentivised to compete with colleagues and other departments rather than collaborate
with them.

The relationship between business and IT is another area that impacts on BPM
success. In general the co-operation between IT and business on BPM appeared to be
good with good effect. “IT sees ourself as part of business, so it is not us and them.
Everything is working together with IT people and business people to come to a
workable solution which will improve the process” (Int9).

Staff need to be empowered and incentivised to improve process [16]. Three of the
organisations did not feel that employees were sufficiently empowered to make
changes. This is a result of productivity pressures and the tight legislation control in
force on the financial services industry. “If you look at our front office like the client
contact centre, it is kind of a factory where you do not really want people to do things
differently” (Int6). Only Orgl reported an incentive scheme to improve process but
suggested that it needed more work. Org2 and Org4 had Key Performance Indicators
(KPI’s) in place to measure employees’ contribution to process improvement.

It was evident that the establishment of a continuous improvement culture could
not be done in isolation of a clearly communicated BPM strategy. This is especially
important as it was emphasised that the communicated strategic intention should alle-
viate any fears that BPM will result in headcount reductions. It was therefore consid-
ered appropriate to update the BPM success model to show a relationship between
Strategy and Culture.

In summary, cultural enablers require that organisations instil a culture of continu-
ous improvement and focus on process improvements that do not concentrate merely
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on cost savings. BPM is enhanced by a culture of cross cultural team work between
business functions and between business and organisations. Part of the culture to
enable BPM is empowerment and incentivising of employees to improve the process.
Finally, it was evident that strategy has an impact on the culture.

5 People / Resource Enablers

The first theme under this heading that was identified in the literature was the need for
all staff to have an understanding of process [10]. All participating organisations re-
ported that process understanding was generally poor. It would, however, appear that,
in each organisation, there are pockets of employees, mainly at a more senior level,
that have a good understanding of process. “There is an elite group that knows it
inside out and they are quite knowledgeable about that”. (Int4). “...people still tend to
view things functionally and not necessary in a process dimension” (Int8).

The literature reviewed did not separate the understanding of process from that of
BPM. Yet these are not the same. The understanding of process is more aligned to the
basic concepts of what a process is, as well as the principles that govern process be-
haviour. BPM understanding is more aligned to knowledge of all the factors of a BPM
implementation including those factors presented in the BPM success model. There
appeared to be a poor understanding of the more holistic view of BPM with many
interviewees seeing it only in terms of the technology or the process improvement
methodology. “There is no specific understanding as to what is BPM versus what is
process modelling versus what is BPR or how to position methodologies or tools in
the bigger picture” (Int3).

However, it may not be necessary for the majority of employees to know about
BPM as long as they have an understanding of process and continuous improvement.
Interviewees in both Orgl and Org2 raised concerns about BPM being viewed as
another management fad. This is a good reason to be selective about how much ‘ho-
listic’ BPM knowledge is imparted to employees as well as the pressing need for
BPM to prove its value in. “The communication of BPM into the organisation is low
key, specifically because we are trying to move away from this being the next fad. It is
more something that we build into the fibre of the organisation rather than a big
bang, ho-ha, ra-ra type approach of implementation” (Int2).

Employees involved in process improvement need to be skilled in process model-
ling, analysis and simulation [11]. In Org2, the training that had been provided to the
business analysts was perceived to be ad-hoc with not real strategy or context behind
it. Int2, referring to training they had received in Lean based process improvement
methodology, reported that the first line managers at Orgl felt, for the first time, that
they were being trained properly as operational managers.

A theme that emerged was the capacity to implement process improvements. Three
organisations appeared to have IT capacity issues which hampered process improve-
ments. “It was run as a project but I do not think it was that successful as the
improvements that they identified needed some IT support and in our business we
struggle for IT resources” (Intl0). Int7 and Int9 specifically mentioned that their
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organisations had to try and find improvements that did not have an IT impact due to
the IT resource constraints. This issue was also documented (Art02). There appears to
be a real danger that organisations can become efficient at identifying improvement
opportunities but not efficient enough at implementing the changes. While BPM tech-
nology can make the implementation of changes easier, there need to be sufficient IT
resources available to implement improvements in a timely manner.

It was made clear that many of the People/resource enablers will be best addressed
when there is a clearly communicated BPM strategy in place. This is especially true
for the structured training as well as the creation of IT capacity to implement process
improvements. As the provision of IT capacity has a monetary impact, it is believed
that the average IT department will be unwilling to incur this extra cost unless it is in
response to a stated corporate strategy. It is therefore appropriate to update the BPM
success model to show this relationship between Strategy and People.

The people/resource enablers focus on the development of a process understanding
amongst all employees, but caution over the need for the promotion of overall BPM
process understanding. Important to the success of BPM was a well defined BPM
training programme and sufficient IT resources.

6 Governance Enablers

The Governance enablers of BPM cover the establishment of relevant and transparent
accountability, decision making and reward processes to guide individual’s actions.
The starting point of good process governance is clear process ownership [11]. This
was considered necessary by the respondents and the majority of participating organi-
sations had clear owners of departmental processes. However, this was not always the
case for processes spanning multiple departments. “If you look at it from a process
point of view that crosses boundaries or business units, then someone needs to over-
look the total process. Currently we are not set up like that so it is more silo driven
for a specific piece of the process” (IntS).

The establishment of a cross-functional facility that has responsibility for the man-
agement and improvement of processes is recommended [16]. Governance of process
change can include formal and non-formal channels such as the linking to perform-
ance agreements, informal networks and internal audits [12]. All participating organi-
sations referred to having adequate process management governance. The majority
indicated that their process governance mechanisms were cross-functional. “...they
have a group that they call the Process Owner Team with representatives from Dis-
tribution Support and New Business and they talk through process issues across the
boundaries” (Int3).

Another dimension of process governance is the governance of process improve-
ment initiatives [12]. This dimension also includes the methodology used to identify
process improvement opportunity. The larger organisations had both adopted a formal
process improvement methodology (based on Lean or Lean Six Sigma).

In summary, governance enablers clearly define the process owners and provide a
cross-functional facility that has responsibility for the management and improvement
of processes and the adoption of a formal process improvement methodology.
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7 IT Enablers

While there is a wealth of literature on the IT required for BPM, not much is written
about IT as an enabler. All participating organisations had made some investment in
Business Process Management Systems (BPMS). BPMS selection criteria included
successful implementation at other organisations; whether the cost was within budget
and good vendor support. Despite this, three organisations reported that they were
dissatisfied with vendor support levels as well as their level of technology knowledge.

Underlying BPM technology is the processes modelling language such as Business
Process Execution Language (BPEL) that can be generated and executed on a process
server. Another BPMS component is the Business Rules Engine which extracts busi-
ness rules from the underlying legacy applications and stores and manages them in a
separate database where rules can be changed and re-used by multiple process steps
[4]. Once a process has been deployed into production, Business Activity Manage-
ment (BAM) allows the business to capture real-time process event data and present it
in a more intuitive graphical format [17]. All of the suites used had the basic capabil-
ity to model and execute processes and had some BAM capability. However, it
appeared that not all were using BAM and that the BPMS at Orgl was not BPEL
compliant. Two organisations reported that their BPMS rules engine capability was
not very powerful. Intl highlighted the problem that a lot of rules were built into
source applications and that they need to ensure that they only extract sufficient rules
into the rules engine to allow the process to function.

Web services such as Service Oriented Architecture (SOA) are also required to in-
tegrate with fragmented legacy applications [18]. Int3 made specific mention of the
dependence of BPM on SOA. Two organisations reported that integration was rela-
tively easy. One of these organisations selected its BPMS based on compliance with
its current technology stack and strategic technology plans. Both Org3 and Org4 re-
ported integration issues. “The integration into existing systems was not as easy as we
had thought and it took a lot more effort than we had originally thought” (Int9).

In summary, IT enablers include the need for an appropriately priced BPEL com-
pliant BPMS, with good vendor support and proven implementation history. This
technology needs to have a good BAM and process rules capability and needs to fit
the IT architecture with good legacy system integration.

8 Methodological Enablers

The methodological enablers of BPM cover the approaches used to support and
enable consistent process actions. Process mapping is an important part of BPM meth-
odology and should be done in a hierarchical, consistent manner across the organisa-
tion [19], and stored on a central accessible repository, providing a central view [10].
The reviewed organisations had not reached that goal yet; Org2 had multiple process
mapping standards which had evolved out of different process improvement initia-
tives and Orgl did not yet have high-level, end-to-end process maps. “...because of
the Lean initiative, people are doing process designs at a staff level but not all the
way through yet” (Int2). None of the organisations had managed to create a central
process repository although there was good awareness that this was a weakness that
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needed to be addressed. “We don’t have a central process repository as such which is
a weakness that we are working on but it is quite tough to come up with an answer
that everyone is going to buy into” (Int2).

In addition, none of the participating organisations had yet been able to generate
BPEL code from their process maps. For example, in two organisations the Business
Analysts performed their process mapping in Microsoft Visio, IT developers then re-
did these in the BPMS interface prior to generating executable BPEL code. One or-
ganisation had attempted to generate BPEL from process diagrams on a previous
project but had not been successful and had subsequently hand coded the BPEL.

Another important methodology discipline is the on-going measurement of process
performance [10]. Success in this area appeared to be directly related to the extent to
which the organisations had implemented processes on their BPM platforms. Org2
was not able to measure processes very easily and was also the least mature in terms
of running their processes on their BPMS. “We need a more formal strategy to meas-
ure process performance and simulations” (Int5). The other organisations were all
measuring their processes moderately well. However, only Org3 reported that they
were able to measure process quality to an acceptable standard. “All our current
processes are reported on in terms of cost and SLA. With BPM, we will add to that a
greater element of customer experience and customer value management” (Intl).

Some BPMS provide optimisation capabilities which allow for the process to be
emulated with numerous variables in order to find the optimum solution. Three of the
organisations were using metrics to monitor and adjust process performance and make
business decisions. This ranged from tracking season process variation to making
organisational adjustments to optimise workflow. “ Decisions about team sizes can be
made quite scientifically” (Int8).

As BPM does not have an inherent process improvement methodology, organisa-
tions should incorporate a methodology which should then evolve over time [16].
These internal methodologies can be based on readily available methodologies such
as Lean, Six Sigma [20], as-is and to-be mapping, and plan-do-check-act cycles [12]
and Value Chain Analysis [11]. Two of the organisations were in the process of
adopting Lean and embedding it as part of the organisational culture. One of these
organisations had piloted Six Sigma but found that i had insufficient process metrics
available. Consequently their use of Six Sigma tools had to be reduced until better
metrics were available from implementing processes on the BPM platform (Art02).
There was a feeling that employees in financial services organisations were put off by
Lean’s manufacturing background and terminology such as ‘waste’ (SemO1). Both
Orgl and Org2 are developing their own internal process improvement methodology,
based on Lean principles, but with an identity which fits with their own culture
(Art01, Art02). In addition to Lean and Six Sigma, both large organisations were
doing work around Client Experience and were starting to incorporate some of these
techniques into their own process improvement methodology. “We are now, through
the whole client experience initiative, starting to do more work on making sure we
know what the customer wants and what they need” (Int6). Neither Org3 nor Org4
had done any work around the creation of a process improvement methodology and
appeared to be more focused on the implementation of processes on their BPM plat-
form then the improvement of processes. “It is all quite a reactive manner of identify-
ing opportunities and we do not yet look proactively for improvements” (Int8).
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Despite the talk of continuous improvement, BPM still needs to be implemented
through projects [16]. Three organisations adopted a mixed approach where there was
an element of ‘Business-as-Usual’ process improvement as well as specific improve-
ment projects on a time to time basis. In contrast, all improvements to date at Org3
had been the first part of a bigger initiative.

Another aspect of implementation is the use of business cases. Two organisations
drew up business cases for process improvements and then requested funding through
the normal project approval mechanisms. Business cases were also used at Org4 but,
these did not quantify the value of the benefits and only covered the IT costs to
implement the changes.

There was a noticeable difference between the BPM implementation approaches at
the large and the medium organisations. Orgl and Org2 had started with a process
improvement methodology and was following that with a technology implementation.
“We did a lot of departmental level Lean improvements but realised that we could not
get any further improvement until we started linking our value chain together and
supporting that by BPM” (Intl). In contrast, both Org3 and Org4 had gone the tech-
nology route first and still needed to develop their improvement methodologies. “We
have to bed the system down and then look at how we can improve the process”
(Int8). Although this research does not attempt to make any predictions on the success
of the different implementation approaches, the technology-first approach may help to
alleviate some of the IT resource constraints, making it easier to change processes that
are executing on BPM technology. In addition, as Org2 reported that they had not
been too successful with Six Sigma due to the lack of process metrics, adopting a
technology-first approach would provide rich process metric to support Six Sigma’s
statistical data analysis requirements.

An additional theme that emerged from the interviews with Org2 was the need to
start small and quantify the value of BPM through a pilot project. Mooney [13], rec-
ommends running smaller initiatives that demonstrate value quickly, building BPM
credibility. Processes should be selected that are causing immediate pain and have a
good chance of success and those that are politically charged, complex, highly dis-
tributed or require a high degree of buy-in from external parties need to be avoided
[13]. “We need to demonstrate value in smaller, more digestible chunks and we must
be willing to let go of some of the control that we intuitively want to put in place if we
want to tackle something like this” (Int3). “I think we first want to see what will come
of this (pilot project) before it is driven as a company-wide initiative” (Int4).

As mentioned, the process improvement methodology needs to be customised to
the organisation’s culture. This includes creating a process language that employees
can identify with. The use of methodology is also dependent on the amount of tech-
nology implemented, specifically BAM. Hence we updated the BPM success model
including a relationship from both Culture and IT to Methods.

The first methodological enabler is to ensure that there are standardised process
mapping and storage practices. There is also a requirement for standardised process
measurement; simulation and monitoring practices. Organisations also reported the
need for the development of a flexible process improvement methodology that fits
with the organisation’s culture and maturity. There was evidence that it was useful to
quantify the value of BPM through smaller projects. Finally, relationships were
identified between culture and technology, and methods.
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9 The BPM Success Model

From the themes that emerged around BPM, process and business Success, the BPM
success model was expanded and modified (Fig. 1). We argue that process success
does not necessarily result in business success and that BPM Success should only be
achieved when BPM initiative leads to measurable degrees of business success. We
therefore excluded the BPM success variable from the expanded model.

In terms of process success, three dimensions were highlighted, quality, efficiency
and agility. Quality comments were consistent with the view that BPM can reduce
processing errors as well as improve process consistency [22]. “It definitely reduces
error rates. ... The error rates were previously about 5 — 8% and are now down to
0.something %" (Int8). Secondly, two respondents made specific mention of gains in
process efficiency. Int2 attributed this to the application of their Lean process im-
provement methodology whilst Int9 attributed this to the automation of the processes
on their technology platform. “The automation saves time. We are definitely doing a
lot more now with the same number of people than what we did two years ago” (Int9).
Process agility comments were consistent with Bradley’s [14] statement that BPM
architecture allows processes to be changed more easily than with hard-coded applica-
tions. Int3 reported that his organisation had to wait about six months to get process
changes implemented on its legacy systems, with BPM technology, they would bene-
fit from better process agility and flexibility. This was echoed by Int10 who stated
that one of the key measurements of BPM success was the speed at which the
business could implement process changes.

In relation to the contribution of Process Success to Business Success, multiple
themes emerged from the analysis. Several interviewees mentioned that there was a
real cost benefit from BPM attributable to improved process efficiency and a reduc-
tion in rework as a result of improved process quality (Int2). “The value is that it
makes you a lot cheaper in servicing a specific product” (Int4). Client experience was

People/
Resources
Governance

PROCESS BUSINESS
SUCCESS SUCCESS

Process
Efficiency
Process [ Client
Quality Experience
Process Business
Agility Agility

BPM ENABLERS

Fig. 1. The expanded BPM success model
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another business success theme that emerged several times. “The focus has always
been around the client experience rather than the actual Rand value to the organisa-
tion with the thinking being that if the investor is happy and you are making him lots
of money, we will be fine” (Int8). Specific mention was made of the client experience
benefit. “BPM is a key enabler to improve your client service and your client experi-
ence” (Int6). The final business success theme that emerged was the ability to imple-
ment change quickly when the process agility is improved (Intl0). In financial
services, there is a strong relationship between the product and the supporting process
and to implement a new product one needs to design and implement the supporting
processes quickly.

10 Conclusion

This research expanded on the Rosemann, de Bruin and Power [1] BPM success
model through an analysis of BPM in South African financial services organisations.
The research has found that there are more enablers within the Strategy factor than
just the alignment of process to organisational goals. Organisations wishing to im-
plement BPM must also develop a culture of change, continuous improvement and
cross-functional team work. It was found that there may be a conflict between incen-
tivising staff through building a competitive working environment (such as in Sales)
and developing the culture of collaboration needed to improve process. While key
people need to understand BPM, the majority need to have a general awareness of
process. There was also evidence that insufficient IT resources and a lack of clearly
defined process owners impacts BPM success. Yet these are all dependent on a well
communicated BPM strategy. The degree of process measurement that an organisa-
tion was able to perform was related to the degree that the processes were
implemented on the BPM technology. Therefore IT or the lack of it impacts on meth-
odology. It was found that employees were resistant to methodologies like Lean and
Six Sigma due to their manufacturing background and terminology. Organisations
need to be aware of the impact of culture on methodology and might need to sanitise
methodologies to fit their own culture. The research suggests that Process Success is
achieved when processes are efficient, agile and produce good quality output. Process
Success should lead to Business Success which can be measured through improved
operational cost efficiency, improved client experience, and business agility. BPM
Success is ultimately determined by business success through process success. It is
hoped that this model will be able to assist organisations in making a success of BPM
and that future research could validate this model in other industries.
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Abstract. This paper addresses the problem of managing business pro-
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1 Introduction

Given the accelerating nature of change to business processes, decision sup-
port that permits reactive and deliberate control of business process designs is
required. The decision support interface must: expose itself in a language ana-
lysts are fluent with (such as BPMN [I]); work with parsimonious descriptions
of functionality that may be incomplete; provide change recommendations and
elicit feedback from analysts; and, make complete use of available process, and
other, knowledge.

In [2], process configuration is described, utilizing ezplicit configuration op-
tions, and [3] describe a detailed classification and correctness criteria associated
with dynamic business process model changes (that include rule and goal based
approaches). In [4], inter-task data and control dependencies are used in the
design of an algorithm for generating process variants, [5] describe systems for
managing process variants, and [6] provide techniques for conducting change im-
pact scope analyses. In [7], formal tools are deployed for analysing the throughput
time of processes. In [§] a formal model and method for context aware business
process design is introduced. In [9], a scheme for annotating and propagating a
restricted form of axiomatic task descriptions is introduced for a restricted class
of process models (as is ours). In [10], process annotation is applied in order to
check compliance against a deontic and temporal representation of obligations.

In comparison, our aim is to explore how functional and non-functional process
annotations can be leveraged during design. We present a precise formulation
of the how typical process change scenarios influence the greater context of a
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process in terms of resources involved, goals achieved, compliance rules satisfied,
and objectives optimized. The general planning literature [11] does not usually
construct plans by considering many factors we address here. The general veri-
fication literature [12] relies on complete axiomatizations, and implementations,
of processes to be effective - we do not reject their applicability in this context,
but choose to focus on parsimonious specifications of effect and how these may
be leveraged in the tradition of “lightweight” approaches [13]. The theory in this
paper is implemented in the ISORROPIA Service Mapping Software Toolkit
available for download at: http://www.isorropia.org/.

Our focus in this paper is on change management at the level of design-time
artefacts. In other words, we aim to better understand process re-design, driven
by a variety of factors. We make progress to our work in [I4] by: exploring the
general dynamics of process change; extending our effect accumulation theory
(with non-functional effects); reformulating SPNets algebraically for change.

2 Example

Consider Figure [T} a simple “Screen Package” process owned by a Courier Or-
ganization. Changes to this process may be required for a variety of reasons. For
example: (1) resources (e.g. a Sort Officer) may no longer exist (due to a resourc-
ing changes) or have the capacity to perform certain actions (e.g. Assess Pack-
age); (2) activities or their coordination may need to change (e.g. Route Package
must be performed after Handle Package); (3) new compliance obligations may
be introduced (e.g. requiring adequate package screening); (4) new process goals,
or outcomes, may be required (e.g. requiring a Regulatory Authority to know
whether a package has been routed); and/or (5) a process improvement initiative
may be initiated (e.g. leading to an improved cycle time).

The scenario we will be considering (and describing) in the following sec-
tions will involve Figure [l and the rule: Cy: “Packages Known to be Held by
a Regulatory Authority must not be Routed by a Sort Officer until the Pack-
age is Known to be Cleared by the Regulatory Authority”; encoded in Linear
Temporal Logic (LTL) [12] as: C1: G(Knows(RA, Package, Status, Held) =
(=Performs(SO, Route, Package)W Knows(RA, Package, Status, Clear))).

{clear]

Sort Officer
0 [held]
Secan Route Handle
Rackage: ‘ Package H Package ’ Uptdate Status
Package Details Screen Reguest
|
*

Fig. 1. Resolved Package Screening Process (O)

Azsess
Package
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Finally, the set of non-functional objectives will include: reliability (Ogr), mea-
sured as the number of successful completions per set of requests; security (Og),
measured as the length of the encryption scheme; and cycle time (Ocr) measured
as the average number of seconds to completion.

3 Drivers for Process Change

Business process models, resource models, constraints (or rules), goals, and ob-
jectives are five key elements that play a role in business process change man-
agement, which we will formalize. The key intuition in our formalization is that
processes/resources/constraints/goals/objectives influence each other. Changes
occurring to processes, rules, and goals can lead to alternative contexts. Changes
occurring to objectives can influence choice among alternative contexts. In most
of our discussion, as well as in the relevant literature, the requirement of minimal
change can be preferred over efficient but disruptive change. We consider both
types of change in our formulation below.

Definition 1. A process context is given by a tuple (P, R,C,G,O) where P is
a process model, R is a resource model (or description), C is a set of constraints
or business rules (e.g. compliance requirements or functional dependencies), G is
a set of goals (or, without loss of generality, a single conjunctive goal assertion)
and O is a set of objectives (or, objective functions), such that P, R, C, G are
mutually consistent.

We do not formally define the notion of consistency between a process model,
a resource model, a goal assertion and a set of rules here, but the underlying
intuition is clear. A process P achieves a goal G if the goal conditions are made
true as a result of executing P, P satisfies C iff all of the business rules in
C are satisfied by P, while P satisfies R iff P utilizes resources and resource
attributes available in R. We can similarly talk about the consistency of G and
C, given that some goal assertions could potentially violate business rules. We
could also talk about the consistency of G and R, or R and C with respect to
resource availability and attributes. O on the other hand, particularly in relation
to P, determines a degree of satisfaction that allows alternative contexts to be
compared on a multi-valued (rather than boolean) scale.

We shall use P” <o P’ (defined relative to a set of objectives O) to de-
note the weak dominance of P’ over P” with respect to all the possible exe-
cution scenarios of P’ pairwise compared with the scenarios produced by P”.
We shall also assume the existence of a process proximity relation <p (de-
fined relative to a background process model P) such that P’ <p P” denotes
that P’ is “closer”, under this proximity relation, to P than P”. We shall also
use the strict version of the relations <p and <o in the usual manner. We
shall present several alternative means of defining such relations later in the

paper.
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3.1 Reacting to Change Requests

In the following, we assume O to be static and describe a strategy for reacting
to requests to change P, R, C, or G. A change request is presented as a process
constraint, resource constraint, compliance (or rule) constraint or goal constraint,
depending on whether the change driver is operational, resource-related, rule-
related or strategic. A process constraint is represented as a process model which
must (or must not) be included in the revised process model. Below, P = P’
denotes P satisfies a process constraint P’ (using an inclusion relation or other-
wise). A process constraint can thus represent a change involving the removal,
addition or modification of elements in an existing process model. Goal, compli-
ance, and resource constraints similarly represent sets of goal assertions, compli-
ance rules, or resource descriptions, that must (or must not) be included in the
changed process context.

We are interested in minimizing the extent of change, given a need to pro-
tect investments in existing process infrastructures. We are also interested in
improving the profile of the process with respect to its objective. We are there-
fore interested in process contexts that implement a given change request, and
are minimally different to the original process context. Among this set, we are
interested in process models that are optimal with respect to a set of objectives.

We say a process context (P, R,C,G,O) implements a change request iff: for
operational changes, P = P’, given a process constraint P’; for resource changes,
RE R.If R and R’ is viewed as a sets of resource assertions (or descriptions),
then R’ C R; for rule changes, C' = C’, given a compliance constraint C'. If C
and C’ are viewed as sets of compliance rules, then C’ C C; and, for strategic
changes, G = G', given a goal constraint G'. If G and G’ are viewed as sets of
goal assertions, then G' C G.

Given a process context (P, R,C,G,0), a revised context (P, R',C",G’,O)
is a minimal implementation of a change request iff:

— (P',R',C’,G’, O) implements the change request in question;

— there exists no P” such that: P <p P’ (minimal); P <p P’ and P’ <o
P (optimal); and (P", R',C",G’, O) is a process context implementing the
change request;

— there exists no R” such that " C R” C Rand (P', R",C’,G’,0) is a process
context implementing the change request;

— there exists no C" such that ¢/ € C” C C and (P', R, C",G’, O) is a process
context implementing the change request;

— there exists no G” such that G’ € G” C G and (P', R',C’,G", O) is a process
context implementing the change request.

3.2 Reacting to Improvement Requests

An improvement request is presented as a proximity threshold [ P]. Given an ini-
tial process context (P, R, C, G, O), an improved process context (P', R',C, G, O)
implements an improvement request [ P] iff:
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— P’ <p [P] and there exists no P” such that: P” <p [P]; P’ <o P”; and
(P",R',C,G,O) is a process context implementing the improvement request;

— there exists no R” such that R C R” C R and (P',R",C,G,O) is a process
context implementing the improvement request.

4 Conceptual Framework for Process Redesign

A challenge analysts face is dealing with the relative paucity of process semantics
available in BPMN models (which focus mainly on representing the coordina-
tion of process flows). One way of dealing with this is to leverage the formal
semantics of BPMN, but this poses three problems. First, BPMN models alone
do not convey sufficient semantic information to support change management in
any signficant way (the only types of requests that we would be able to evaluate
would be structural). Second, there is a lack of consensus as to what the best ap-
proach to defining semantics for BPMN might be [I5]. Lastly, there are the usual
problems associated with obtaining industry acceptance of formal techniques in
domains that are not necessarily safety- or mission-critical.

Our approach, is to develop a framework (and an associated toolkit) that
enables analysts to annotate BPMN models with effects in a lightweight fashion.
Since change management clearly requires more information than is available
in a pure BPMN process model, we propose a analyst-mediated approach to
semantic annotation of BPMN models, in particular, the annotation of activities
with functional effects. We also require an analyst to annotate each activity in a
BPMN model with local QoS measures. This would be represented as a vector
(m1,ma,...,mg) where m; is the local measure for the i-th QoS factor (e.g.,
processing time for that specific activity), such that each measure is an element
of the set of preference values in a c-semiring associated with the i-th QoS factor.

Quality of Service (QoS) properties have been difficult to describe in the past
as: there are no obvious, or commonly agreed upon, ways of quantifying several
key non-functional factors such as quality, usability, security; and, these factors
are often assessed on multiple heterogeneous scales, requiring separate machinery
to be defined for each distinct factor. We address these issues by deploying an
algebraic framework that permits integrated multi-dimensional assessments of
QoS factors by generalizing a wide range of heterogeneous assessment scales that
can be both qualitative and quantitative. In the algebraic c-semiring framework
[16] QoS scales can be represented via mappings to an abstract set of preference
values. Recent work aims to model negative (as in the case of a c-semiring) and
positive preferences under the same unified (bi-polar) scheme.

Definition 2. A constraint semiring [16] is a 5-tuple (A, ®,®,0,1) such that:
A is a set of preference values; ® and ® are two commutative and associative
operators closed in A; @ compares preference values, 1 is its absorbing element,
0 is its unit element, and it is idempotent; ® combines preference values, 0 is its
absorbing element, 1 is its unit element, it usually decreases (i.e. @ <5 a, 3),
and distributes over comparison; 0 is the least preferred value; and, 1 is the
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Table 1. Non-Functional Annotation of Package Screening Process in Figure [I]

Activity Or Os Ocr
Scan Package 0.98 128 20
Assess Package 0.96 128 30
Route Package 0.94 64 600
Handle Package 0.88 128 50
Update Status 0.98 128 10

most preferred value. In addition, we include a parallel combination operator &
(inserted after @ in our examples) to deal with the merging of concurrent model
sections. @ satisfies the properties of ®.

For example, in our example process context described in Section[2, we can define
our objectives for reliability, security, and cycle time in the following way: O =
([0,1],max,-,-,0,1), (assuming independence); Og = (NT maz, min,min,0,
+00); Ocr = (RT, min, +, maz, +00,0); with annotations for Figure [ outlined
in Table [Tl

Effect annotations can be formal (possibly augmented with temporal opera-
tors), or informal (such as simple English). Many of the examples we use in this
paper rely on formal effect annotations, but most of our observations hold even if
these annotations were in natural language. Controlled natural language involves
offering an analyst a limited repertoire of sentence formats in which effects may
be described in natural language. Each sentence format, once instantiated, can
be automatically translated into an underlying formal assertion (the formats are
determined by the choice of the underlying language). Formal annotations (i.e.
provided, or derived from CNL) permit us to use automated reasoners, while
informal annotations oblige analysts to check for consistency between effects.

Semantic Process Nets (SPNets) [14] are a structural encoding of extended
BPMN models for use during change management operations.

Definition 3. A Semantic Process Network (SPNet) is a graph (V, E, s,t,lv,lg)
such that: V is a set of nodes; E a set of edges; s,t : E — V are source and target
node mappings; ly : V. — 2y maps nodes to node labels; and, lg : V — Qg maps
edges to edge labels. Fach label in 2y and Qg is of the form (id, type,value).

We note that a unique SPNet exists for each model in BPMN. This can be de-
termined objectively through transformation. Each event, activity or gateway
in a BPMN model maps to a node, with the type element of the label indicat-
ing whether the node was obtained from an event, activity or gateway in the
BPMN model. Actors also map as nodes, with the value label referring to the
name of the role associated with the pool and lane of the actor. The type el-
ement of an edge label can be either control, message, assignment, immediate
effect, cumulative effect depending on whether the edge represents a control flow,
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message flow, task assignment, immediate effect, cumulative effect or goal obli-
gation descriptor. The value element of edge labels are: guard conditions (for
control edges); message descriptors (for message edges); actor names (for assign-
ment edges); post conditions (for immediate effect edges); or, context descriptors
(for cumulative effect or goal obligation edges). Note, s(e) = t(e) for an imme-
diate effect, or cumulative effect edge e € F.

The wvalue elements for immediate effect, cumulative effect and goal obliga-
tion edges are triples of the form (id, function, quality). The id element of an
immediate effect edge corresponds to the source node id label element. The id
element of a cumulative effect or edge is a scenario identifier (a vector) where
each element is either: a node identifier; or, a set whose elements are (recur-
sively) scenario identifiers. A scenario identifier describes the precise path that
would have to be taken through the process model to achieve the cumulative
effect in question. The function element of an immediate effect or cumulative
effect edge label is a set of assertions, whereas the quality element is a vector
of QoS evaluations. The function and quality elements of an immediate effect
annotation edge label can be viewed as a context-independent specification of
its functional and non-functional effects. These must be accumulated over an
entire process to be able to specify, at the end of each activity, the contextual
function and quality elements of cumulative effect annotation labels. These la-
bels indicate the functional and non-functional effects that a process would have
achieved had it executed upto that point. The process of obtaining cumulative
effect annotations from a BPMN model annotated with immediate effects can
be automated in the instance of formal or controlled natural language annota-
tions. We note that this approach to obtaining functional effects comes with no
guarantee of completeness. In other words, the quality of the descriptions that
we obtain is a function of the quality of immediate effects specified by analysts.
Our experience suggests that the approach is nonetheless useful in providing an
approximately adequate basis for change management.

4.1 Functional Effect Accumulation

We define a process for pair-wise effect accumulation, which, given an ordered
pair of tasks with effect annotations, determines the cumulative effect after both
tasks have been executed in contiguous sequence. The procedure serves as a
methodology for analysts to follow if only informal annotations are available.
We assume effect annotations have been represented in Conjunctive Normal
Form (CNF) where each clause is also a prime implicate, thus providing a non-
redundant canonical form. Cumulative effect annotation involves a left-to-right
pass through a participant lane. Activities which are not connected to any pre-
ceding activity via a control flow link are annotated with the cumulative effect
{e} where e is the immediate effect of the task in question.

Let (t;,t;) be an ordered pair of tasks connected via a sequence flow such
that t; precedes t;, let e; be an effect scenario associated with ¢; and e; be the
immediate effect annotation associated with ¢;. Let e; = {¢i1,Ci2y .., Cim } and
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ej = {cj1,¢j2,...,¢jn} (we can view CNF sentences as sets of clauses, without
loss of generality). If e; Ue; is consistent (where consistency can be established in
a variety of ways - e.g. by an analyst or by including an appropriate type of do-
main theory), then the resulting cumulative effect, denoted by acc(e;, €;), is {e; U
e;}. Else, acc(e;, ej) = {e] U ejle; is a maximal subset of e; consistent with e;}
(i.e. maximally incorporates as much of the prior cumulative effect as can be
incorporated). We note that acc(e;, e;) may result in multiple alternative effect
scenarios in the case where there are multiple maximally consistent subsets of
e;. The process continues without modification over splits. Joins require special
consideration. In the following, we describe the procedure to be followed in the
case of 2-joins only, for brevity. The procedure generalizes to n-way joins.

In the following, let t; and t; be the two tasks immediately preceding a
join. Let their cumulative effect annotations be E; = {es11,es12,...,es1m} and
Ey; = {esa1,€822,. .. ,€52, } respectively (where es;s denotes an effect scenario,
subscript s within the cumulative effect of some task, subscript t). Let e be the
immediate effect annotation, and E the cumulative effect annotation of a task ¢
immediately following the join.

For an AND-join, we define E = {a;Uaj|a; € acc(esi;, e) and a; € acc(esy;, e)
and es1; € Eq and esy; € Es and {es1;, esq;} are compatible}. A pair of effect
scenarios are compatible if and only if their identifiers (representing the path and
decisions taken during construction of the scenario) are consistent (the outcomes
of their decisions match). Note that we do not consider the possibility of a pair
of effect scenarios esi; and esy; being inconsistent, since this would only happen
in the case of intrinsically and obviously erroneously constructed process mod-
els. The result of effect accumulation in the setting described here is denoted by
AN Dacc(E4, Ey, €). For an XOR-join (denoted by XORacc(E1, E2,e)), we de-
fine F = {a;|a; € acc(es;, e) and (es; € E; or es; € Ez)}. For an OR-join, the re-
sult of effect accumulation is denoted by ORacc(E1, Fa,e) = AN Dacc(Ey, Ea, €)
U XORacc(E1, Eq, e). The role of guard conditions within effect annotations is
also important. Consider the first activity ¢ on an outgoing sequence flow from an
OR- or XOR-split. Let E be the set of effect scenarios annotating the activity im-
mediately preceding the XOR-split and let E/ C E such that each effect scenario
is £’ is consistent with the guard condition ¢ associated with that outgoing flow.
Then the set of effect scenarios of ¢ is given by {a | a € acc(eAc,e;) and e € E'},
where e; is the immediate effect annotation of ¢ and e A ¢ is assumed without
loss of generality to be represented as a set of prima implicates.

For example, consider Figure [Il with the following annotations:

— Assess Package: Knows(RegulatoryAgent, Package, Status, Held);
— Route Package: Per forms(SortOf ficer, Route, Package).

During accumulation we determine that the “Route Package” node will be
labeled with an effect scenario es; where Knows(RegulatoryAgent, Package,
Status, Held) A Per forms(SortOf ficer, Route, Package) is satisfied. It is also
easy to see that the compliance rule C7, described in Section [2]is violated.

We note that the procedure described above does not satisfactorily deal with
loops, but we can perform approximate checking by partial loop unraveling. We
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also note that some of the effect scenarios generated might be infeasible. Our
objective is to devise decision-support functionality in the change management
space, with human analysts vetting key changes before they are deployed.

4.2 Non-functional Effect Accumulation

We use scenario identifiers to compute cumulative QoS measures. This leads
to a cumulative measure per effect scenario. Recall that a scenario identifier
is a sequence composed of activity identifiers or sets consisting (recursively) or
scenario identifiers. We use the sets in the label to describe parallel branches.
We therefore need to use our algebraic parallel accumulation operator (), one
for each QoS factor, to specify how cumulative QoS measures, propagated along
parallel branches, get combined together at a join gateway.

4.3 Identifying Candidate Prerequisites

The execution of task in a process must be qualified by the conditions achieved
up-to the point preceding the tasks’ execution. These conditions may be carried
forward from a preceding task or the initial context. These prerequisites can be
utilized in our framework in much the same way as is the norm in the [I2] and
[11] literature. Although these conditions may be provided by analysts, dealing
with the sheer number of conditions that must be anticipated has been widely
acknowledged as a significant problem [I7]. In order to reduce the impact of this
additional burden, the cumulative effect (as established by accumulation proce-
dure) preceding a task can be queried to establish a set of candidate prerequisites
that can be either: used as a strong approximation of the context required by a
task; or, as a basis for further refinement by an analyst.

4.4 Business Process Metrics

Business Process Proximity. Business process proximity is used to establish
a minimality criterion when selecting candidate SPNet revisions. Previously, in
[14], we presented minimality in the context of compliance resolution.

Definition 4. Associated with each SPNet is a proximity relation <, such
that spn; <spn Spn; denotes that spn; is closer to spn than spn;. <gpn, in
turn, is defined by a triple <§§/pm§im§‘3ﬂF> for evaluating node (V) edge
(E), and cumulative effect (EFF) proximity respectively. Thus, spn; <spn Spn;
iff each of spn; 7;;71 spn;, spn; 7fpn spn; and spn; <fpnF spn; holds. We
write spn; <spn spn; ff spny <epn spnj and at least one of spn; ;;m spn;,

fprF spn; holds.

spn; fpn spn; or spn;
These relations can be defined in different ways to reflect alternative intuitions.
For instance the following, set inclusion-oriented definition might be of inter-
est: spn; < 7§pn spnj iff (Vapn AVipn;) € (Vapn AVispn, ), where AAB denotes the
symmetric difference of sets A and B. An alternative, set cardinality-oriented

definition is as follows: spn; SLYW spn iff [Vipn AVipn, | < ‘VSMAV;pnj‘ (here |A]
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denotes the cardinality of set A). Similar alternatives exist for the <% relation.
Both < and <F  define the structural proximity of one SPNet to another.

Defining the proximity relation <ZFF is somewhat more complicated, since it
explores semantic proximity. One approach is to look at the terminating or leaf
nodes in an SPNet (i.e. nodes with no outgoing edges). Each such node might be
associated with multiple effect scenarios. The set of all effect scenarios associated
with every terminating node in an SPNet thus represents a (coarse-grained)
description of all possible end-states that might be reached via the execution of
some instance of the corresponding process model. For an SPNet spn, let this
set be represented by Tspn, = {€s1,...,esp} where each es; represents an effect
scenario. Let Dif f(spn, spn;) = {ds, ..., d, } where d; is the smallest cardinality
element of the set of symmetric differences between es; € Ts,,, and each es €
Tspn- In other words, let S(es;, Tspn) = {es;Ae | e € Typn }. Then d; is any (non-
deterministically chosen) cardinality-minimal element of S(es;, Tspn). Then we
write spn; <EEE spnj iff for each e € Dif f(spn,spn;), there exists an €' €
Dif f(spn, spn;) such that e C €. The definition of <EFF above exploited set
inclusion. An alternative, cardinality-oriented definition is as follows: spn; <ZIF
spn; iff Y~ |d;| <37 |d;| for each d; € Dif f(spn, spn;) and d; € Dif f(spn, spn;).

The evaluation of the three relations we have discussed so far may be weighted
with measures of investment (a key process change criterion). When applied in
combination with performance measures, key metrics such as Return on Invest-
ment (ROI) can be calculated. As investment can be measured with respect to a
variety of factors (e.g. time, cost, risk, return) and at varying levels of precision
(e.g. using quantitative or qualitative scales), a scheme similar to the general c-
semiring scheme we used for performance evaluation is also applicable here. As
with any process, there may be many different ways of implementing a change
request, leading to various investment profiles. For example, choosing between an
off-the-shelf or in-house implementation, or even whether to implement changes
in sequence or concurrently.

The two approaches to defining gﬁ,ﬁF presented above focus on the cumula-
tive end-effects of processes, thus ensuring that modifications to processes de-
viate minimally in their final effects. In some situations, it is also interesting
to consider minimal deviations of the internal workflows that achieve the end-
effects. In part this is evaluated by the <!, and <F proximity relations, but
not entirely. Analysis similar to what we have described above with end-effect
scenarios, but extended to include intermediate effect scenarios, can be used to
achieve this.

Business Process Performance. Process performance, or QoS, metrics are a
traditional criterion used alone, or in combination with proximity relations, for
guiding selection during process change. In practice, there must be consensus
and commitment among analysts when selecting the c-semiring QoS instances
(values and their ordering) applied to a specific process (even if multiple scales
are being used for similar QoS factors).
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Definition 5. Associated with each SPNet is a dominance relation <o such that
spn; <o spn; denotes that spn; performs as good, or better, for a set of QoS
factors or objectives (O) than another spn;. We say that spn; weakly dominates
spnj if spnj <o spni and spn; Lo spnj. We use <o to denote strict dominance.
We say that spn; and spn; are intransitive iff spn; <o spn; and spn; <o spn;.

The set of cumulative QoS measures computed for each terminal effect scenario,
denoted O(spn) for a process spn, provide a basis for comparing performance. As-
sociated with each aggregate QoS measure (an n-tuple of QoS specific measures)
is a partial order <; produced by the aggregated c-semiring comparison operator.
Therefore, we say that: spn; <o spn; iff Yo, € O(spn;)¥Vo; € O(spn;) o; < 0;.
In reality, dominance can be difficult to establish as: aggregate QoS measures
may be incomparable due to the multitude of factors used during analysis (e.g.
one improves cost while the other improves quality); and/or, each process may
have optimal cumulative QoS measures for certain criteria. To help deal with
variability within the set of cumulative QoS measures for a single process, a sum-
marization operator may be applied to the set of cumulative QoS measures. This
operator would result in a single approximate cumulative QoS measure for the
entire process. This operator can be based on existing operators (e.g. the com-
parison @ operator for a best-case approximation), and may even be weighted
(e.g. the approximate rate of each effect scenario).

4.5 Example

Consider the violation we identified in Section 1] between the effect scenario
of the “Route Package” task: es; = Knows(RegulatoryAgent, Package, Status,
H-eld) A Per forms(SortOf ficer, Route, Package); and the rule: Cq: “Packages
Known to be Held by a Regulatory Authority must not be Routed by a Sort
Officer until the Package is Known to be Cleared by the Regulatory Authority”
(described in FOL in Section [). Considering the constraint that C; must hold
in our example process context, we can consider changes to the process model
in Figure [Il that are minimal with respect to the criteria outlined in Section Bl
and implemented in Section (.4l

The two models in Figures 2 and [ are two candidates for resolution, which
we will evaluate w.r.t. our proposed criteria. Figure 2l resolves the inconsistency

{clear]

Sort Officer
0 [held]
Secan Handlg Route
Rackage: ‘ Package H Package ’ Uptdate Status
Package Details Clearance
|
*

Fig. 2. Resolved Package Screening Process (R1)

Azsess
Package




A Conceptual Framework for Business Process Redesign 25

Sort Officer [clear]

Handlg
Package

Azsess

Secan
<Jheld] Package

Package

Route
Update Status H Package ‘
*

Fig. 3. Resolved Package Screening Process (Rz2)

Package Details Clearance
|

introduced by the request to satisfy C; by placing the “Route Package” task
after the “Handle Package” task. Figure[3 on the other hand appends the “Route
Package” task to the end of the process.

We apply the proximity metric and relation. Upon inspection Figures 2] and
share all their nodes with Figure [l Therefore, no comparison can be made
across this structural dimension. We determine a significant edge difference
between Figures [ and Figure[Il six edges in total, including the “Handle Pack-
age’ — ‘Route Package’ edge. Figure B also differs with Figure [ across four
edges in total including “Update Status” — “Route Package”. In addition, the
final cumulative effect of both Figure[Pland Figure[Bresult in two effect scenarios
such that Figure 2] actually remains identical to Figure Il Figure[3 on the other
hand receives the additional effect of Per forms(SortOf ficer, Route, Package)
on the effect scenario now generated by placing the “Route Package” activity
in line with both process trajectories. With respect to structural inclusion, we
cannot differentiate Figure 2l and Figure Bl however when the cardinality based
evaluation is applied, Figure [ is more proximally efficient. On the other hand
Figure 2 is more proximal semantically.

As discussed, we determine the cumulative quality of service for an effect
scenario by working through the path history for that scenario. Let the path
histories for our examples be: Figure 2 1: (SP, AP, HP, RP,US), 2: (SP,US);
Figure3 1: (SP,AP, HP,US, RP), 2: (SP,US, RP).

We accumulate the measures in using the combination operator of each scale,
leading us to the following cumulative evaluations for our examples: Figure
1: OR = 0.76,05 = 64,0CT = 710, 2 OR = 0.96,05 = 128,0CT = 30;
FigureBt 1 : Ogr = 0.76,05 = 64,0ct = 710, 2 : Og = 0.90,05 = 64,0¢cT =
630. Therefore, Figure [2] performs the same or better than Figure

5 Conclusion

We have presented a conceptualization of extended business process models,
which permit improved decision support functionality for analysis and change
management. We have described how this conceptualization deals with change
in the context of requests to change a process or the artefacts that influence its
design. Finally, have presented a toolkit for managing change.
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Abstract. When business processes are affected by changes in legal or
organisational requirements, the corresponding process models have to
be adapted accordingly. These requirements implicate constraints that
influence how certain parts of business processes have to be modelled.
If these constraints are not explicitly known to the modelling tool, the
chance that a modeller accidentally violates them increases with the num-
ber of constraints. Therefore, we propose to explicitly model constraints
and automatically verify them in order to support change. In this paper,
we explain how to incorporate semantics into business process models
and constraints in order to facilitate the verification process. In addi-
tion, we present ideas on how to model and verify these constraints.

1 Introduction

Business process models are dynamic and therefore change over time. For ex-
ample, changes to process models could be necessary due to revised legal or
organisational requirements. Such high-level requirements implicate technical
constraints that influence the structure and semantics of business process mod-
els, as they specify how modellers have to model certain parts of business pro-
cesses in a specific domain. Before changing process models according to the
current constraints, modellers must ensure that process models do not contain
parts that satisfy previous constraints but are incompatible with current ones.

The execution of business process models (by humans or machines) that vi-
olate constraints may lead to undesired results or, in the worst case, critical
situations. If constraints are not explicitly known to the modelling tool, the
chance that a modeller accidentally violates constraints during the modification
of process models increases with the number of constraints. Therefore, we pro-
pose to explicitly model constraints and automatically verify them. The next
section describes how change in process models can be supported.

1.1 Scenario from the Aviation Industry

Changes in organisational requirements can be found in maintenance, repair,
and overhaul (MRO) processes of the aviation industry, which is threatened by
the problem of suspected unapproved parts (SUP). An SUP is an aircraft part
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Fig. 1. Simplified model of a maintenance process from the aviation industry

that is not guaranteed to meet the requirements of an approved aircraft part
(e.g., counterfeits, which do not conform to the strict quality constraints of the
aviation industry). Thus, SUPs seriously violate the security standards of an air-
craft. Apart from time-consuming material analyses, verifying the authenticity
of aircraft parts can be performed by inspecting the accompanying documents,
which can be easily forged. The aviation industry intends to solve this problem
by introducing electronic pedigrees for certain categories of aircraft parts, which
document their origin and safety-critical events during their lifecycle (e.g., modi-
fications). The industry plans to store pedigrees on radio frequency identification
(RFID) tags, which are meant to be securely attached to aircraft parts.

Figure[Mlshows a simplified model of a maintenance process from the aviation
industry. An example for a constraint on maintenance processes is that all ac-
tivities that represent a safety-critical event have to be followed by an activity
that represents the paper-based documentation of this event (constraint Cy). As
depicted, the process model satisfies this constraint.

However, when implementing the maintenance process with RFID support,
C1 must be replaced by a new constraint (Cs), which assures that the model
reflects the resulting changes. In addition, temporary constraints may be used
to find parts within business process models that satisfy previous constraints
but are incompatible with current ones:

— No activity that represents a paper-based inspection process may exist within
a business process model (temporary constraint Cr).

— All structures of model elements within a business process model that rep-
resent the mounting, dismounting, or repair of an aircraft part have to be
followed by an activity that represents a storage process of this safety-critical
event on an RFID tag, which is attached to the aircraft part (constraint Cs).

As illustrated, the process model does not comply with Cp and Cs, since the
planned introduction of RFID requires its modification. An automatic detection
of such constraint violations would assist modellers in finding objectionable parts
within process models during the implementation of revised requirements.
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2 Enriching Business Process Models with Additional
Semantics

The graphical representation of business process models is mostly based on an
internal model with a more formal representation. Models themselves are typi-
cally based on a meta-model that defines modelling constructs and how they can
be associated with each other. A standardised language for specifying technology
neutral meta-models is defined by the Meta Object Facility (MOF) specification
[1]. The inherent semantics of modelling constructs is usually described in a spec-
ification in an informal way. The Business Process Modeling Notation (BPMN)
specification [2], for example, describes an activity as a generic term for work
that a company performs. In order to assign meaning to activities, a modeller
can either label the activity using natural language or specify a web service
endpoint, in the case of an automated activity. When modelling constraints, it
should be possible to refer to these labels or web service endpoints. However,
despite its semantic complexity, natural language is not machine-readable. Even
for a human, it is hard to decide if two activities with similar labels have the
same meaning. It is easier to identify activities with a certain meaning if they
are linked to web service endpoints. In this case, it is more likely that modellers
use the same web service endpoint for a given operation, although other web
services could offer the same functionality.

One solution to uniquely identify the meaning of model elements is to seman-
tically enrich them via the assignment of classes from domain ontologies. Such
ontologies could, for example, comprise descriptions of MRO activities. Although
semantic enrichment poses additional overhead for modellers, business process
analysis benefits from machine-readable semantics in the long term. To speed up
the process of semantic enrichment, techniques like natural language processing
of activity labels could be used to assist modellers. In contrast to other authors
who proposed the combination of business process models with ontologies in
the ontological technological space [3], we propose semantic enrichment in the
meta-modelling technological space [4]. This implies representing ontologies as
models (e.g., based on the Ontology Definition Metamodel [5]) and associating
activities and ontology classes within the business process meta-model. Seman-
tic enrichment using MOF associations leads to the tight coupling of activities
and ontology classes. One advantage of this tight coupling over other approaches
is that MOF-based repositories would delete the association between a model
element and an ontology class automatically, in case the ontology class is deleted.

3 Modelling Constraints

When addressing the issue of modelling constraints on business process models
that exhibit machine-readable semantics in order to support change, the question
that arises is how to make these constraints explicit. Constraints refer to the
structure and semantics of business process models. More precisely, constraints
can be seen as conditions on sets of model elements with a certain meaning,
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which exist within the structure of business process models. These sets of model
elements are referred to as structural patterns in the following.

To model constraints it is inevitable to introduce techniques for modelling
structural patterns and corresponding conditions. We propose using a graphical
notation for structural patterns in order to make the modelling as intuitive as
the modelling of business processes. There have been several attempts to specify
quality constraints and query patterns visually. In [6], the authors refer to con-
straints as conditions on single activities. These conditions, for instance, allow
modellers to specify that all activities labelled L; must be preceded or followed
by an activity labelled L. However, this approach does not consider conditions
on structural patterns and does not support machine-readable semantics. In [7J8],
the authors propose a graphical notation to specify queries on business process
models using a pattern-based approach. Nevertheless, they do not address the
specification of constraints on business process models. Furthermore, the above
mentioned approaches do not provide enough flexibility when modelling sequence
flows between model elements within structural patterns. For example, figure
depicts a structural pattern P. The modeller of this pattern is interested in a se-
quence of activities labelled L and L4. Moreover, occurrences of these activities
within business process models with at most one additional activity in between,
should match the structural pattern as well. As depicted, the sequences S; and
So within a business process model match the pattern, whereas the sequence Ss
does not. No existing approach offers a modelling construct to express this kind
of limitation. For these reasons, we suggest the development of a new modelling
language for structural patterns that tackles these issues.

The availability of a modelling language for structural patterns allows the
introduction of constraints that support change in business process models, such
as the following conditions on the structural patterns P; and Ps:

— At least n instances of P must exist within business process models
— At most n instances of P; may exist within business process models

— Every instance of P; must be preceded/followed by an instance of P,
— No instance of P; may be preceded/followed by an instance of P,

It is important to note that the last condition should only be used for temporary
constraints (cf. constraint C'r), as it is not possible to specify all combinations of
patterns that must not exist within process models. In order to specify such con-
ditions, additional modelling constructs are necessary. A modeller should also be
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able to correlate constraints, e.g., to express that a business process model should
either comply with one constraint or another, which requires suitable modelling
constructs as well. With this approach, business processes and constraints can
be both expressed as models.

4 Verifying Constraints

Constraints on business process models alone are not sufficient if they are not en-
forced. To this end, a technique is required that verifies constraints with respect
to a process model. One of the most important steps of the verification process
is to find occurrences of structural patterns with a certain meaning within busi-
ness process models. None of the existing approaches to verify constraints on
(business process) models fulfils our needs. Certain types of constraints on MOF
models can be specified by means of expressions based on the Object Constraint
Language (OCL) [9]. Unfortunately, OCL is not expressive enough to refer to
sets of model elements. In [10], quality requirements are translated into tem-
poral logic formulas, which are then verified by a model checker. However, this
approach only allows the verification of conditions on single activities.

To solve the problem of finding structural patterns, an appropriate algorithm
is needed. We propose to apply the concepts of existing tools, which we use as
search mechanisms. Two types of tools satisfy our requirements: model query
processors, which evaluate requests written in languages comparable to SQL,
and rule engines. To use these types of tools, structural patterns have to be
transformed into queries or rules. An important feature of queries and rules is
that they are declarative, i.e. they describe what to do instead of specifying
how to do it, which facilitates the transformation process. In addition, most
tools can access business process models directly and allow the generation of
queries or rules during run-time. Furthermore, there are tools that support the
usage of user-defined functions within queries or rules. A user-defined function
is needed, for instance, in order to measure the distance between two activities
that are indirectly connected via sequence flows. Using existing techniques, the
verification process of a constraint can be divided into three fundamental phases:

1. Transformation of structural patterns that are associated with the constraint
into a representation that can be used as input for an existing technique,
which we use as a search mechanism

2. Execution of the respective technique

3. Evaluation of the condition of the constraint

While the first phase necessitates the development of a transformation algo-
rithm, the second phase relies on existing tools. Once a constraint violation has
been detected in phase three, there are several possibilities on how to react.
One possibility is to notify the modeller and mark objectionable parts within
the business process diagram. Another approach is to replace these parts auto-
matically. While this is sometimes not possible, automatic replacement might
frustrate the modeller who is not aware of what is happening behind the scenes.
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5 Conclusions

In this paper we discussed the importance of specifying constraints on business
process models explicitly. We explained the benefits of the semantic enrichment
of activities within business process models and the advantages of using the
meta-modelling technological space for this purpose. We proposed the develop-
ment of a modelling language to specify constraints on business process models
that overcomes the shortcomings of existing approaches. Finally, we outlined
techniques on verifying constraints automatically.

We are currently implementing the presented ideas on top of a tool for mod-
elling business processes with BPMN, which is based on a MOF-compliant in-
frastructure. The extension consists of a modelling tool for specifying constraints
as well as a rule-based verification component. The tool will be evaluated in
collaboration with an aircraft maintenance company that wants to implement
maintenance processes with RFID support.
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Abstract. While traditional approaches in business process modelling tend to
focus on “how” the business processes are performed (adopting a behavioural
description in which business processes are described in terms of procedural as-
pects), in goal-oriented business process modelling [23][24][6], the proposals
strive to extend traditional business process methodologies by providing a di-
mension of intentionality to the business processes. One of the difficulties in
enabling goal-oriented business process modelling is the identification of goals.
This paper reports on a study conducted in an organization in which we have
obtained several goal models which were represented in Tropos methodology,
each one corresponding to a business process also modelled in the scope of the
study. A preliminary goal elicitation activity has been carried out for collecting
an initial version of the goal models. After that, we have obtained a second
version of the goal models by using the NFR catalogues as a tool in goal elicita-
tion. We have found the NFR catalogues to be useful in goal elicitation, uncov-
ering goals that did not arise during previous interviews.

Keywords: business processes, goal models, non-functional requirements.

1 Introduction

The increasing competitiveness drives organizations to promote change in an attempt
to improve the quality of the services and products they offer. In recent years, many
of the efforts related to managing change in organizations have been conducted in the
scope of Business Process Reengineering (BPR) activities [1][2]. BPR is based on the
assumption that change in business processes should generate radical improvements
in critical performance measures (such as cost, quality, service and speed) [1]. More-
over, it is believed that implementing radical changes in business processes is the way
to achieve dramatic and satisfactory results [1][2].

However, predicting how a given enterprise environment should respond to
changes by simply adopting a business-process centered view is unfeasible since there
is a large number of issues to be considered, such as infrastructure, power and
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politics, organizational culture, etc [3]. Given this multitude of issues, understanding
an organizational setting often requires a number of perspectives [3].

While traditional approaches in business process modelling tend to focus on “how”
the business processes are performed (adopting a behavioural description in which
business processes are described in terms of procedural aspects), in goal-oriented
business process modelling [23][24][6], the proposals strive to extend traditional
business process methodologies by providing a dimension of intentionality to the
business processes [4].

In recent years, goal-oriented approaches have been largely addressed in the litera-
ture of requirements engineering (RE) which focuses on how these approaches
support requirements elicitation and modelling for system development [4]. In this
context, goals express, in multiple levels of abstraction, the objectives the system
under consideration should undertake [8]. Although this field is mainly concerned
with system development, a goal-driven nature of software engineering requires RE to
pay attention to the organizational context [4]. The Zachman framework [22] also
highlights the importance of motivation as a driver for enterprise management and
system development. Therefore, in the context of business process modelling, goal
modelling is extended not only to capture concerns and motivations of the stake-
holders in the achievement of business processes, but to incorporate issues related
with the strategy of the enterprise as a whole.

Although goal modelling provides a more strategic view for business processes, lit-
tle attention is devoted to explicitly modelling goals as well as using the concept of
goal to increase the value of the process modelling techniques [12]. To articulate an
organization’s business processes in terms of the enterprise’s strategic goals, the first
problem to be addressed is how to elicite goals from the organization context since
goal identification is not an easy task [8]. Problems related with goal elicitation are
firstly addressed by the requirements engineering (RE) literature, but essentially the
same problems arise in the area of business process modelling. Some problems arising
in the scope of business process modelling are: goals are difficult to formulate (often
these formulations become vague and highly abstract) [7], the involved parties are
unable to explicitly state their views [14] and even when they are capable the goals
can be conflicting [15] (even when goals are drawn from the same individual), the
analysts have limited knowledge about the environment [14], among others.

The purpose of this paper is to report a field work in which we addressed the prob-
lem of identifying goals. This field work took place in the Rheumatology Department
of a hospital in Brazil. Our main purpose is to contribute in the area of goal elicitation
with a systematic way to identify goals in a given organizational setting in the busi-
ness process modelling activity prior to the identification of potential business process
change. We suggest using Non-Functional Requirements (NFRs) [9][10] catalogues
in order to tackle the difficulty in identifying business goals. The next section shows
our motivation in adopting this approach.

This paper is structured as follows: section 2 describes the NFR framework (used
as a starting point to derive (soft)goals), section 3 provides a description of our field
work: the preliminary goal elicitation method (section 3.1), the results of this prelimi-
nary phase (section 3.2), the goal elicitation with catalogues (section 3.3), a discus-
sion about these results (section 3.4). Section 4 points to related work and finally,
section 5 concludes with some considerations as well as future research work.
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2 The NFR Framework

Many important goals for an organization may be characterized as “softgoals”, i.e.,
goals with no clear-cut criteria to determine their satisfaction [5]. Eliciting softgoals is
particularly challenging, given their subjective, interactive and relative nature [16].
One of the solutions proposed to address the problem of identifying non-functional
requirements in RE is the NFR framework. Basically, the NFR framework is an ap-
proach for specifying and analyzing non-functional requirements (NFRs). Although
this framework has been primarily conceived for helping one to elicit NFRs in the
system development life-cycle, we have used them to tackle the problem of system-
atic identifying business goals, helping one to reflect about the dimensions which a
softgoal can assume in an organizational environment.

Although the concepts of NFRs and softgoals are commonly treated as the same in
the literature, we must stress out that the differences between NFRs and softgoals
cannot be ignored. On one hand, as explained in [25], NFRs refer to quality attributes
that some system is expect to meet while executing a particular service. These ser-
vices which the system must provide amounts to its set of functional requirements
(FRs). NFRs are the opposite of functional requirements (FRs). On the other hand,
hardgoals are defined as goals whose satisfaction can be determined by applying
formal verification techniques [8][25]. Softgoals are the opposite of hardgoals, since
they are “subject to interpretation” [3], “imprecise, subjective, context-specific, and
ideal” [25]. This common association between NFRs and softgoals arises because
there is a tendency in specifying quality attributes in an imprecise manner.

Since we have addressed the motivation behind using the NFR framework and the
difference between NFRs and softgoals, we describe the NFR framework in the sequel.

The NFR Framework [9][10][16] comprises a proposal for addressing NFRs using
catalogues that accumulates knowledge about specifying NFRs. The catalogues’
specification ranges from representing to operationalizing NFRs, offering guidelines
for prioritization and decomposition during the design process.

The Softgoal Interdependency Graphs (SIGs) represent particular kinds of NFRs,
their decomposition structures and possible design alternatives to embody the re-
quirement in the future system. Further, the interdependencies between the NFRs and
their operationalizations are represented.

There are three kinds of catalogs used: the first kind (called NFR type catalog) con-
tains particular types of NFRs, such as security or performance, and their associated
terminology. The second type (called methods catalogs) represents development
techniques for the system to meet a particular requirement and finally, the third type
(correlation catalogs) shows the correlation and tradeoffs among softgoals.

Fig. 1 depicts a catalogue of some NFR types, where a NFR can be “performance”,
“security”, “cost” and “user-friendliness” [9].

An application within a real example is also demonstrated in [9]. In this example,
security is the NFR considered for developing a credit card system. Fig. 2 shows that
to incorporate security in a given account, three subtypes of NFRs are necessary:
integrity, confidentiality and availability. In turn, to incorporate integrity on credit
card accounts, two additional NFRs are needed: completeness and accuracy. This
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example depicts that the process of decomposing some NFR is guided (and thus fa-
cilitated) by adopting these catalogues since they are helpful in reasoning about what
qualities the system to-be is expected to meet.

3 Case Study: Goal Elicitation in a Healthcare Institution

This section describes the case study conducted in the Rheumatology Department of
the Cassiano de Moraes University Hospital, which is part of the Federal University
of Espirito Santo in Vitdria, Brazil.

In the context of the hospital, the department has the following functions: provide
educational training to form specialists in rheumatology, provide outpatient medical
care and developing research to investigate the incidence de rheumatologic conditions
in population. It has six specialists in rheumatology, two nurses and two physiothera-
pists, among other professionals for hosting patients. The department performs 15
business processes, such as outpatient care, drugs infusion, among others and
performs an average rate of 5700 outpatient medical care by year.

In the scope of this study, we have produced 9 goal models which were represented
using the Tropos Modelling Language and methodology [17]. Each of these models
correspond to a business process also modelled in the scope of the study. A prelimi-
nary goal elicitation activity has been carried out for collecting an initial version of
the goal models. After that, we have obtained a second version of the goal models by
using the NFR catalogues as a tool in goal elicitation. Due to space restrictions, we
focus on the goal models of the diagnosis process.
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3.1 Preliminary Goal Elicitation Method

This preliminary goal elicitation and modelling effort was divided in four stages ac-
cording to the source of information and technique used to interact with the process
stakeholders. In the first and second stages, we have captured only hardgoals. From
the second stage on, our goal models were composed by hardgoals and softgoals.

In a first stage, the available documentation about the organizational process has
been assessed. This revealed some organizational characteristics such as: organiza-
tional structure and human resources, routines, business processes (with a brief textual
explanation in natural language about these processes) and physical space. From the
organization structure, we could infer internal actors and the business process they
carry out. This documentation also provided goals previously achieved by the de-
partment (along with their impacts) and goals which were yet to be achieved by the
department, giving us some insight about the nature of the business processes under
consideration and about some relevant goals (stated in natural language). Further, a
first interview was undertaken with a physician (who does not belong to the organiza-
tion) for understanding general concepts about the medical domain. Additionally,
concepts related with rheumatology (diseases, medicines and other technical terms)
have been briefly surveyed in online information sources.

In a second stage, we have obtained a preliminary goal model along with a pre-
liminary business process model. The approach used here consisted in observing the
process performers during business process execution, i.e., we observed the daily
routine of the organization. While this approach allowed us to understand how actors
interact and how actor dependency relationships are established in practice, the ac-
tors’ focus on getting the work done prevents one from revealing most of the intention
and motivation behind their practices.

A third stage focused on interviewing the organizational actors during business
process execution to reveal the goals of specific activities as well as goals related with
a process as a whole. Thus, the model generated in previous stage could be incre-
mented through refinement/abstraction techniques [3][8][18]. With the refinement
technique one can find out subgoals of the parent goal by asking “HOW questions”
about the goals already identified [8]. This is helpful in capturing the different ways
of goal achievement. With the abstraction technique, more abstract goals can be iden-
tified by asking “WHY questions” about the goals previously modelled [8]. This en-
abled us to capture the rationale (more general goals) behind more specific goals.
Although the interviews during the process execution provided a more strategic di-
mension (in the sense that they have captured details related with the organization’s
strategy in a lower level of abstraction), the goal models obtained were strongly re-
lated to the business process models, not capturing knowledge about the enterprise
setting as a whole. This deficiency was addressed in fourth stage.

In a fourth stage, we concentrated in dedicated interviews not only with the busi-
ness process actors but also with the department manager. (By “dedicated interviews”
we mean that the interviewees devoted all attention to the elicitation process as op-
posed to being fully involved with activity execution). The elicitation interviews in
this stage focused on raising internal problems of the organization, as well as prob-
lems associated with the relationship between the department and external organiza-
tions, highlighting all kinds of conflicting interests. The problems and deficiencies
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that the stakeholders believed to exist in the organization provided not just additional
goals to enrich the models, but also some obstacles for goal realization, reasons for
non-achievement of goals and possible solutions for these obstacles.

3.2 Results of the Preliminary Goal Elicitation Activities

Fig. 3 exhibits a Tropos diagram which shows the goals of a physician who conducts
the diagnosis business process.

In Tropos diagrams, actors are represented as circles, goals as oval shapes and soft-
goals as cloud shapes. (Soft)goals can be related with three kinds of relationships:
means-end analysis, contribution analysis and AND/OR decomposition."

The physician provides medical care to a patient (Provide medical care to patient
goal) through a medical consultation (Provide medical care through medical consulta-
tion goal). During consultation, the physician diagnoses the patient’s health state
(Diagnose health state goal) and prescribes the treatment (Prescribe patient’s treat-
ment goal which uses, in turn, a Drugs prescription).

The main goal of the physician is to Diagnose patient’s health state. During the
process of diagnosis, the physician can find either rheumatologic or non-
rheumatologic conditions (Diagnose rheumatologic conditions goal and Diagnose
non-rheumatologic conditions goal). After diagnosing the patient’s heath state, the
physician is able to select the most suitable treatment for the disease (Select the most
suitable treatment for patient softgoal). For this reason, Diagnose patient’s health state
is a mean for Select the most suitable treatment for patient.
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Fig. 3. Goal model resulted from the preliminary goal elicitation activities

! The AND/OR decomposition can be made by using the “HOW questions” previously mentioned.
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The physician must have accurate knowledge for being able to discover the pres-
ence/absence of diseases (Acquire technical skills softgoal). He/she must also access
the patient’s data (Obtain patient’s data goal) for being able to determine how the
patient health condition is evolving along the time (Obtain access to patient’s
clinical historic goal). One of the means for accessing the patient’s data and thus to
know its clinical history is to obtaining access to patient’s records (Obtain access to
patient’s records during medical consultation goal). Finally, the rheumatologist
must confirm the diagnosis with other specialists in order to interpret the evidences in
the whole clinical context (Obtain access to specialists in areas related to
rheumatology goal).

3.3 Goal Elicitation with Catalogues

During the four stages we have reported here, we had the opportunity to understand
the organization’s context, its problems, deficiencies and so forth. By following the
execution of the business process, interviewing the stakeholders and observing the
organizational setting, we could keep direct contact with implicit factors that underlie
the organizational context. These previous stages were crucial to provide insights
about new concerns that could be added. These insights guided us to suggest which
NFR types could be extracted from NFR catalogues [9][10][19][20] and subsequently
adapted to the organizational context. According the NFR types catalogues, we have
formulated additional goals for the business process, initially without participation of
the stakeholders. The translation from NFR types in the catalogues to goals was
highly related to the knowledge acquired in previous stages, i.e., to adequately refine
the NFRs we had to consider the meaning of the NFRs’ refinement in the context of
the domain under consideration. After incorporating these additional goals into the
model, we have applied the same techniques of abstraction/refinement previously
applied for identifying additional goals without the participation of the stakeholders.
Due to space constraints, we concentrate here on some relevant portions of the result-
ing goal models.

3.4 Results of the Goal Elicitation with Catalogues

Before discussing the outcomes related with the utilization of the catalogues with the
stakeholders, we have translated the NFR types to goals in the context of the domain
under consideration. The NFR types originated the following goals:

Accessibility [19]. Access patient’s data records;

Confidentiality [19]. Maintain healthcare information private;

Completeness [19]. Obtain complete information about patient’s treatment;
Accuracy [19]. Obtain accurate information about patient’s treatment;

Traceability (Process and Data) [19][10]. Obtain traceability for information in
patient’s treatment refined into Obtain traceability in investigation of patient’s condi-
tion, Obtain traceability in relation to treatment administered to patient and Obtain
traceability in relation to physicians who prescribed patient’s treatment.

Integrability [19]. Integrate service with other hospital departments, Integrate service
with municipal and state health services (to obtain what is called “integrated
treatment” exploring the benefits of information integration).
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Trust and Confidence to the Provider (Assurance) [20]. Trust physician (not
shown in the figures since this goal belongs to the patient’s perspective.)

Empathy (Level of Caring and Personalized Attention Provided to the
Requestor) [20]. Show empathy to patient.

The translation of NFR types from the catalogues to goals revealed that although
catalogues address non-functional requirements, some goals elicited in this effort are
not softgoals, but hardgoals instead. For instance, the requirement of Accessibility has
led to the identification of the hardgoal Access patient’s records. Besides, the transla-
tion seems to be highly domain-dependent. For example, traceability refers to the
capacity of tracing patient’s data along treatment. Another particularity concerned
with the translation is that different NFR types are mapped to the same goal in the
organization. Distributivity (capacity of reaching all decision-makers [19]) and inte-
grability (capacity of adequately and efficiently integrating operational information
[19]) mean the same in this context (in the sense that both mean the information must
be integrated so as to reach all decision-makers caring about that information).
Privacy and confidentiality are also mapped to the same goal.

With respect to the goals added, we were able to identify goals which had re-
mained implicit in the preliminary study (Fig. 4). Most of these goals were either
associated with quality aspects of the previously modelled goals (Obtain complete
information about patient’s treatment softgoal and Obtain accurate information about
patient’s treatment softgoal) or with quality aspects for the service as a whole (Inte-
grate service with all stakeholders softgoal and the softgoals originated from its re-
finements). We also have noticed that some of some of the elicited (soft)goals address
exceptional situations, for example, the softgoal Integrate services with specialists in
areas related to rheumatology is relevant only in the case the rheumatologist needs
to clarify further details about the diagnosis with other specialists (for example, a
dermatologist or ophthalmologist) in the hospital.

Another interesting aspect in elicitation with catalogues was the fact that we could
notice that some of the goals spontaneously mentioned are actually goals for
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Fig. 4. Portion of the goal model obtained in goal elicitation activities with catalogues (1)
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implementing mechanisms for the attainment of more abstract goals, which remained
implicit when applying the abstraction technique, but that could be revealed through
the use of the catalogues. For instance, in Fig. 4, from traceability we have suggested
three types of traceability: Obtain traceability in relation to treatment administered to
patient softgoal (obtain information about the drugs prescribed along the treatment),
Obtain traceability in relation to physicians who prescribed patient’s treatment soft-
goal (obtain information about the physicians who had already prescribed treatment to
the patient) and Obtain traceability in investigation of patient’s condition softgoal
(obtain information about the conditions which had already been investigated previ-
ously by the physician). Actually, this last goal was the motivation for the standardi-
zation of diagnosis cue sheets (previously modelled). The standardization of diagnosis
cue sheets was one of many means towards achieving traceability in the investigation
of diseases.

Finally, all goals suggested through the use of catalogues were validated by the
stakeholders in a validation interview. They acknowledged the need of these goals
and were also able to spontaneously mention other goals (for example the refinements
of the goal Provide medical care to patient goal, shown in Fig. 5). The goal Provide
medical care to patient can be achieved in three forms: by achieving a consultation
appointment (in this consultation the physician examines the patient and prescribes
the treatment); by providing attendance for assessment of high cost drug (the physi-
cian examines the patient and in the case of the need of a high cost drug, he/she issues
an certificate) and by an informal meeting. In these informal meetings, the physician
can examine a patient who reports the presence of symptoms, or the physician just
issues some document required by the patient (a prescription of drugs, a medical cer-
tificate or a medical report).
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Fig. 5. Portion of goal model obtained in goal elicitation activities with catalogues (2)
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4 Related Work

The NFR framework [9] [10] has been the first approach to propose softgoals and
softgoal satisfacing in the context of RE to cope with NFRs and their appropriate
representation [11]. The main proposal of this framework is to provide means of
specifying NFRs, decomposing them and recording the reasoning process of opera-
tionalizing and prioritizing NFRs in graphs. Although the catalogues proposed in that
work serve as useful tools in identifying softgoals, they are only concerned with ad-
dressing these issues in the context of systems development, not considering them
within the organizational scope.

In [12], Soffer and Wand propose a conceptual framework to enable the formal in-
tegration of goals and softgoals into process modelling (formal in the sense that the
approach uses the BWW ontology [13] for the integration). The application of this
framework drives the mechanism of systematically reasoning about the incorporation
of the softgoals in process design. Although the initiative focuses on defining the
existing dependencies between process and their respective softgoals, the method
starts in the point where softgoals are already identified (it assumes that the goal elici-
tation phase has already been undertook) and thus, does not provide guidelines for
systematic addressing goal elicitation from the organizational context.

Pavlovski and Zou [21] assume that business process modelling is concerned about
capturing functional behaviour of business process but fail to cover non-functional
requirements. To tackle this deficiency, the authors propose two new artifacts to cap-
ture these constraints denominated operating condition (to represent the business
process constraints) and control case (to denote criteria to manage the risk associated
with a given operational condition), to be applied in business process models. For
that, it extends the Business Process Modelling Notation (BPMN) with these con-
structs. Although these artifacts have improved the communication about NFRs
among the stakeholders, thus facilitated their acquisition, the proposal adopts a sys-
tem-oriented view for non-functional requirements. It assumes that softgoals will later
manifest themselves as non-functional requirements of an intended system, excluding
those softgoals which are intrinsically related to the business process’ dynamics and,
as consequence, which should not be translated into system requirements.

Extending the notion of goals in business process modelling, Yu [3] has proposed
the i* framework. The Tropos methodology has been derived from the i* framework,
addressing the need of a methodology for software development based on the agent-
oriented paradigm. The following explanation about the i* framework can also be
applied to the Tropos methodology.

The i* framework is articulated in terms of two kinds of models: the Strategic De-
pendency model (SD) and Strategic Rationale model (SR). The SD model acknowl-
edges actors as intentional agents within an organizational setting and represents them
as a network of strategic dependencies. The SR assumes that the dependencies ex-
pressed in SD models are justified by actors’ internal rationales. As explained in Yu’s
PhD thesis [3], the framework can be used to capture (soft)goals in business process
modelling in order to provide a more strategic view of those processes. However,
despite the usefulness of the i* approach to address intentions, motivations and vague
aspects of business modelling, their work do not provide methodological guidelines
for eliciting goals.
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This paper proposes the use of NFR catalogues for goal elicitation within goal-
oriented business process modelling in goal models based on Tropos modelling lan-
guage. This combination the NFR framework and the Tropos modelling language has
the following direct benefits. On one hand, it extends the use of NFR framework
(initially conceived for addressing NFRs in system development) to support the iden-
tification of business goals within organizational scopes. On the other hand, it pro-
vides methodological guidelines for the identification of business goals in Tropos. In
this manner, the SR and SD Tropos diagrams can be enriched by the additional goals
identified through the use of NFR catalogues.

5 Conclusions

We have found the preliminary goal elicitation activities useful in addressing our need
to understand the organizational setting. This has enabled us not only to capture de-
tails about the enterprise and its business processes, but also to provide us with proper
understanding about the domain under consideration. However, we have found the
preliminary stages to be deficient in the identification of strategic concerns related to
the organization’s goals. This difficulty was partly addressed through stakeholder
interviews. Although these interviews addressed many organizational issues, much
knowledge still remained implicit. With respect to that, the catalogues provided by the
NFR framework have shown to be useful as a complementary tool to elicit goals.

Before discussing the nature of the additional goals identified with the support of
catalogues, we must highlight some particularities about translating NFR types to
goals. We have observed that the translation is highly domain-dependent, i.e., one
must take into account how a NFR must be mapped to some goal in the organization
domain such that this goal makes sense regarding the organizational context, as we
have illustrated in section 3.4. Further, one must define whether a NFR type should be
represented as a soft or hard goal. As observed in [11], there is a tendency in treating
NFRs as softgoals, however, as demonstrated in the case study, some NFRs could be
objectively specified in the context of the domain.

In relation to the goals uncovered with the help of catalogues, we believe that goals
have enabled us to reason about the organization from a more strategic point of view.
This can be confirmed by the fact that some additional goals referred to quality attrib-
utes; either for specifying qualitatively a hardgoal or for specifying quality metrics for
the business process as a whole. We have observed in this case study that stakeholders
have difficulties in explicitly stating quality attributes for business processes (the
same difficulty is often reported to arise requirements in system development [16]).
In that respect, the catalogues employed in this case study provided guidelines for
identifying these attributes in a systematic way.

We have observed that, in certain cases, stakeholders formulate goals which are
highly dependent on the current operationalization of the organization’s objectives,
i.e., much emphasis is given to the goal of applying successfully a particular solution
for a problem. Catalogues partially helped to overcome this issue, revealing higher
level goals not easily identified by the abstraction technique. Further, some of the
goals uncovered through catalogues had initially been deemed an inherent organiza-
tional characteristic by stakeholders, and thus had not been spontaneously mentioned.
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At first sight, the technique we have employed seems highly dependent on the ex-
perience of analysts in conducting the elicitation effort (experience in the sense that
analysts must have broad knowledge about the domain). We believe this is the case
partly because of the need to translate NFRs into goals which are specific to the or-
ganization’s domain. Further investigation in NFR type catalogues for business proc-
ess in a particular business domain may prove to be fruitful to reduce the dependency
on analyst experience and improve goal elicitation in general. In this sense, NFR type
catalogues can be seen as design patterns in goal modelling. The compilation of these
catalogues in a format of design patterns allows one to reuse the knowledge by mak-
ing available methodological connections which are tacit in an experienced model-
ler’s mind and which are not typically available to the novice.

Further work will be necessary to associate particular goals with guidelines for
business process (re-)design. Additionally, in our future work, we intend to investi-
gate suitable representation and semantics to relate goal models and business process
models (especially in the presence of softgoals). Moreover, we aim at investigating
the impact which this approach of eliciting additional goals through the use of NFR
catalogues shall have in business process structures as well in the systematic redesign
of business processes.
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Abstract. Business intelligence (BI) is becoming a key means of providing in-
formation necessary for achieving business goals such as improving profits or
solving business process issues. This paper proposes a business process-IT
alignment method for BI. The proposed method has two phases of business
processes: the first phase extracts and checks the validity of hypotheses for
achieving business goals and the second phase clarifies the actions needed to
implement the hypotheses. Then, business information used in each business
process is defined. Four levels of BI systems are proposed in accordance with the
maturity of the enterprises they support, and each level is mapped to a subset of
the business processes. Finally, three types of models used to clarify and or-
ganize the hypotheses and the actions are proposed. Case studies have shown
that the method explains a variety of business processes for BI and BI systems.

1 Introduction

The concept of business intelligence (BI) that provides information for achieving
business goals such as improving profits or solving business process issues is becoming
important. The BI systems supporting the concept require business process-IT align-
ment in the sense that they should provide functionality useful for achieving the busi-
ness goals. However, BI systems in reality vary from system to system depending on
the maturity of the target enterprises and the quality of data available. For example, in
some cases, users require such functionality as visualization of key performance indi-
cators (KPIs) and related data using online analytical processing (OLAP) tools [3],
while in other cases they require validation of hypotheses for achieving business goals
using data mining methods, or support of actions implementing the hypotheses. Thus,
we need a business process-IT alignment method for BI covering all these variations. In
addition, it is essential for people engaged in BI, whom we call BI analysts, to convince
enterprise management that their proposed hypotheses and the actions necessary
to implement them are comprehensive and rational, which means that a kind of
framework used to clarify and organize the hypotheses and the actions is required.
The Balanced Scorecard [4-8, 10-12] is a method of organizing business goals as a
set of KPIs. It promotes management of KPIs corresponding to causes as well as KPIs

T. Halpin ct al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 46}57]2009.
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corresponding to effects. By managing both types of KPIs and related data with a BI
system, it is possible for the system to support management of business goals. How-
ever, it is the responsibility of practitioners to extract KPIs corresponding to causes and
to ensure that the KPIs are controllable by taking actions. The Fact Based Collaboration
Modeling (FBCM) [9] is a method of evaluating the completeness of business goals
and KPIs through end user observations, and it tells how to use business processes to
align IT functions with business goals. It is applicable to business process-IT alignment
for BI, however, it does not give sufficient consideration to business information,
which is especially important in BI systems. The business data analysis framework [13]
categorizes data analysis scenarios by the type of actions taken after data analysis is
completed. It is useful for reusing data analysis scenarios, and the types of actions
proposed are useful when considering future actions. However, its primary focus is on
data mining and it does not cover all aspects of BI. It is only considered appropriate for
use by skilled BI analysts. We, therefore, need a business process-1T alignment method
that covers different levels of BI systems, enables identification of business informa-
tion used in the BI systems, and gives frameworks for clarifying and organizing the
hypotheses and the actions.

In this paper, we propose a business process-IT alignment method consisting of a
two-phase business processes for BI, where the first phase extracts and checks the
validity of hypotheses for achieving business goals and the second phase clarifies the
actions necessary to implement the hypotheses. The method defines business infor-
mation that should be managed by the BI systems, ensuring business process-IT
alignment for BI. We also propose four different levels of BI systems covering different
subsets of the business processes. An important part of the business processes is a
modeling process. The model created in the process is used to clarify the hypotheses
and the actions to be considered, and to help enterprise management understand their
target domains, such as customers, products, or business processes.

Note that we did not consider a type of BI systems that enables ad-hoc queries and
reporting of information, since the requirements for business information are not
clearly specified at the time of system development, but rather they are specified at the
time of defining queries or reports.

Section 2 proposes business processes for BI and the business information used in
each business process. Then, Section 3 proposes four levels of BI systems, and shows
that each of them can be mapped to a subset of the business processes. Section 4
categorizes models for BI, and Section 5 shows case studies of BI systems and the
models used in them. Finally, Section 6 concludes and presents further issues to be
solved.

2 Business Processes of Business Intelligence

This section proposes business processes for BI and the information used in them. The
information is presumed to be managed by the BI systems supporting the processes.
We designed the business processes in two phases. The first phase extracts and
checks the validity of hypotheses for achieving business goals. It includes the business
processes for clarifying the causes and effects of goal achievement and produces
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minimal information for enterprise management to understand the situation surround-
ing business goals. Then the second phase clarifies the actions needed to implement the
hypotheses for achieving goals. It includes the business processes ensuring that the
actions are planned and achieved. Since the value of BI resides in achieving business
goals, the second phase is essential for enterprises. The business processes of the two
phases are explained here in more detail.

First Phase: Extraction and Validation of Hypotheses

Since BI is used to achieve business goals of enterprises or departments, the business
processes for BI start by defining business goals and the KPIs that represent the meas-
ures of them. This is done using such methods as Balanced Scorecard [5] or FBCM [9].
Then hypotheses that contribute to achieving the goals should be extracted and organ-
ized. A hypothesis is a written idea that might improves KPIs and should comprise at
least one causal factor affecting the KPIs. For example, “outsourcing of parts of work
improves profits” is a hypothesis for improving the KPI “profits” and comprises the
causal factor “outsourcing.” By controlling the degree of “outsourcing,” increase in
“profits” might be achieved. Note that it is still an idea not proven at this stage.

The extraction of the hypotheses can be done in two ways. One way is to extract
hypotheses through interviews with enterprise management. Since the hypotheses
extracted through the interviews might be incomplete, we need a framework for map-
ping the hypotheses and checking their completeness. We call this framework a model.
The model is manually developed by BI analysts. For example, the simplest types of
models can be viewpoints of classifying profits, such as the locations of branches or the
categories of products, usually called “dimensions” in OLAP tools. On the other hand,
to decrease complaints from shops for an electric appliance company, the types of
complaints related to the processes of selling products constitute a model. The models
vary according to the business goals and the business environments surrounding the
goals. Several examples are shown in Section 5. To summarize, hypotheses are created
first, then a model is created, and the hypotheses are checked and reinforced using the
model. The other way to extract hypotheses is to create a model first and then create
hypotheses based on the model. Sometimes, models are created automatically using
data mining methods. For example, the model might be the result of clustering
customers based on their purchase history.

The hypotheses extracted in the processes explained above are still insufficient,
since they are not proven. Therefore, the next process is to check whether controlling
causal factors stated in hypotheses actually improves KPIs. The checking is usually
done using statistical methods. For example, to improve profits of projects, the hy-
pothesis “outsourcing of parts of work improves profits” might eventually be proven
wrong, while the hypothesis “there is a relationship between the degree of employee
satisfaction and the profits” might be proven true. Through these processes, we get a set
of valid hypotheses for achieving business goals and a model organizing the hypotheses
at the end of the first phase.

Second Phase: Clarification and Execution of Actions

The second phase starts by checking whether the hypotheses are achievable. There are
cases where they are valid but not achievable because of circumstances surrounding the
enterprises. For example, even if the hypothesis “the profits of their franchise shops can
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Fig. 1. Business processes of BI

be increased by locating them near stations” is extracted using data mining methods, it
would be impossible to move the shops. The hypothesis can be used to choose the
location of a new shop, but it is useless for increasing the profits of current shops. Once
we get achievable hypotheses, the next process is to list and validate actions for
achieving them. Each action might require a period of time to complete. We, therefore,
need to manage the extent to which the actions are carried out. We call the extent a
“monitoring index.” For example, the hypothesis “at least 5% of the employees on each
project need project management skill” needs to be monitored by a monitoring index
“percentage of project management skill,” which may not be achievable in a short time.
After the actions are authorized by enterprise management, they are executed, moni-
tored, and checked to see if they really contributed to achieving the business goals. If
not, the actions or the hypotheses should be improved. All of the business processes
form a plan-do-check-act (PDCA) cycle. The complete business processes are depicted
in Fig. 1.

The business information is now shown for each business process and it should be
managed by the BI systems covering the process. First, KPIs are extracted from busi-
ness goals using Balanced Scorecard. There is a relationship between business goals
and KPIs. Second, the data used to create a model and the model itself are extracted in
the modeling process. The model is mapped to a set of metadata used to categorize the
data and to describe the relationships among categories, and it would eventually be
mapped to data models or dimensions in OLAP tools. Third, quantitative measures of
causal factors are extracted from hypotheses. For example, if the business goal is to
increase profits in a sales department, the KPI is the profits, and the quantitative
measure of causal factor might be the average number of contact times with each
customer per sales person a month. The relationship between KPIs and causal factors
might be extracted through such method as multivariate regression. Finally, monitoring
indices are extracted from actions.
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If BI systems are used to implement actions themselves, some specific information
might be used in addition to the information listed here. For example, a recommenda-
tion system for customers can be considered to be a BI system implementing an action
“increase profits by promoting products that fit customers” and uses purchase history to
derive groups of customers who are likely to buy similar products. Further examples
are shown in Section 5.

3 Maturity Levels of Business Intelligence Systems

Although we analyzed data for more than one hundred cases as shown in Fig.2, it was
not always possible to carry out the whole set of business processes proposed in
Section 2. There were several reasons for this. First, enterprise management was not
confident in the results of BI. Second, data that could be used to validate hypotheses
were not available or the quality of the data was not sufficient. Finally, neither the
customers nor the BI analysts could think of any feasible actions.

Energy: 5%
Finance: 5% 9y 9%

Transportation:
5%

Manufacturing: /:
8%

Public: 26%

Commerce: 9%\ ,
Service: 17%

Communication:
1%
Medical: 14%

Fig. 2. Distribution of data analysis cases over business domains (number of cases is 111)

Because of this, we began to understand that there should be levels of BI systems
depending on the maturity of the business environments, and classified the systems into
four levels based on two viewpoints. One viewpoint is the scope of the BI systems, that
is, if they cover management of KPIs or management of actions. The two alternatives
correspond to the two phases proposed in Section 2. The other viewpoint is the func-
tionality, that is, if the functionality provided by the BI systems covers just manage-
ment of information loaded from other IT systems and then integrated, or management
and creation of information useful for making decisions. The information is created
using such technologies as data mining, simulation, or optimization. With two alter-
natives for each viewpoint, we have four levels of BI systems as shown in Fig. 3. In this
section, each level is briefly described and is mapped to a subset of the business
processes it covers.

Level 1: Visualization

The goal of this level of BI systems is to visualize KPIs, the model related to the KPIs,
and causal factors of valid hypotheses, for reporting them to enterprise management.
Validation of the hypotheses is also part of the goal. However, this level does not en-
sure that the business goals are achieved. Therefore, the return on investment of this
level is often questioned by enterprise management in the long run.
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Level 2: Data Mining

The goal of this level of BI systems is the same as that of level 1, however, the models
or the valid hypotheses are created using such data mining methods [2] as multivariate
regression, clustering analysis, or correlation analysis. The information used in this
level is the same as in level 1.

Level 3: Validation of Actions

The goal of this level of BI systems is to validate the effectiveness of the proposed
actions, and manage the causes and effects of the actions taken. There are two ways to
do this. One way is to validate the actions after they are executed. The other way is to
validate the actions before they are executed. In both cases, the validation process is
done by human.

Level 4: Service Execution

The goal of this level of BI systems is to create new services for employees within
enterprises or for customers outside enterprises, using such technologies as statistical
analysis or mathematical programming. The important point of this level is to provide
information that completely changes service levels by the technologies. Well known
examples are Amazon’s system of recommending books based on customer purchase
history [1,14], and Capital One’s system of recommending new services to customers
when they contact a call center [14]. In addition to the information used in level 3, some
specific information useful for validation and execution of services is generated in this
level.

In some cases, technology such as simulation is used to estimate the effects of new
services before they are actually provided. This avoids the risks of executing actions,
has no negative effects, and does not confuse employees by changing their business
processes. For example, the business goal of a call center was to decrease the response
time for customer complaints. To this end, changes to business tasks were planned and
simulated before they were actually put into action.
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Table 1. Alignment of each level of BI systems to business processes of BI

Levels L Data min- | Validation Service
. Visualization ) ) )
Business processes ng of actions execution
1.Define business goals H H - -
2. Create model H S - -
3.Extract hypotheses H S - -
4.Choose valid hypotheses H S - -
5.Choose achievable hypo- i i i it
theses
6.List & validate actions - - H S
7.Execute actions - - H S
8.Monitor actions - - H H
9.Improve actions - - H H
10.Improve hypotheses H S - -

H: The business process is executed by human, and the information related to
the process is managed by BI systems of the level.

S:  The business process is executed by human, and the information related to
the process is generated and managed by BI systems of the level.

Table 1 shows how each level of BI systems covers the business processes proposed
in Section 2. It is possible that a BI system could cover more than one level shown in
this section.

4 Modeling

This section proposes the models, which are the frameworks for categorizing and or-
ganizing hypotheses and actions, and provide accountability for enterprise manage-
ment. Although the models vary depending on the hypotheses or the actions, they can
be categorized in 3 types.

Type 1: Categorization of Business Objects

This type of models describes the business objects that are the target of improvement,
and categorizes the business objects into categories significant for enterprise man-
agement. For example, if the business goal is to increase the sales of shops, then the
business objects are shops, and the model categorizes the shops into categories, such as
shops in the suburbs, or shops in downtown, etc. Since the model should be used for
mapping hypotheses and actions, it is expected that the hypotheses and the actions vary
depending on the categories of the shops. In some cases, the relationships among
categories are also described. An example of the relationships is shown in Section 5.

Type 2: Description of Relationships among Business Objects
This type describes business goals, business objects consisting of business environ-
ments, and the relationships among them. For example, if the business goal is to
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increase the profit of each sales person, then the model consists of business objects
“customers” and “sales person” and the relationships between them such as “sell” and
“contact.” Causal relationships among business goals and other business objects are
special cases of the relationships.

Type 3: Description of Business Tasks

The last type describes business tasks which enterprise management would like to
improve. In some cases, only the names of the business tasks are important for cate-
gorization, while in other cases the way business tasks are performed is more impor-
tant. The latter are the cases often seen in level 3 or 4 since ways to improve business
tasks or provide new services are the focus of BI systems of these levels.

Using the models, hypotheses and actions are mapped to the elements of the models,
and through these mappings the comprehensiveness of the hypotheses and the actions is
understood by enterprise management. Further examples of each type are shown in the
next section.

5 Case Studies

This section shows several cases that we have encountered in the past.

Example 1: Increasing Profits in Project Management

The business goal of an enterprise was to increase the profit of each project, and the KPI
was the profit per sale. To achieve this goal, hypotheses such as “high degree of em-
ployee satisfaction leads to large profits”, “a certain number of skilled managers is
necessary”’, and “proper outsourcing of part of the work is necessary” were extracted.
The first hypothesis was validated by correlation analysis, however other hypotheses
were not validated due to the lack of data. A simple model of Type 2 was developed as
shown in Fig. 4 to map various hypotheses. The BI system covered the business proc-
esses 1 through 4, and its level was 1. The information used was profits, costs, number of
employees per project, and the skills and the satisfaction degree of each employee.

Organization 1 Order (sales, costs..)

Qutsourcing
J

Education Incentive

Fig. 4. A model of business environment surrounding projects



54 J. Sekine et al.

erebral infarctio
Atherosclerosis

Hypertension

Medical expenses

Time

Fig. 5. State transition diagram of diseases

Example 2: Cost Reduction of Medical Expenses

The business goal of a health insurance organization was to decrease medical expenses,
and the KPI was medical expenses per member. To achieve this goal, a model showing
the transition processes between diseases was created from data as shown in Fig. 5.
Each node of Fig. 5 denotes a disease and each arrow denotes that there is a possibility
of transition from one disease to another with a given probability. This is a model of
Type 1, with additional information, transition between diseases. By checking the
model, the hypothesis “a cost effective reduction of medical expenses can be achieved
by focusing on members whose diseases are likely to migrate to serious ones” was
extracted. The BI system covered the business processes 1 through 4, and the level of it
was 2. The information used was the history of medical expenses per member, and the
model extracted from the patient histories.

Example 3: Decreasing Stock of Products

The business goal of an enterprise was to decrease the stock of products, and the KPI
was the total amount of the stock. The key action to be taken was to estimate future
demand of each product, but the estimation of the demand was usually done by a human
and not always precise. To achieve the goal, a new estimation algorithm was created
and validated by simulation using real sales data. The algorithm was able to decrease
the stock by 10 percent. The BI system covered the business processes 5 through 9, and
the level of this BI system was 4, since it used simulation to estimate the effects of new
business tasks using the algorithm and the algorithm was actually adopted by the en-
terprise after the validation. In this case, the model was not explicitly described,
however, business tasks for managing stock, with details of how and when products
were ordered, were used for simulation, and this information actually constituted a
model of Type 3. The information used in the BI system was sales and stock of each
product.

Example 4: Decreasing the Number of Complaints at a Call Center

The business goal of a call center was to decrease the number of complaints it receives
from service agents, and the KPI was the number of complaints. To achieve this goal, a
model of business tasks used by the agents in selling services was developed as shown
in Fig. 6. This model was Type 3. Using the model, the complaints were categorized by
the business tasks, and a few business tasks that were related to most of the complaints
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were identified. Based on the finding, the reasons for the complaints were further in-
vestigated, and finally it was found that the guidance for the services was incomplete.
The hypothesis in this case was “decrease the numbers of complaints of the business
tasks that are responsible for most of the complaints.” This BI system covered the
business processes 1 through 9, and the levels of it was 1 and 3. The information used in
this example was the complaints themselves and the model used to classify the com-
plaints. Since the complaints were written in text, a text-processing functionality was
used for the investigation.

Example 5: Increasing Sales in Membership Services
The business goal of an enterprise providing online membership services was to in-
crease sales of new services, and the KPI was the sales of the services. To achieve this
goal, the recency, frequency, and monetary value (RFM) analysis was conducted to
categorize their customers. The categories derived constituted a model of Type 1. The
results showed that the repetitive use of the services was insufficient. Therefore the
hypothesis “increase the frequency of service usage for each member” became a valid
hypothesis. The level of the BI system was 2, since it covered only the business proc-
esses 1 thorough 4 and was too early to find out any action. The information used was
the purchase history of each member and the model extracted by the RFM analysis.
Note that the RFM analysis is often used to classify customers based on the last time
they used services, the frequency of the usage, and the average sales of the services per
customer. Another way of classifying customers is clustering analysis.

Example 6: Decreasing Cost of Delivery Service

The business goal of a delivery service enterprise was to deliver services in a cost
effective way, and the KPI was the total time for delivery. An analysis of delivery
persons’ work records formed a basis for a model of how they delivered services from
house to house. This was a model of Type3. Then, the hypothesis “a decrease in the
variation of delivery time of delivery persons would decrease the total time for deliv-
ery” was formed. In fact, some delivery persons could finish their works in a short time
because the distance between houses was short down town, while other delivery per-
sons could not because distances were far in the suburbs. Then, an action was proposed
that optimize the workload of each delivery agent to minimize variations among them.
The BI system covered the business processes 1 thorough 9, and the levels of it were 1
for the investigation of hypotheses and 4 for optimization using mathematical pro-
gramming. The information used in the BI system was the total time for delivery, the
work records of delivery agents, and the results of optimization.

As shown in the examples, the levels of BI systems vary and the actual BI systems
sometimes cover more than one level, as shown in Table 2. It is also shown that the
types of models used also vary. Although only one type of models is used for each
example, there would be cases where more than one type of models is used.
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Table 2. BI system levels and model types for each example

Example # 1 2 3 4 5 6
BI 1)Visualization Yes - - Yes - Yes
system 2)Data mining - Yes - - Yes -
level 3)Validation of actions - - - Yes - -
4)Service execution - - Yes - - Yes
Model l)CaFegorlzatlon of business ) Yes . ) Yes )
type objects
2)Description of relationships
. . Yes - - - - -
among business objects
3)Description of business _ ) Yes Yes ) Yes
tasks

6 Concluding Remarks

In this paper, we proposed a two-phase business processes for BI: the first phase ex-
tracts and checks the validity of hypotheses for achieving business goals and the second
phase clarifies the actions needed to implement the hypotheses. Four different levels of
BI systems are also proposed. These are mapped onto subsets of the business processes
and the business information used in the processes. This mapping is used to align the
business goals of BI with BI systems. Studies of real cases have shown the validity of
the business processes and their mapping to BI systems. As shown in the examples, it is
not easy to reach level 3 or 4. We understand that we should start from level 1 or 2, and
if we are able to get enough support from enterprise management and if the data sup-
porting BI systems are available, we may be able to proceed to the next levels.

We also proposed three types of models used to clarify the hypotheses or the actions
to be considered. We believe that it is important to make enterprise management un-
derstand the whole picture of the hypotheses and the actions. The types of models that
are useful for different situations are yet to be investigated. We would like to build a
catalog of modeling methods with rationales and criteria for their use. As we are con-
tinuously analyzing data for our customers, we would like to feedback our experiences
for improving the method, including the modeling process.
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Abstract. Evaluating the complexity of business processes during the early
stages of their development, primarily during the process modelling phase, pro-
vides organizations and stakeholders with process models which are easier to
understand and easier to maintain. This presents advantages when carrying out
evolution tasks in process models — key activities, given the current competitive
market. In this work, we present the use and validation of the CFC metric to
evaluate the complexity of business processes modelled with BPMN. The com-
plexity of processes is evaluated from a control-flow perspective. An empirical
evaluation has been carried out in order to demonstrate that the CFC metric can
be useful when applied to BPMN models, providing information about their
ease of maintenance.

Keywords: Business process models, BPMN, measurement, validation.

1 Introduction

Business process modeling is the first step towards the achievement of organizational
goals, because its importance resides not only in the description of the process, but in
that it also usually represents a preparatory phase for activities such as business proc-
ess improvement, business process reengineering, technology transfer and process
standardization [1].

But in all these activities the business process models are managed by different
stakeholders (business process analysts, domain experts, technical analysts, software
developers, among others). Therefore, one of their main purposes is support commu-
nication between stakeholders, and to fulfil this purpose business process models
should be easy to understand and easy to maintain. High complexity in a process has
several undesirable drawbacks: it may result in bad understandability, errors, defects,
and exceptions, thus leading to the need for more time to develop, test and maintain
the processes. Therefore, the first step towards reducing the complexity of processes
is to first recognise its existence, and, then, measure it.

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. SSE 2009.
© Springer-Verlag Berlin Heidelberg 2009
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In this context, Cardoso [2] has defined process complexity as the degree to which
processes are difficult to analyze, understand or explain. Along with this definition
Control-Flow Complexity (CFC) metric for analyzing the degree of complexity of
business processes has been presented. The metric is independent of the language used
to model business processes. On the other hand, another stream of research [3, 4, 5] has
concentrated efforts to develop a set of measures for the evaluation of models devel-
oped with BPMN (Business Process Modeling Notation) [6] which have been empiri-
cally validated. They are based on the measurement of the structural properties of
process models. As a result of this empirical validation, several measures were corre-
lated with the usability and maintainability of processes. However, we believe that
since the measures proposed in both research streams are based on the analysis of the
complexity of business processes models, it is important to analyze the influence of the
CFC metric on the complexity of BPMN models from a control-flow perspective.

This paper therefore presents the analysis and empirical validation of the influence
of the CFC metric on the usability and maintainability of BPMN process models. This
is done by using the data obtained from two families of experiments which had previ-
ously been carried out to validate measures of the structural complexity of BPMN
models [5].

This paper is organized as follows. Section 2 provides an overview of the related
work in this area of research and Section 3 introduces the CFC metric, presenting an
example of computation in a business process modelled with BPMN. Section 4 pro-
vides an overview of the two families of experiments carried out to empirically vali-
date measures for BPMN process models. Section 5 presents the analysis of results in
the validation of the CFC metric, using the data obtained from the experiments with
the BPMN models. Finally, conclusions are outlined in Section 6.

2 Related Work

The complexity and other characteristics and aspects of business processes models
(BPMs) such as size, density, cohesion, and coupling have been analyzed and meas-
ured by researchers who agree that, as with software processes, business processes
should minimize their complexity in order to provide adequate support to the various
stakeholders. The vast majority of the measures proposed for analyzing the complex-
ity of BPMs have their origin in, or are adaptations of, measures previously defined
for the evaluation of software. For instance, in [7, 8, 9, 10], this topic is analyzed and
software complexity metrics (or other characteristics of software) are analyzed and
compared with corresponding metrics for BPMs.

However, it is important to highlight the different perspectives from which the
complexity of a business process has been evaluated. For instance, Gruhn and Laue
[11] have adopted complexity measures based on cognitive weights, assuming that
this is a good manner in which to measure the difficulty of understanding the BPM
elements. In [12], Mendling investigates how the complexity of models influences
errors observed in a wide range of existing BPMs by developing a set of metrics to
measure the probability of error and testing 28 business process metrics as error pre-
dictors on a set of over 2000 process models from different samples [13, 14]. In [7],
some ideas from McCabe’s cyclomatic complexity are used and the CFC metric is
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defined, which can be used to analyze the complexity of business processes from a
work-flow perspective (see Section 3).

Nonetheless, while a number of metrics have been proposed the work published
about empirical validation of the measures is almost inexistent. In a recent study, the
use of BPMN elements in practice and their implications were analyzed [15]. In this
context, we use the CFC metric defined by Cardoso [2] to evaluate the control-flow
complexity of several BPMs developed with BPMN standard notation [6]. The work
presented in [2, 3] coincide in the study of the metrics defined for evaluating software
processes complexity and their extension and adaptation to business processes. In
addition, both share the idea that when information regarding process model complex-
ity is obtained, the model is easier to understand and modify in order to perform
maintenance tasks, and process quality improvement is more likely to occur.

3 Control-Flow Complexity Measure

An important aspect to consider in the quest to achieve an effective process manage-
ment is the complexity analysis of processes. This is the aim of the CFC metric,
whose definition is based on the hypothesis that the complexity of a process can be
derived from its control-flow behaviour and it is affected by constructs such as splits
and joins. As a result, the formula developed captures the complexity of XOR-split,
OR-split and AND-split constructs as follows:

XOR-split Control-flow Complexity. Determined by the number of mental states that
are introduced with this type of split. The function CFCxog.spii @), Where a is an activ-
ity, computes the control-flow complexity of the XOR-split a. For XOR-splits, the
control-flow complexity is simply the fan-out of the split.

CFCxor-spiic(@)= fan-out(a) (D

OR-split Control-flow Complexity. Determined by the number of mental states that
are introduced with the split. For OR-splits, the control-flow complexity is 2°(n-1),
where n is the fan-out of the split.

CFCOR-split(a)z 2fa“'0Ul(a)—1 o

AND-split Control-flow Complexity. For an AND-split, the complexity is simply 1.
The process designer needs only to consider and analyze one state that may arise from
the execution of an AND-split construct, since it is assumed that all the outgoing
transitions are selected and followed.

CFCanp.gpii(@)= 1 3)

Mathematically, the Control-Flow Complexity metric is additive. This is done by
simply adding the CFC of all the split constructs and is calculated as follows:

CFC = 3 CFCxor-spiit(@) + 2CFCorspiie(@) + 2 CFCanp-spiic(a) 4

The greater the value of the CFC, the greater the overall structural complexity of a
process will be. CFC analysis seeks to evaluate complexity without the direct
execution of processes.
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3.1 Example of CFC Calculation

Figure 1 shows a business process for an online ticket purchase modelled with
BPMN. This process states that a customer has to choose between different outgoing
paths once the process is initiated. Basically, it consists of selecting the type of tickets
that is being sought on the Web, and for each option there are diverse outgoing paths.
The process finishes when the purchase is carried out satisfactorily or when the cus-
tomer cancels the purchase process. As example, the results of the Control-Flow
Complexity calculation carried out in the process of Figure 1 are shown in Table 1.

The calculation of the overall CFC value basically consists of adding the individual
CFC of each split. The value obtained gives an indication of the complexity of the
ticket purchase process. With this example, it has been possible to verify that CFC
metrics can be used to measure the complexity of BPMN models, thus fulfilling their
objective of analyzing the control-flow complexity of business processes.

‘ ‘ www.tickets.com ‘

To show
musical

To show
dance
. To show ' To select
childish play date-play -
la ‘Are data

To show
drama

To see
musical

Theatre

Access to
tickets.com

Whatftype of
tickety deek?

Ui
ticketg.com

To print
Do you want to payment (<1
@ continue with voucher

de purchase?

User

To look for
tickets in
the Web

To select
number of
ticket-park

To select
date-park

the data
rrect?

Fig. 1. Online ticket purchase process

Table 1. Values of CFC metrics for the process from Fig. 1

CFC Metric Value CFC Metric Value
CFCxorspiie(tickets type?) 4 CFCxorspiit(shows offer type?) 4
CFCxor.spiie(to select theatre type) 5 CFCxorspiit(offer data correct?) 2
CFCxor-spiit(theatre data correct?) 2 CFCogr.spiie(to select province/park) 221
CFCxorspli(Wants to see record?) 2 CECanp.spiit(to access the web) 1
CFCxor-spiit(wants to buy?) 2 CFC anp-spiic(to select theatre type) 1
CFCxor.yi(Wants continue the purchase?) 2 CFCanp.spiie(to select offer type) 1
CFCXOR,ﬂ,(payment’ problems?) 2 CFC (Online ticket purchase) 31
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4 Measures for BPMN Models

Our work consists of analyzing and empirically validating the CFC metric on the
basis of previous work carried out to evaluate models developed with BPMN. Hence,
in this section a summary of our previous works is included in order to place the re-
sults presented in this paper in context.

With the aim to evaluate the complexity of business processes by starting from the
model which is a conceptual representation, we have previously defined a set of
measures grouped into two categories: Base Measures and Derived Measures. Table 2
shows an example of some derived measures (the complete list of measures can be
found in [3]).

Table 2. Derived measures for BPMN models

Measure Definition Formula
TNE Total Number of Events of the Model TNE = NTSE + NTIE + TNEE
TNG Total Number of Gateways of the Model | TNG=NEDDB+NEDEB+NID+NCD+NPF
TNDO Total Number of Data Objects TNDO = NDOIn + NDOOut
CLA Connectivity Level between Activities CLA= 7;1;1;5
PDOPOut Proportion of Data Object as Outgoing PDOPOut = NDOOut
Product and the total of Data Objects TNDO
Proportion of Data Object as Outgoing PDOTOut = NDOQut
PDOTOut Product of Activities of the Model TNT

The following subsections present the research context and an overview of the two
families of experiments which were conducted to empirically validate the relationship
between the proposed measures and the usability and maintainability of BPMN models.

4.1 Research Context

The objective of carrying out families of experiments to empirically validate the
measures presented in [3] was to discover which of the measures defined could pro-
vide useful and objective information about the external quality of business process
models. They focused mainly on two characteristics of the ISO 9126 external quality:
usability (understandability) and maintainability (modifiability). The results obtained
in the empirical validation of the first family are presented in [5].

Initially, the measures were theoretically validated according to the Briand et al.
theoretical framework [16]. As a result, it was possible to group them in relation to
the different properties of structural complexity (size, coupling and complexity) they
evaluate (Fig. 2). So, the next step consisted of carrying out the empirical validation.

A set of experiments was planned and designed for the empirical validation of the
measures defined. The GQM template (Goal Question Metric) [17], was used to de-
fine the research objectives as analyse measures of the structural complexity of BPMs
with the purpose of evaluating them as regards their capability of being used as indi-
cators of the understandability and modifiability of BPMs, in the context of PhD
students, research assistants and others.
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BPM Structural Complexity
‘ Usability

Maintainability

External Quality

Size [ coupling Complexity | [ Understandability | [ Modifiability |

NSNE. NSTE, NSMsE.
NSRE, NSLE, NSME
NINE, NITE, NIMsE, NIEE,
NICaE, NICOE, NIRE, NILE
NIMUE, NENE, NEMSE, | NSFA
Base NEEE. NECaE, NECoE.
Measures | NELE, NEME. NETE, NT, | NSEP
NTL NTMI, NTC. NCS NS

NCSL. NCSMI, NCSC,

NCSA. NEDDB, NEDEB

NID, NCD, NPF, NDOIn,
NDOOUt, NP, NL

TNSE, TNIE, TNEE, TNE.
TNT, TNCS, TNA, TNG,
PDOTOu, PLT

Derived
Measures

CLA,
CLP PDOPIn [ TNDO | PDOPOut

Fig. 2. Relationship between structural complexity and quality attributes

The hypothesis proposed with regard to the research objective was to ascertain
whether there is a significant correlation between the measurements of structural
complexity and the understandability and modifiability subcharacteristics. The inde-
pendent variables were the measures defined for BPMN models and the dependent
variables were those relating to the understandability and modifiability of BPMs.
Later these were measured according to answer times, number of correct answers,
subjective evaluation and the efficiency in the accomplishment of the tasks.

4.2 First Family

The first family of experiments was composed of five experiments. The experimental
design used was the same for all five experiments. Thus, they were carried out in
similar circumstances and in the same context, that is to say, by applying the same
research objective, hypotheses and variables. In the experimental design a within-
subjects design was carried out in which all the subjects had to do all the tests.

Material composed of ten randomly ordered BPMN models was given to each sub-
ject. These BPMN models had different structural characteristics; that is to say, dif-
ferent degrees of complexity; they included two questionnaires formulated for each
process model. The first one was related to the understandability, and the second to
the modifiability. A subjective question about the complexity of the model was also
included. A more detailed description of the material can be found in [4].

The subjects (Table 3) were chosen since all of them had sufficient knowledge of
modelling to carry out the experimental tasks. To leverage their knowledge about
process modelling, a training lesson was carried out before the experiments run. This
session consisted of an introduction to business processes and training about the
BPMN standard notation.
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Table 3. Groups of participants in the first family of experiments

Exp Group N° Sub. Profiles
PhD students, research assistants and lecturers in
Computer Engineering.
2 UAT (Mexico) 31 Master’s students in Information Systems.
Master’s Students in:
e  Software Technology

1 UCLM (Spain) 27

University of

3 Sannio (taly) 37 e  Software Management and Technology
e Computer Science Technology for
Organizational Management and Knowledge.

4 HGCR (Spain) 6 Health professionals.

5 UCLM (Spain) 8 PhD students

4.3 Second Family

The second family of experiments included the development of five experiments.
In the experiments of the second family, understandability and modifiability as-
pects were also analyzed, the difference being that in this instance separate
experiments were designed to analyze each aspect. From the five experiments
included in the second family, the first three were carried out to analyze the under-
standability of the models, and the modifiability was evaluated in the last two
experiments.

The experimental material used to analyze the understandability consisted of fifteen
BPMN models with different structural characteristics and degrees of complexity. For
each model, a questionnaire with three questions related to the understandability of the
process model was elaborated. In order to analyze the modifiability, the experimental
material consisted of twelve BPMN models and a questionnaire with two modification
requirements for each model. Moreover, in all cases the subjects answered a subjective
question regarding the complexity of the process model [5].

As with the first family of experiments, the participant subjects in the second fam-
ily (Table 4) received a training session about BPMN.

Having described the families of experiments the following step in this paper is to
present the descriptive and statistical analysis that was carried out to validate the CFC
metric. This was done by taking the data obtained concerning the dependent variables
to determine the feasibility of using the CFC metric to measure the structural com-
plexity of business process models developed with BPMN.

Table 4. Groups of participants in the second family of experiments

Exp. Group N° Sub. Profiles

1 (U) UCLM (Spain) 22 PhD students and students in Computer Engineering.
2 (U) UCLM (Spain) 40 Students of 4" year in Computer Engineering.

3(U) UCLM (Spain) 9 PhD students and students in Computer Engineering.
4 M) [gq;:fgtlgy())f 29 Students in Computer Engineering

5 M) | UAT — (Mexico) 15 Master’s students in Information Systems.
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As both the CFC metric and the measures proposed in [3] evaluate the structural
complexity of BPMs, the same experimental design, hypothesis and variables in the
two families of experiments can be stated. Consequently, the data obtained in the two
former empirical studies can be used to analyze whether a correlation between the
CFC metric and the maintainability of the BPMN models exists. The results of the
CFC validation are shown in the next section.

5 Analysis and Validation of the CFC Metric

The CFC metric, presented in section 3, has been previously validated, by analyzing
its values in different process models represented with the METEOR workflow man-
agement system and with regard to the subjective evaluation of such models by proc-
ess designers [18]. As a result, the authors concluded that the CFC metric is highly
correlated with the complexity of processes and, therefore can be used by business
process analysts and designers to analyze the complexity of processes and to develop
simpler processes when possible.

In this paper our aim is to corroborate whether the CFC metric can be used to ana-
lyze the complexity of business processes developed with a standard notation such as
BPMN. Our goal is also to provide some insight, based on objective data, into the
metric’s influence on the ease of understanding and modifying BPMN models. With
this objective in mind the stated research hypotheses are:

- Null hypothesis, Ho,: There is no significant correlation between the CFC metric
and understandability.

- Alternative hypothesis, Hy,: There is a significant correlation between the CFC
metric and understandability.

- Null hypothesis, Hy,,: There is no significant correlation between the CFC metric
and modifiability.

- Alternative hypothesis, H;,: There is a significant correlation between the CFC
metric and modifiability.

5.1 Descriptive Analysis

The first step, in order to carry out the descriptive analysis, was to obtain the values of
the CFC metric of the models used in all the experiments (Table 5). The values of the
CFC metrics reflect the degree of complexity of control-flows between process mod-
els. For example, process models 7 and 10 of the first family have the highest values
of CFC. It is therefore possible to state that they have a greater structural complexity
than process model number 1. In the second family, the highest CFC values were
obtained with the first five models, as these models contained more gateways.

In both families of experiments, the dependent variables were measured based on:
1) the times that the subjects needed to carry out the required tasks, 2) the percentage
of correct answers, 3) the subjective evaluation with regard to the complexity of the
models, and 4) the efficiency of the answers (calculated as the ratio between the num-
ber of correct answers and the time needed to respond).
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Table 5. Values of the CFC metric in experimental material

Process 1™ Family 2" Family
Model | Exp.1,2and5 | Exp.3 | Exp.4 | Exp.1,2and 3 | Exp.4and 5
1 2 2 2 25 25
2 2 2 2 25 25
3 6 6 6 33 33
4 8 8 8 31 --
5 7 7 7 2 2
6 6 6 6 7 -
7 11 11 8 9 9
8 2 2 3 5 5
9 2 2 8 8 8
10 14 15 15 0 0
11 2 --
12 4 4
13 8 8
14 4 4
15 0 0

Table 6 shows a summary of the results obtained from the experiments carried out,
with regard to the time (in minutes) that the subjects needed to respond to the tasks
related to understandability and modifiability.

By analyzing the time taken by the subjects to carry out the required tasks, it is
possible to identify the process models in which more time was needed. For instance,
for the understandability tasks in the first family, the subjects took more time to ana-
lyse process models 5, 7 and 10, whilst they took more time to carry out the modifica-
tions requested with process models 3, 4 and 7. On the other hand, the time taken by
the subjects in the second family of experiments to carry out the tasks relating to the
model’s understandability is greater for process models 1, 2, 3, 4 and 13. For the
modifiability tasks, the models 1, 2 and 13 had more spend time.

The results in both families reflect, in the first instance, the relationship of the un-
derstandability times - degree of model complexity, when comparing tables 5 and 6,
since process models 7 and 10 in the first family and process models 1 to 4 in the
second family coincide as being those of greater complexity. The descriptive analysis
relating to correct answers, subjective evaluation and efficiency was carried out in a
similar manner. Once the descriptive analysis of the data had been completed, the
statistical correlation analysis was carried out and it is presented in the next section.

Table 6. Values of answer times (first family)

First Family Second Family
Process Understandability Times Modifiability Times Process e~ Times | Mod. - Times
Model Model
Exp. 1| Exp. 2| Exp. 3| Exp. 4| Exp. 5| Exp. 1 | Exp. 2 [ Exp. 3| Exp. 4] Exp. 5 Exp. 1| Exp.2 | Exp. 3] Exp. 4| Exp. 5
1 121 181 230 178 132 327 323 325 316 247 1 135 137 178 308 137
2 166 159 218 134 148 401 454 450 305 581 2 137 124 137 331 124
3 185 182 228 174 189 291 384 418 348 773 3 238 245 331 253 245
4 149 175 214 164 362 306 2546 | 1509 420 272 4 135 137 205 ~ ~
5 280 248 295 337 293 375 438 384 519 407 5 52 53 63 181 53
6 279 220 270 142 205 345 409 383 196 540 6 120 122 163 ~ ~
7 221 230 307 145 284 416 473 419 453 405 7 102 114 142 242 114
8 211 193 225 143 218 305 392 416 284 379 8 101 96 108 180 96
9 187 240 225 101 241 392 362 343 306 527 9 92 97 159 294 97
10 238 247 277 243 187 319 454 461 319 364 10 56 53 57 171 53
11 123 126 178 ~ ~
12 94 97 122 144 97
13 174 161 262 312 161
14 111 112 192 184 112
15 49 53 116 162 53
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5.2 Correlation Analysis

The first step of the correlation analysis was to ascertain whether the distribution of
the data was Normal. Therefore the Kolmogorov-Smirnov test was applied. Since the
data distribution was not Normal, we decided to use a non-parametrical statistical test.
We have used Spearman correlation coefficient with a level of significance of a =
0.05, which indicates the probability of rejecting the null hypothesis when it is certain
(type I error). That is to say, a confidence level of 95% exists. The Spearman correla-
tion coefficient was used to separately correlate each of the measures with the de-
pendant variables as regards each of the aspects evaluated in the descriptive analysis
(answer times, correct answers, subjective evaluation and efficiency). The following
subsections show the results obtained in the two families of experiments.

5.2.1 Results of the First Family

Table 7 shows the results of the correlation of the CFC metrics with regard to the
measures of the dependent variables. With regard to understandability, only the
CFCanp-spiic metric was validated in the fourth experiment in correlation with the an-
swer times and subjective evaluation. In this case, we can conclude that the number of
AND-split construct affects the understandability of the model, which is reflected in
the answer time.

With regard to modifiability, the correlation analysis shows that the CFCxog-gpiic
and CFC metrics were validated in experiments 2 and 3 in relation to the answer
times, subjective evaluation and efficiency. On the other hand, only the CFCnp_gpiit
was validated in the third experiment in relation to the subjective evaluation.

From the results of the correlations analysis obtained in the first family of experi-
ments, we can observe that the relationship of CFC metrics to process complexity is
greater with regard to the modifiability aspect in particular. Specifically, these results
show that the XOR-split construct affects above all the modifiability of the model. In
addition, the validation of the CFC metric (which adds all the split constructors) gives
us an indication that the structural complexity of a process, from the point of view of
control flows, affects modifiability.

5.2.2 Results of the Second Family

In the second family of experiments, understandability and modifiability aspects were
also evaluated, but in separate experiments designed to analyse each aspect. By fol-
lowing the same procedure as the one carried out in the first experimental family,
once we had obtained the summary of data for each of the dependent variables meas-
ures (answer times, correct answers, subjective evaluation and efficiency) we carried
out the analysis of correlations.

Table 7. Correlations of the CFC metrics and understandability (first family)

Understandability Modifiabilit
Measure Times |Sub. Eval.]] Times Subj. Eval. Efficiency
Exp-4 Exp-4 Exp-2 Exp-2 Exp-3 Exp-2 Exp-3
CFC (XOR) X X X X X
CFC (OR)
CFC (AND) X X X
CFC X X X X
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Table 8. Correlations of the CFC metrics and Understandability (second family)

UNDERSTANDABILITY MODIFIABILITY
Measure Times C. Answer | Sub.Eval. | Efficiency Times | C.Answer Sub. Eval. Efficiency
E-1| E-2| E-3| E-1| E-2| E-3] E-1| E-2| E-3| E-1| E-2| E-3| E-4| E-5] E-4 | E-5] E-4 | E-5 | E-4 | E-5
CFC(XOR) | X X[ X X X X[ XX x| Xx]x] Xx X X X
CFC (OR) X X[ X X X X[ XXX X] X[ X X X
CFC(AND) | X | X[ X X X X[ X]Xx[X]X]X X X
CFC X X]X X X X[X]xIX][X]X] X X X X

Table 8 shows that the CFC metrics were, on the whole, validated in relation to the
variables analyzed. With regard to the understandability the correlations with the
answer time the CFC metrics were validated in all experiments. This same correlation
exists with regard to the variables of subjective evaluation and efficiency. The correct
answers were only validated in the second experiment.

The correlation analysis results with regard to the modifiability also indicate that
all the CFC metrics are highly correlated with the modifiability of the process models.
The influence of the control-flow complexity on the modifiability of the BPMN mod-
els is reflected essentially both in the answer time in the required tasks and in the
subjective evaluation and efficiency in the accomplishment of the tasks.

There are significant differences between the results obtained from the correlation
analysis in the experiments of the second family as compared to the first one. These
differences were also observed when the validation of measures for BPMN models
was carried out. One reason for this was that the experimental material used in the
second family of experiments was an improved version of that used in the first one
(which, according to the feedback obtained, did not have much variability in its
structural complexity). The accomplishment of the second family was therefore
based on two main characteristics: a) the selection of a subset of structural complex-
ity measures which included only the most significant measures (29 from the
60 initially defined) according to empirical results and an analysis of principal com-
ponents, and b) an increase in the variability of the structural complexity of the mod-
els. We can thus consider the results obtained in the second family to be more
conclusive.

The results obtained indicate that XOR-split, OR-split, and AND-split constructors
affect the understandability and modifiability of the model. Therefore, based on the
results and as regards the hypothesis proposed, it is possible to reject the null hy-
potheses and to conclude that there is a significant correlation between the CFC
metric and the understandability and modifiability of BPMN models.

Finally, as a result of this empirical study, we consider that the CFC metric is a
suitable complement in measuring the structural complexity of business processes
models with BPMN alongside the measures proposed in [3]. With the use and valida-
tion of the CFC metrics it is possible to obtain additional information with regard to
the structural complexity of BPMs, in this case from a control-flow perspective. This
allows designers building process models (given more than one possible and equiva-
lent modelling alternative) to determine which of those models is more usable and
maintainable.



Analysis and Validation of Control-Flow Complexity Measures 69

6 Conclusions

In this work we have presented the evaluation and empirical validation of the CFC
metric for measuring BPMN business process complexity from the point of view of
control-flows. The empirical validation relied on the results obtained from two fami-
lies of experiments which included the carrying out of a total of ten experiments.
Initially, these experiments were carried out with the aim of evaluating the structural
complexity of BPMs, as a means to obtain useful information concerning their
understandability and modifiability.

The CFC is a design-time measure. It can be used to evaluate the difficulty of pro-
ducing a BPMN process design before implementation. When control-flow complex-
ity analysis becomes part of the process development cycle, it has a considerable
influence on the design phase, leading to further optimized processes. It is a well-
known fact in software engineering that it is cost-effective to fix a defect earlier in the
design lifecycle rather than later. To enable this to be done we introduce the first steps
with which to carry out process complexity analysis.

As a result of applying the CFC metric, we were able to obtain additional informa-
tion regarding the structural complexity of business processes. It was also possible to
validate the CFC metric and to establish that it is highly correlated with the control-
flow complexity of a business process and, therefore with its understandability and
modifiability. These results, along with the results on the validation of BPMN meas-
ures previously obtained, provide valuable information when carrying out improve-
ments or maintenance tasks in process models. A better understanding of the process
facilitates its later modelling and evolution.

We believe that the evaluation and measurement of business process complexity in
early phases of development (such as design and modeling phases) can help to iden-
tify problems in a process model and, therefore, assist designers to create or choose
process models that are easy to understand for all stakeholders. Understandable mod-
els also facilitate maintenance tasks, thus reducing implicit costs. Models that are easy
to understand and maintain can provide support to development tasks, such as process
reengineering, the redesign of business processes on a large-scale and refactoring.
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Abstract. There is a wide variety of drivers for business process mod-
elling initiatives, reaching from business evolution and process optimisa-
tion over compliance checking and process certification to process
enactment. That, in turn, results in models that differ in content due
to serving different purposes. In particular, processes are modelled on
different abstraction levels and assume different perspectives. Vertical
alignment of process models aims at handling these deviations. While
the advantages of such an alignment for inter-model analysis and change
propagation are out of question, a number of challenges has still to be
addressed. In this paper, we discuss three main challenges for vertical
alignment in detail. Against this background, the potential application
of techniques from the field of process integration is critically assessed.
Based thereon, we identify specific research questions that guide the
design of a framework for model alignment.

Keywords: process model alignment, business-IT gap, model consis-
tency, model correspondences.

1 Introduction

The broad field of application of Business Process Management (BPM), from
process analysis to process enactment, results in a variety of requirements for
BPM methods and techniques. In particular, there is a huge difference in the
appropriate level of abstraction of processes, as well as the assumed perspective.
Both, abstraction level and perspective, depend on the purpose of the model and
the involved stakeholders.

Evidently, real-world scenarios require multiple process models, each of them
created for a specific objective. Such a model has to be appropriate in the sense
that it incorporates a reasonable level of detail, focus on certain properties, and
neglects unrelated aspects. As diverging modelling purposes cannot be organized
in a strict top-down fashion, it is unrealistic that the corresponding models can
always be derived through hierarchical refinement. Consequently, and most likely,
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there will be a variety of differences between models. Arguably, these mismatches
are in the nature of process models that serve different purposes. Thus, avoidance
of mismatches might not only be impossible in certain scenarios, it might also
be unnatural and counter-productive. That is to say that a resolution of these
mismatches might impact the adequacy of a process model in a negative manner.

A widely known example for the problem of aligning high-level and low-level
models is the missing fit between business process models and workflow mod-
els. For more than a decade, this notorious ‘Business-IT Gap’ has motivated
various researchers to investigate a better alignment of such models [T2I3/415].
The prominence of this mismatch has somewhat hindered the discussion of the
problem in a more general setting. Due to a similar difference in purpose, we
observe that process models that are created to reflect control objectives for
Sarbanes-Oxley compliance can hardly be used for process reengineering. In the
same vein, SIPOC process diagrams are hardly informative to workflow imple-
mentation projects. While process modelling builds on a certain core in terms of
task description, the diverging application scenarios for these models (see [G]) re-
sult in models that cover accounting operations, web service invocations, control
activities, or strategic to-dos.

This paper argues that various aspects of an alignment of process models
have not yet been investigated in a sufficient manner. Results from various re-
search fields, for instance process integration and behaviour inheritance, might
be adapted for alignment purposes. However, the scope of model alignment goes
beyond the requirements that have typically to be satisfied in these research
fields. Therefore, this paper elaborates on the challenges for vertical model align-
ment in detail and outlines the steps to be taken in order to achieve a mature
solution. Albeit complicated by the usage of different modelling approaches (with
potentially varying expressiveness), the problem of vertical model alignment is
independent of any language. For illustration purposes, we use the Business Pro-
cess Modeling Notation (BPMN) [7] throughout this paper. In order to clarify
our point, we explicitly exclude mismatches from the discussion that stem from
a mismatch between different modelling languages (such as BPMN and BPEL).

Against this background, our contribution is twofold. First, we motivate the
need for vertical alignment and elaborate on three major challenges in detail.
Second, we discuss why existing techniques are not sufficient in order to address
these challenges and identify open research questions. The remainder of this pa-
per is structured accordingly. The next section introduces a motivating example
along with the major use cases for an alignment. Subsequently, Section [ reviews
related work. In Section [ we elaborate on the major challenges for an alignment
of process models. Based thereon, a set of research questions that need to be
tackled is presented in Section Bl Finally, Section [6] concludes the paper.

2 DMotivating Example and Use Cases

In order to illustrate the need for vertical alignment of process models, Figure[]]
depicts two process models describing a lead management process, which we
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encountered in the course of an industry corporation. The upper model shows
solely the major activities, from getting a customer’s contact details to arranging
a deal with them. Here, an intuitive overview of the major processing steps,
independent of any concrete organisational or technical environment, is in the
centre of interest.

At the other end of the line, processes are specified in a fine-grained manner.
They might aim at capturing technical aspects, such as the treatment of excep-
tional cases or data mediation. Furthermore, low-level models often also focus on
the relation between the process and its execution environment. Organisational
units that are mandated to execute the tasks and information systems that sup-
port their execution are assigned to certain parts of the process. The lower process
in Figure[Ilis an example for such a low-level model. It provides not only a more
fine-grained view, but also relates activities to organisational roles.

Granted that there are multiple process models as described before, vertical
alignment of process models is mainly driven by three use cases.

Validation. In various situations as, for instance, related to the 'Business-IT
Gap’ one process model is utilized as a specification against which a second,
often more fine-grained model is validated. However, validation is not restricted
to technical models. The upper model in Figure [Il might also be interpreted as
a specification for the implementation of the process in a certain organisational
environment, that is, the lower model.

Inter-Model Analysis. Process optimisation often requires an analysis across
multiple process models. With respect to the exemplary processes in Figure [I]
one might want to identify all roles that are involved when a customer is
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contacted. Starting from the activity Contact Customer of the high-level model,
this information depends on one or more low-level models.

Change Propagation. Once potential improvements have been identified, all
related models have to be updated accordingly. This can imply that changes in
one model have to be propagated to the other models, and vice versa. While
automatic change propagation appears to be unrealistic, the identification of af-
fected processes or process regions, respectively, would already be a major ben-
efit. Changes in process models can origin from all abstraction levels. Strategic
management decisions will typically be reflected as changes in high-level models,
whereas the replacement of a technical system enforces an adaptation of a low-
level model. Consequently, change propagation has to happen top-down as well
as bottom-up. Figure [l illustrates both cases.

Addressing these use cases, any alignment has to embrace means for correlat-
ing elements of different models. These correspondences, in turn, have to respect
certain consistency criteria in order to be exploited for model validation, analysis,
or change propagation.

3 Related Work

Our work relates to the various research areas, namely integrated system design,
process integration, measures for process similarity, and behaviour inheritance.
Integrated system design relates to various approaches that have been
proposed to derive technical realisations from business requirements. In this
case, consistency is achieved by deriving information system models directly
from business models. In [1], the author raises the awareness for interdependen-
cies between such models and introduces the notion of vertical integration, which
comprises refinements for data objects and their relationships, as well as activi-
ties and their life-cycles. Considering also transactions, realisation types [4] that
transform a business model into a technical model are another approach to de-
rive technical models from business requirements. Bergholtz et al. [§] advocate
the usage of communication patterns that guide the creation of process models
from business requirements. This work has later been extended towards a frame-
work, in which process models are derived from business models via activity
dependency models as an intermediate step [9]. Due to the focus on the system
development from-scratch, the aforementioned approaches are limited to rather
strict refinements and do not deal with detection or resolution of inconsistencies.
Taking existing informations systems into account, business-driven development
(BDD) [5] aims at seamless transition from business-centred analysis models
to technology-centred design models. Here, the authors describe transformation
steps concerning the control flow, data representation, and service landscape
in order to realise this transition. Other authors introduced a process support
layer [10] realising common mismatch patterns to bridge the gap between pro-
cess models and existing service landscapes. These patterns focus on differences
related to service granularity, ordering, and interaction behaviour. Still, these
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approaches assume comprehensive derivation of technical models from business
models, which implies a rather tight-coupling of these models.

Process integration assumes that process models originate from different
sources and, therefore, are different yet similar. Common integration approaches
for process models aim at unification of multiple views on a process, process har-
monisation after an organisational merger, or the evolution of existing processes
using reference models. Various publications define a merge operation for be-
havioural models based on model correspondences [IIJI2JT3]. Nevertheless, this
operation typically considers solely the control flow dependencies. A systematic
classification of differences between similar processes has recently be published
by Dijkman [I4]. This work describes mismatches related to the control flow,
resource assignments, and activity correspondences between two models that
should be integrated. For control flow mismatches, a detection technique has
also been presented [I5]. Although process integration methods show how cer-
tain mismatches can be detected and resolved, they typically focus on very sim-
tlar processes on the same level of abstraction. Thus, these models differ only
slightly. The same delimitation holds for existing approaches to integrate differ-
ent behavioural views, for instance [I6], in which enterprise and computational
views are aligned under the assumption of hierarchical refinement.

Measures for process similarity are related to our work, as vertical align-
ment assumes models to be similar to a certain extent. The authors of [17] present
such a measure based on the enforced execution constraints. Moreover, a sim-
ilarity measure might also be grounded on change operations [18]. Aiming at
querying of models that are similar regarding their structure but reside on dif-
ferent levels of abstraction, Soffer introduced structural equivalence [19]. Still,
focus is on hierarchical refinements between these models.

Behaviour inheritance aims at applying the idea of inheritance known
from static structures to behavioural descriptions. In [20], Basten et al.
introduced different basic notions of behaviour inheritance, namely protocol in-
heritance and projection inheritance based on labelled transition systems and
branching bisimulation. A model either inherits the behaviour of a parent model,
if it shows the same external behaviour when all actions that are not part of
the parent model are blocked (protocol inheritance) or hidden (projection inheri-
tance). Similar ideas have been presented in [21], in which the authors distinguish
inwvocation consistency and observation consistency. These notions correspond to
the notions of Basten et al. mentioned above [20]. Focussing on object life cy-
cles, Schrefl and Stumptner built upon this work and argued that there is no
exclusive choice between invocation consistency and observation consistency [22].
They also further distinguished weak invocation consistency and strong invoca-
tion consistency. The former implies inheritance of the interface, while the latter
also enforces that added activities do not interfere with the inherited interface.

4 Challenges for Vertical Alignment

In this section, we discuss what we see as the major challenges for vertical align-
ment of process models. Section F.]] first identifies the spectrum of differences
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before Section 2] discusses challenges of defining model correspondences. Finally,
Section describes requirements for measuring a degree of consistency.

4.1 A Variety of Differences

Process models describing a scenario on different abstraction levels and from
different perspectives, naturally show various kinds of differences. As mentioned
above, there is related work on differences between quite similar processes. Nev-
ertheless, existing classifications focus on resource assignments, activities, or the
control flow, and neglect the process, and data perspective.

For instance, the upper part of Figure 2] illustrates differences related to the
process perspective. Here, the slicing of processes is different as a process in one
model is split up into two processes in the other model. In addition, we encounter
differences with respect to instance correlation. In contrast to the most upper
process, sending of information material is not an atomic activity in the process
below. Here, sending is done via batch processing. As these mismatches cannot
be traced back to elements of the process model, but refer to sets of process
models, they are said to relate to the process perspective. The same kind of
instance correlation issue can also arise with activities or data objects, illustrated
in the lower part of Figure[2l Moreover, this example shows differing data access.
While the first activity has only read-access, its counterpart might modify the
respective data object. Due to space limitations, we have to restrict the discussion
to these exemplary differences in this paper and refer to a technical report for an
informal description of more differences relevant for vertical alignment [23]. An
assessment of existing classifications of differences against our set of differences
is shown in Table [Il This reveals only partial support for the differences that
we identified and, therefore, motivates further investigation. The reason for the
limited support is a predominant focus on comparison of rather similar processes.
As these processes typically reside on the same level of abstraction, some of our
differences are of minor importance for the purpose of process integration.



Vertical Alignment of Process Models — How Can We Get There? 7

Table 1. Differences of process models (informal descriptions can be found in [23]) and
how they are considered in existing classifications

ID Mismatch Henkel [4] Decker [I0] Dijkman [14]

P.1 Process Fragmentation - - -
Process Case Relation - - -
P.3 Fragmented Process Case Relation - - -

Proc.
U
[\v]

A.1 Activity Fragmentation + +
A.2 Partial Activity Equivalence - -
.3 Non-Covered Activity - -
A.4 Activity Iteration -
A.5 Activity-Case Relation -

Activity
>
w0

I+ +++

C.1 Different Causal Dependencies
C.2 Rerouting

Alternative Merge

C.4 Decision Distribution

Flow
Q

w
I+ 4+
I+ ++

D.1 Data Element Fragmentation

D.2 Partial Data Element Equivalence

.3 Non-Covered Data Elements

D.4 Different Amount of Data Instances
D.5 Different Data Access - - -

Data
@)

w
I+ 1+
|

|

R.1 Resources Fragmentation

R.2 Partial Resources Equivalence
Non-Covered Resources - -
R.4 Contradicting Resource Assignments — —
R.5 Additional Resource Assignments - -

I+
I

Resource
o
w

The variety of differences illustrated in table [l raises the question of how they
can be classified and formalized in a systematic manner. The most extensive
collection of differences, published by Dijkman [14], is based on the notion of
black-box equivalence and white-box equivalence. The first requires the effects
of two related units of work to be the same, whereas the second criterion also
requires the way these effects are achieved to be the same. Although it is men-
tioned that equivalence is defined between sets of activities, phenomena that
result from different abstraction levels are not further investigated. However, in
our context, we have to consider these effects. Therefore, we advocate to ex-
tend the classification of differences from two dimensions, i.e. what is specified
and how it is achieved, with a third one, which takes the level of detail into
account. Thus, differences can be clustered according to one of the following
aspects, model coverage, behavioural contradictions, and information density.

Model coverage relates to the question, whether there is a difference in
what is described in two models. That is, the process models are examined
regarding the coverage of functionality and descriptions of data and resources.
In other words, to which extent is the scenario described in one model reflected
in the other model? An example is given in Figure Bl Compared to process (A),
the process (B) contains an additional activity, i.e. Notify Candidate. Differences
in model coverage can be coarse-grained (whole process parts of one model are
without counterpart in the other model), as well as fine-grained (activities or
data elements without counterpart).
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Behavioural contradictions relates to the question of how certain
behaviour is achieved. Even in case the same functional part of a business sce-
nario is captured by two models (no difference in model coverage), the reali-
sation of this part might be different. For instance, there are differences in the
execution order of corresponding activities, there is differing data access between
corresponding activities, or a resource assignment in one model contradicts the
one in another model. Again, Figure Bl illustrates such a difference with process
(C) that specifies another entry point compared to process (A).

Information density relates to the question of how detailed the process
is described. Two process parts realising the same scenario (no difference in
model coverage) in the same way (no difference with respect to behavioural
contradictions) might be specified in a different level of detail. Here, a typical
example would be the refinement of an activity, as illustrated with process (D)
in Figure Bl again compared to process (A). Different non-conflicting resource
assignments of corresponding activities are another example for such a difference.

We summarize that vertical alignment has to deal with a broader variety of
model differences compared to the existing work regarding process integration.
Here, it is interesting to notice, that certain differences between processes that
have been observed in practise, for instance in terms of enterprise integration
patterns [24], have not yet been considered in the detection of differences to the
best of our knowledge. Thus, the challenge is a comprehensive classification and
formalisation of model differences. Such a formalisation might be inspired by the
notions of refinement and extension as introduced for object life cycles [22].

4.2 Model Correspondences

A substantial requirement for vertical alignment of process models are means
to correlate model elements. These correspondence links associate one or more
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elements of one model, with its corresponding elements of a second model. Any
validation and inter-model analysis, as well as change propagation depends on
these connections. Concerning model correspondences, we can identify two major
challenges. First, the question how correspondences are established has to be
addressed. Second, semantics of correspondences have to be defined.

The question of the origin of model correspondences is crucial for the appli-
cability of vertical model alignment. For real world scenarios, correspondences
cannot be defined manually, owing to the pure number of models and model ele-
ments. Therefore, techniques that allow for automatic or at least semi-automatic
definition of correspondences need to be exploited. Linguistic analysis of element
naming, domain specific ontologies, or analysis of data dependencies are just a
few examples of techniques that might be applied. It might also be necessary to
select a set of related models from a repository prior to determining correspon-
dences between them. That, in turn, results in additional efforts.

Besides their implications on techniques for finding correspondences, the afore-
mentioned differences raise the question of semantics of correspondences. In other
words, what is the meaning, if two (sets of) model elements correspond to each
other. Figure [ illustrates this challenge by four exemplary process pairs. We see
that a 1-to-n correspondence might be interpreted such that the conjunction of n
model elements corresponds to the single model element (A). On the other hand,
it might be interpreted in way that the correspondences are mutually exclusive
(B). Theoretically, it might even be the case that m-out-of-n model elements
together correspond to an element in the other model. Thus, the latter element
corresponds to more than one (i.e. different to case (B)), but not all (i.e. different
to case (A)) of the model elements connected via correspondences. Sure enough,
the same questions regarding correspondence semantics arise for fragment-to-
fragment correspondence. It might be the case that for two elements of one
model, the sets of corresponding elements of the other model are overlapping.
Moreover, semantics of a correspondence might be that one activity instance in
one model corresponds to all instances of the respective activity in the other
model (C). While this scenario assumes sequential iteration of a correspond-
ing activity, a correspondence might have also been defined between activities
with a different notion of a case (D). Here, one activity is instantiated for a set of
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logins, whereas the other is instantiated multiple times, for each login. Thus,
semantics of the correspondence are that one activity corresponds to multiple
concurrent instantiations of the other activity.

Semantics for correspondences were proposed in the context of process inte-
gration. However, the semantic relationships observed during process integration,
for instance counterpart-related processes [25], do typically not appear between
processes that should be aligned. Correspondences, as whose by Dijkman that
we discussed above [I5], might be seen as a starting point, but are still not able
to capture the examples of Figure @l Please note that although this figure illus-
trates the ambiguity of link semantics only for activities, similar problems arise
for other kind of process elements, e.g. data objects or resources.

4.3 The Notion of Consistency

Meaningful analysis across multiple process models has to be related to a cer-
tain degree of consistency between these models. However, there is no commonly
agreed on definition of consistency for models on different abstraction levels that
also assume different perspectives. Above, we discussed that differences between
process models can be clustered according to the aspect they relate to, i.e. model
coverage, behavioural contradictions, and information density. It seems reason-
able to assume that differences in information density do not affect consistency.
In other words, consistency is independent of the level of detail in which a pro-
cess is specified. Consequently, we assume models to be consistent, if they cover
exactly the same part of a scenario and there are no behavioural contradic-
tions between them. Starting with this informal definition, formalisation of the
coverage criterion seems to be straight-forward. In contrast, a formalisation of
the second criterion, the absence of behavioural contradictions, i.e. behavioural
consistency, appears challenging.

In Section[3 we discussed related work from the field of behaviour inheritance.
Inheritance notions typically focus on the so called wvisible behaviour, while in-
ternal behaviour is neglected. Thus, we have to clarify the notion of visible
behaviour for the purpose of vertical model alignment. Considering only the in-
teractions with partners of a process might not be sufficient, as an interchanged
order of corresponding internal activities of two processes might not be detected.
Nevertheless, such a contradiction affects consistency in a negative manner, as it
hampers change propagation. Depending on the purpose of the alignment, there
might be no invisible behaviour.

Despite that, behaviour inheritance notions are too restrictive and support
only a limited variety of mismatches. The authors of the most liberal notion,
namely life-cycle inheritance, list a set of inheritance preserving transformation
rules [20). The insertion of activities between existing ones or the addition of
loops containing new actions are examples for these rules. Everything that goes
beyond these rules, for instance differences in the process instantiation mech-
anism, does not preserve inheritance and is inconsistent. Thus, these notions
assume that behaviour is added in a structural way (e.g. iteration, choice, se-
quential or parallel composition) in the course of refinement of process models.
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An assumption that does not hold for vertical alignment. Moreover, behavioural
contradictions that relate to the data or resource perspective, for example dif-
fering data access and conflicting assignment of activities to resources, must be
taken into account.

Even in case existing inheritance notions would be weakened to some extent,
most of the real world alignment scenarios would probably be still inconsistent.
Thus, a single Boolean answer to the question of consistency is not sufficient.
Instead, consistency should either be assessed based on a set of distinguished
criteria (similar to the different soundness criteria for the verification of con-
trol flow) or measured in a metric way. The former would be similar to the
different soundness criteria for the verification of control flow or the realisability
levels [26] that have been proposed for the alignment of business and technical
models. Obviously, a pure metric (i.e. non-stepwise) consistency measure would
have to be relative with respect to certain properties, e.g. size of models or the
abstraction level. We consider the latter to be intuitive, as a big difference in
the level of detail of two models might legitimate a certain degree of differences
regarding model coverage or behavioural contradictions. Such a notion would
ease change propagation, as the less invasive out of a set of change operations
can be identified.

5 Empirical Research Questions

In the previous section, we outlined the major challenges for vertical model
alignment. In order to address these challenges, this section identifies research
questions that need to be answered through empirical research.

Specific Analysis Questions. In Section Pl we introduced three major use
cases for model alignment. In case of change propagation, requirements for a
model alignment framework are easy to derive. In contrast, the use case of inter-
model analysis needs to be further refined. The usefulness of specific analysis
questions has to be evaluated empirically. These analysis questions could be
clustered according to the process perspective (e.g, activity or data perspective)
or the difference categories (e.g., model coverage).

Synthesis of Model Correspondences. We mentioned before that it does
not seem to be realistic to assume manual syntheses of model correspondences
for real world scenarios. On the other hand, it also seems to be naive to assume
that automatic techniques for deriving correspondences can approach the quality
achieved by human-beings with specific domain knowledge. Therefore, the effort
process modellers would be willing to invest needs to be analysed. In terms of
the technology acceptance model [27], the potential ease-of-use of a framework
for vertical model alignment needs to be investigated. There might be a trade-off
between these results and the refined analysis use case; certain analysis questions
might require a certain degree of manual alignment efforts.
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Perception of Consistency. In order to shape a requirements framework for
consistency notions applicable in the context of vertical model alignment, we
need to know, which differences between processes affect consistency in a nega-
tive manner. First, our hypothesis on differences related to information density—
we consider these differences to have no impact on consistency—has to be cor-
roborated. In addition, the impact of the remaining differences on the perceived
consistency of process models has to be further investigated. It seems reasonable
to assume that certain differences are more likely to be tolerated than others. In
contrast to an interchanged order of activities, a sequentialisation of concurrent
activities might not be seen as a behavioural contradiction. Empirical evidence
on the perception of consistency is therefore needed to define gradual or even
metric consistency notions.

6 Conclusion

The need for an alignment of business-centred and IT-centred process models
has been identified over a decade ago. In this paper, we argued that this align-
ment problem has to be generalised to more than two abstraction levels and two
perspectives. That results from different drivers for process modelling, which
requires an alignment of models serving a variety of purposes. Based on three
use cases, we elaborated on three major challenges for model alignment, that is
the characteristics of mismatches, the semantic ambiguity of model correspon-
dences, and the definition of a consistency notion. Our main contribution is the
assessment of existing techniques from the field of process integration in order
to address these challenges. It becomes evident that these techniques cannot be
applied in a straight-forward manner. Instead, they have to be extended and
adapted in order to cope with the requirements for vertical model alignment.

On the one hand, some of the identified white-spots can directly be addressed
in future work. For instance, mismatches that are not covered by existing work
have to be formalised and classified. Subsequently, techniques for identifying
differing semantics of correspondences have to be investigated. On the other
hand, for other open issues, it is uncertain how existing techniques should be
extended or adapted. In this paper, we pointed out three research questions
that have to be answered as a prerequisite for the definition of an alignment
framework. Currently, we are addressing these questions empirically. As a result,
we hope to clarify the requirements framework for reasonable vertical model
alignment.
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Abstract. Just like web services, business processes can be stored in
public repositories to be shared and used by third parties, e.g., as build-
ing blocks for constructing new business processes. The success of such a
paradigm depends partly on the availability of effective search tools to lo-
cate business processes that are relevant to the user purposes. A handful
of researchers have investigated the problem of business process discov-
ery using as input syntactical and structural information that describes
business processes. In this work, we explore an additional source of in-
formation encoded in the form of annotations that semantically describe
business processes. Specifically, we show how business processes can be
semantically described using the so called abstract business processes.
These are designated by concepts from an ontology which additionally
captures their relationships. We show how this ontology can be built in
an automatic fashion from a collection of (concrete) business processes,
and we illustrate how it can be refined by domain experts and used in the
discovery of business processes, with the purpose of reuse and increase
in design productivity.

1 Introduction

The last two decades showed that business process modeling (BPM) is the solu-
tion of choice of multiple companies and government institutions for describing
and enacting their internal and external work procedures. Generally speaking,
a business process is modelled as a series of activities connected together using
data and control dependencies. Once modelled, business processes can be made
available either publicly or accessible to a specific community to share the know-
how between institutions and promote the reuse of existing business processes,
e.g., as building blocks for constructing new business processes. The success of
such a paradigm depends partly on the availability of a means by which users
can locate business processes that are relevant for their purposes.

A handful of researchers have investigated the problem of business process
reuse based on similarity and repository management. Eyal et al. proposed a vi-
sual query language for discovering business processes modelled using BPEL [3].

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 85 2009.
© Springer-Verlag Berlin Heidelberg 2009
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Goderis et al. developed a framework for discovering workflows using similarity
metrics that consider the activities composing the workflows and their rela-
tionships [6]. Corrales et al. developed a tool for comparing the controlflow of
business processes [5].

The above solutions to business process discovery use as input the workflows
that model the activities that constitute the business processes and their depen-
dencies in term of controlflow. Yet, a workflow is not a complete description of
the business processes. In this paper, we argue that a more effective discovery
of business processes can be achieved if they are semantically described. Specif-
ically, we show how such information can be encoded within an ontology that
can be used for:

— Abstracting discovery queries: The user is able to formulate his/her queries
in terms of the tasks (semantics) fulfilled by the desired business processes.

— Ezxploiting relationships between business processes: Business processes are
inter-dependent. These dependencies can be explicitly described in the on-
tology in the form of binary relationships that can be used, amongst other
things, for increasing the recall of discovery queries.

The paper is structured as follows. We introduce business processes and formally
define the concept of abstract business process in Section 2l We present the
ontology used for describing business processes in Section [3, and then show how
it can be created and populated automatically in Section [ starting from a set
of concrete business process models. We show how the business process ontology
can be used for discovering business processes in Section Bl and present a simple
case study in order to exemplify and assess the effectiveness of our solution in
Section [Gl We compare our solution with existing related works in Section [7 and
close the paper in Section

2 Preliminaries

2.1 Business Process

A business process is a collection of interrelated tasks, which aim at solving a
particular issue. It can be decomposed into several sub-processes, which have
their own peculiarities, but also contribute to achieving the goal of the super-
process. Execution of tasks is typically constrained by dependency rules among
tasks, that consist of sequence constraints, branching and merging rules,
pre- and post- conditions, event management points, and so on.

A business process can be specified by means of a workflow model, i.e., a vi-
sual representation of the correct sequence of tasks that leads to the achievement
of the goal. The notations for workflow modelling provide the proper primitives
for defining processes, tasks, actors, control flow and data flow between tasks. In
our work, we will adopt a particular business process notation, namely BPMN
(Business Process Management Notation) [4] and the terminology defined by
the Workflow Management Coalition and the Business Process Management
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Initiative and the concepts specified by BPDM (Business Process Definition
Metamodel) [I1], a platform- and notation- independent metamodel for defin-
ing business processes. However, we propose a general purpose approach, which
is valid regardless of the adopted notation. The workflow model is based on
the concepts of Process, Case (a process instance), Activity (the unit of work
composing a process), Activity instance (an instantiation of an activity within
a case), Actor (a user role intervening in the process), and Constraint (logical
precedence and enabling rules for activities). Processes can be structured using
a variety of control constructs: sequence, gateways implementing AND-splits (a
single thread of control splits into two or more independent threads), AND-
joins (blocking convergence point of two or more parallel activities), OR-splits
(point in which one among multiple alternative branches is taken), OR-joins
(non-blocking convergence point), iterations, pre- and post-conditions, events
(happenings categorized by type). The flow of the process is described by means
of arrows, that can represent either the control flow, the exchanged messages
flow, or the data flow between the tasks. Activities are grouped into pools based
on the participating organization that is in charge of the activity. Pool lanes are
usually used to distinguish different user types within the organizations.

Figure [l exemplifies a BPMN workflow diagram of online purchase, payment,
and delivery of goods. The customer can choose the products to purchase, then
submits his payment information. Then, two parallel tasks are executed by the
seller employees: the warehouse manager registers the shipping of the order, and
a secretary prepares the bill.

For the purpose of this paper, we define a business process bp by the tuple:
(nameBP, A, CF'), where:

— nameBP is the name identifying the business process.

— A is the set of activities composing bp. An activity a € A is defined as
(nameA, roleA), where nameA is the activity identifier, and roleA is a string
determining its role within the business process.

Customer

Products
. Order payment

5

£

3 [

g + >{ shipping %
&

=

) —

® Billing

3 N

Fig. 1. Example of business process model expressed in BPMN
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— CF C (A x OP) U (OP x A) is the controlflow. OP is the set of opera-
tors used for defining controlflow dependencies between the activities in A.
Specifically: OP = {Sequence, ANDssplit, ANDjoin, ORsplit, ORjoin}.

We say that a business process bp! is a sub-process of a business process of bp2
if the activities of bp1 are activities of bp2, i.e., bp1.A C bp2.A, the control de-
pendencies of bp1 are also controlflow dependencies of bp2, i.e., bp1.CF C bp2.CF,
and the controlflow of bp! forms a connected directed graph.

2.2 Abstract Business Process

An abstract business process (ABP) is a representative of a class of equivalent
business processes, sharing the same set of activities and flow structure. In ABPs
the activities are generic task descriptions, associated with semantic labels that
provide information about the capabilities of the processing units able to per-
form the activities and descriptions of the data to be consumed and produced.
An ABP can be implemented by several concrete business processes, which de-
fine the exact behaviour of the tasks and the names of the actors of the process
and the association of the activities with the actors in charge of their execu-
tion. ABP descriptions are encoded in the form of annotations that map to
concepts from ontologies that specify the semantics of these elements in the real
world.

An ontology is commonly defined as an explicit specification of a concep-
tualisation [7]. Formally, an ontology 6 can be defined as a set of concepts,
0 = {c1,...,cn}. The concepts are related to each other using the sub-concept
relationship, which links general concepts to more specific ones. For example,
CreditCardPayment is a sub-concept of OrderPayment, for which we write Cred-
1tCardPayment T OrderPayment. The concepts can also be connected by other
kinds of binary relationships.

To semantically annotate the activities of a business process, we use the
task ontology, 0:qsx. This ontology captures information about the action car-
ried out by the activities within a domain of interest. In bioinformatics, for
instance, an activity can be annotated using a term that describes the in sil-
ico analysis it performs. Example of bioinformatics analyses include sequence
alignment and protein identification. Another example of a task ontology can
be defined in the electronic commerce context. In this case, activities are an-
notated in terms of business transactions they implement. For instance, busi-
ness transactions may include quotation request, order confirmation, and credit card
payment.

To retrieve the task annotation of service operations we consider the function
task() defined as task: ACTIVITY — 0iqsx, where ACTIVITY denotes the domain
of business process activities. We can now formally define an ABP.

Abstract business process. An abstract business process abp is defined as the
pair: (T, CF), where
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— T is the set of tasks that constitute abp: T C 0sqsk-
— CF C (T x OP) U (OP x T) is the control flow relating the tasks in T.

To map the tasks of two abstract business processes, we consider two classes
of functions the domain of which are denoted by MapEquiv and MapSpec. The
functions that belong to MapEquiv are used to map the tasks of a given abstract
business process to the tasks of another abstract business process that perform
the same or equivalent tasks. Let abp1 and abp2 be two abstract business processes
and let fiap: abpl. T — abp2.T a function that maps the tasks of abp1 to those of
abp2. fmap € MapEquiv iff:

Vit €abpl. T, task(fmap(t)) = task(t)

The functions in MapSpec are used to map the tasks of a given abstract business
process to the tasks of another abstract business process that perform equivalent
or more specific tasks. Let abp1 and abp2 be two abstract business processes and
let finap: abpl. T — abp2.T a function that maps the tasks of abp! to those of abp2.
fmap € MapSpec iff:

Vit €abpl. T, task(fimap(t)) T task(t)

To construct the abstract business process abp corresponding to a (concrete)
business process bp, we use the function abstractBP() with the following signature:
abstractBP: BP — ABP, where BP denotes the domain of business processes and
ABP the domain of abstract business processes.

3 Ontology for Business Processes and Their Relationships

To describe business processes, we define the business process ontology, 0pp. The
concepts of this ontology designate abstract business processes. Given a concept
¢ from business process ontology 0sp, we use the function getABP(abp): 0pp —
ABP to retrieve the abstract business process designated by c. The concepts in
the ontology 6gp are related using binary properties that encode relationships
between abstract business processes. Specifically, we identify four binary prop-
erties to encode process relationships, namely, equivalence, specialisation, overlap,
and partOf.

Process equivalence. Two abstract processes are equivalent iff their respective
constituent tasks are equivalent tasks and are connected using the same con-
trolflow. Formally, let ¢ and ¢2 two concepts from the business process ontology
0sp that designate the abstract business processes abpl and abp2, respectively.
That is abp! = getABP(c1) and abp2 = getABP(c2). The two concepts cI and c2
are equivalent, for which we write cI = c2, iff there exists a mapping function
Sequiv: abpl. T — abp2.T in MapEquiv such that:

abp2.CF = {(fequiv(t), 0p),(t, op) € abpl.CF} U {(op, fequin(t)),(op,t) € abpl.CF}
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Process Specialisation. Let c1 and c2 be two concepts from the business process
ontology 0pp that designate the abstract business processes abp! and abp2, re-
spectively. cI specialises c¢2 iff the tasks of abp! are equivalent to or more specific
than the tasks of abp2, and that they have the same controlflow. Formally, c1
specialises c¢2, for which we write c1 C c2, iff there exists a mapping function
fspec: abpl. T — abp2.T in MapSpec such that:

abp2.CF = {(fipec (), op),(¢, op) € abp1.CF} U{(op, fipec(t)),(0p, t) € abpl.CF}

Part-of relationship. Let c1 and ¢2 be two concepts from the business process
ontology 0pp that designate the abstract business processes abp! and abp2, re-
spectively. We say that c1 is part-of c2 iff there exists a concept c3 that is equiva-
lent to c1 and that designates abstract business process abp8 = getABP(c3) that
is sub-process of abp2.

Process overlap. Two concepts cI and c2 overlap iff their respective ABPs have
one or more tasks in common. Let abp! and abp2 the abstract business processes
designated by cI and c2, respectively. ¢! and c2 overlap iff: abp1.T N abp2 # 0.

As mentioned earlier, the concepts in the business process ontology designate
abstract business processes. Given a concept ¢ from the business process on-
tology, the function getAbstractBP(c): 0pp — ABP returns the abstract business
process designated by c.

To manipulate the business process ontology, we assume the existence of the
following operations:

defineConcept: ABP — Opp
define Property: PROPERTY X Opp X 0pp — Boolean
addInstance: BP x O0gp — Boolean

To define a new concept ¢ that represents an abstract business process abp in the
business process ontology, we use the operation defineConcept(abp). The operation
returns the concept defined. The operation defineProperty(p,c1,c2) defines a prop-
erty p € Property between the concepts ci and c2. Property denotes the domain
of binary properties, i.e., Property= {equivalence, specialisation, part-of, overlap}.

Business processes are defined as instances of the concepts in the business pro-
cess ontology. Specifically, a business processes bp can be defined as an instance
of a concept c iff ¢ designate the abstract business process abp corresponding to
bp: i.e., abp = abstractBP(bp). To define bp as an instance of the concept ¢, we
use the operation addInstance(bp,c). The operation returns true if it is executed
successfully and false, otherwise.

4 Creating and Populating the Ontology

The business process ontology is created and populated in an automatic fashion.
Figure [2 illustrates the generation process: given a set of business processes
together with semantic annotations describing the tasks of their constituent
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Fig. 2. Generation of the business process ontology

activities, the concepts of the business process ontology are defined. The binary
properties that relate the concepts in the business process ontology, as seen in
the previous section, are also automatically inferred. Furthermore, (concrete)
business processes are defined as instances of the ontology concepts, thereby
allowing the business process ontology to be used for business process discovery.
The business process ontology is created according to the following algorithm:

Algorithm GenerateOntology

input BP

output Opp

begin

1 for each bp € BP do

2 abp = abstract(bp)

3 if (3 c € 6pp, abp = getAbstractBP(c))
4 then

5 addInstance(bp,c)

6 else

7 ¢ := defineConcept(abp)

8 addInstance(bp,c)

9 deriveAnd AssertProperties(c)

end

For each business process bp, the corresponding abstract process abp is built
(tine 2). If the business process ontology contains a concept ¢ that designates the
abstract business process abp (line 3), then bp is defined as an instance of ¢ (line
5). If not, then a new concept is defined within the business process ontology to
represent the abstract business process abp (line 7), and bp is defined as an instance
of the concept defined (iine 8). Furthermore, the binary properties that relate the
newly defined concept ¢ to other concepts in the business process ontology are
derived and asserted using the deriveAndAssertProperties(c) subroutine (line 9),
operating as follows. The ABP designated by the concept c is compared to the
ABPs designated by other concepts in the business process ontology. If the two
abstract processes are found to be equivalent (see Section [3]) then an equivalence
property is defined for the respective concepts in the business process ontology.
The specialisation, part-of, and overlap are defined in a similar fashion.
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5 Discovering Business Processes

Most of existing proposals to business process discovery adopt the following
paradigm. The user first formulates a query specifying the business process of
interests by describing the activities that compose the business processes (e.g.,
specifying the actors in charge) and the controlflow that connects them. Then,
a matching operation extracts the business processes that match the user query.

We adopt a different approach that exploits information about business pro-
cesses and their relationships encoded within the business process ontology. A
discovery query takes the form of an abstract business process abpyser designed
by the user by selecting concepts from the task ontology and connecting them
using a controlflow graph. As a running example, consider that the user specifies
the abstract business process illustrated in Figure [Bl This is a simple process
taken from the domain of bioinformatics and is composed of four tasks. First,
the RetrieveBiologicalSequence fetches a biological sequence from accessible bio-
sources. Then, the gene annotations associated with the sequence retrieved are
fetched using the FindBiologicalFunction task, and its homologous sequences are
fetched using the FindSimilarSequences task: these two tasks are concurrently
performed. Finally, the phylogenetic tree of the sequence retrieved and its ho-
mologues is constructed using the ConstructPhylogenetic Tree task. We distinguish
the following cases for discovering the business processes that implement the
abstract business process specified by the user.

— There exists in the business process ontology a concept abp that is equivalent
to the abstract business process specified by the user, i.e., abpyser = abp.
The result of the user query, in this case, is the set of business processes that
are instances of abp: instances(abp).

— Suppose now that there does not exist any concept in the business pro-
cess ontology that is equivalent to abpyser. In this case, the concepts ABP
in the business process ontology that are subconcepts of abp are retrieved:
ABP = {abp € Opp s.t. abp C abpyser }-

As an example, the abstract business process illustrated in Figure [ is
subsumed by the abstract business process illustrated in Figure Bl Indeed,
the task RetrieveProteinSequence is a subconcept of RetrieveBiologicalSequence,
FindSimilarBiologicalSequences is a subconcept of FindSimilarProteinSequences,
and the remaining two tasks, FindBiologicalFunction and ConstructPhylogenet-
icTree are subconcepts of themselves.

Find3imilarSequences
FindBiologicalFunction

Fig. 3. Example of abstract business process specified by the user
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Fig. 4. Example of ABP that is subconcept of that illustrated in Figure

RetrieveProteinSequence

The query result in this case is the set of business processes that are instances
of at least one abstract process in ABP. That is:

U instancesO f(abp;)

abp; € ABP

— The business process ontology may not contain any concept that is equivalent
or subconcept of the abstract business process specified by the user, abpyser-
Instead of returning a null result to the user request, we attempt to create
business processes that match the user request by aggregating other business
processes.

The algorithm for building new aggregated business processes as further re-
sponses to the user queries is the following:

1. The set ABP of concepts in the business process ontology designating ab-
stract business processes that are part of abpuser are retrieved. That is:
ABP = {abp; € Opp s.t. abp; partOf abpyser }

2. Of the set ABP we extract a subset ABP’ of abstract business processes,
of which the union of tasks is a set that contains all the tasks required for
building abpyser. Specifically:

Uabm c app @bpi. T = abpyser. T

For example, the abstract business processes illustrated in Figure[f] are parts
of the abstract business process illustrated in in Figure Bl Moreover, the
union of the tasks that compose the abstract business processes in Figure
covers all the tasks that compose the abstract business process illustrated in
Figure

3. For each abstract process abp; in ABP’, we retrieve its business process in-
stances, i.e., instancesO f(abp;)

4. The result of the user query are business processes that are obtained by
substituting the abstract business processes abp; that are part of abpuyser,
with business processes that are instances of abp;. As an example, consider
that abpyser is composed of two abstract business processes abp and abp’ that
are connected using a sequence operator. And suppose that:

— instancesOf(abp) = {bp1,bp2}, i.e., there are two business processes bp: and
bp2 that are instances of abp.
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Fig. 5. Example of ABP that are parts of that illustrated in Figure

— instancesOf(abp’) = {bp},bps}, i.e., there are two business processes bp}
and bp, that are instances of abp’.

The business processes returned to the user are those obtained by substitut-
ing abp and abp’ with thier instances. The business processes obtained using
any possible combination of the instances of the business processes of abp
and abp’ are returned: in total the following combinations are used to build
the business processes that are instances of abpyser: abpr and abp; abp: and
abph; abpe and abp}; abps and abph.

In addition to the query paradigm just described , we developed an additional
method in which business processes are discovered by erxample. In this case,
instead of specifying an abstract business process, the user specifies an actual
business process bp,ser that is composed of activities (instead of tasks). The
processing of this kind of queries is implemented in two phases:

— In the first phase, we construct an abstract business process abp,se- that
corresponds to the business process specified by the user bpy e

— Then, we use the method for discovering business process presented above
using as input abpyser-

This paradigm for querying business processes is suitable for users who are not
familiar with the task ontology and, therefore, may not be able to specify an
abstract business process that reflects their true needs. Also, it can be useful
for designers who already have specified a business process and are interested in
finding similar business processes developed by other designers.

6 Case Study

To exemplify and give a flavour of the effectiveness of our method, we describe
a simple case study aiming at: (1) showing that the business process ontology
can be created automatically; and (2) showing that the recall of business process
discovery queries increases when using the ontology.

Let’s consider 10 business processes bp;, 1 < i < 10, covering all possible
controlflow dependency types and with activities randomly annotated using a
task ontology that we created for the sake of our evaluation. Using the algorithm
presented in section 4 we automatically generated the business process ontology
illustrated in Figure[@ Notice that the number of concepts in this ontology is 7



Ontology-Based Description and Discovery of Business Processes 95

/"'\ /;atl-\'
' abpd |
Iubp"a') ‘S\ S
l\.___ \“x\ //’
oY N
Legend " gb_pjlr‘ } = l\‘lbp?.l
) ¢ (eoo2) /
\_ ) Coneept .ab[:_afi /
- L A / s
= Specialise R --J\\ | bpg\
—= Part—Of ‘Gbpﬁl -‘/
— Overlap -

Fig. 6. The business process ontology automatically created using example BPs

instead of 10, because some of the business processes were instances of the same
ABP (e.g., both bp; and bps were instances of the abstract business process
denoted by the concept abp:).
The business processes {bp1,...,bp1o} are pair-wise different. That is:
Vij € {1,...,10}, i # j — bpi # bp;

Therefore, discovery queries that rely solely on the structural properties of busi-
ness processes always return as a result 1 business process at most. To see
whether the use of the ontology for answering business process discovery queries
increase the recall, we posed the following queries over the ontology illustrated
in Figure

Q1 : returns the business processes instances of the concept abp1.

Q2 : returns the business processes instances of abpl and its subconcepts.

Q3 : returns the business processes instances of the concept abp1, its subconcepts,
and the concepts abp1 is part-of.

Q4 : returns the business processes instances of the concept abp1, its subconcepts,
and the concepts that are part-of abpl.

Q5 : returns the business processes instances of the concept abp! and the con-
cepts that overlap with abpi.

Table 1. Number of results obtained using the business process ontology

Ql Q2 Q3 Q4 Q5

Number of returned business processes 2 3 6 3 10

Table [ illustrates the number of business processes returned for each of the
above queries. It shows an increase in recall compared to the case where the
queries are evaluated relying only on structural information of business pro-
cesses. For example, it shows that the number of business processes that are
equivalent to or specialises the abstract business process abp; is 3. Also, relaxing
the discovery query conditions implies an increase in the recall. For example, by
considering the abstract business processes of which abp; is part-of, the number
of business processes returned is 6. In summary, this shows that:
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— The ontology used for capturing semantic information about business
processes and their relationships can be created in an automatic fashion.

— The use of the ontology for evaluating business process discovery queries
increases the recall with respect to the structural information only.

— Discovery queries can be relaxed to increase the recall by considering
relationships such as part-of and owverlap.

7 Related Work

Recently, many proposals have attempted to facilitate the discovery of business
processes. Most of the approaches only apply graph-based comparison or XML-
based querying on the business process specifications, disregarding ontology-
based similarity discovery. In early works, Van der Aalst et al. [I2] posed the
basis of the concepts of inheritance between business processes, that we exploit in
the relationships described in our ontology. Other works [13], defined the formal
foundations and the semantics of business processes and similarity, on which we
base our definitions.

Eyal et al. [3] proposed BP-QL, a visual query language for querying and
discovering business processes modelled using BPEL. Lu and Sadiq [9] proposes
a way for comparing and retrieving business process variants. Corrales et al. [5]
developed a tool for comparing the controlflow of business processes in the sce-
nario of service matchmaking, by reducing the problem of behavioral matching
to a graph matching problem (i.e., receiving as input two BPEL models and eval-
uating the graph-based distance between them). These proposal offer a query
mechanism on the process structure and topology only.

Goderis et al. [6] developed a framework for discovering workflows using sim-
ilarity metrics that consider the activities composing the workflows and their
relationships, implementing a ranking algorithm.

[10] proposed a framework for flexible queries on BP models, for providing
better results when too few processes are extracted. [I] proposes the BPMN-Q
query language for visual semantic queries over BPMN models. Kiefer et al. [§]
proposed the use of semantic business processes to enable the integration and
inter-operability of business processes across organizational boundaries. They of-
fer an imprecise query engine based on iSPARQL to perform the process retrieval
task and to find inter-organizational matching at the boundaries between part-
ners. The work of Zhuge et al. [I4] is instead closer to our approach, presenting an
inexact matching approach based on SQL-like queries on ontology repositories.
The focus is on flexible workflow process reuse, based on a multi-valued process
specialization relationship. The matching degree between two workflow processes
is determined by the matching degrees of their corresponding sub-processes or
activities. Differently from us, the ontology cannot be automatically built from
the workflow models and does not include explicit relationships between business
processes, but only exploits ontological distances.

Beco el al. [2] specified the language OWL-WS (OWL for workflow and ser-
vices) for describing ontologies of workflows and services aiming at providing
grid architectures with dynamic behaviour on workflow specification and service
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invocation. The resulting workflow ontology did not focus on relationships be-
tween business processes and was not exploited for querying workflow similarity.
Instead, the language was mainly used for specifying adaptive business processes.

8 Conclusions

In this paper we presented an approach for describing, storing, and discover-
ing Business Processes. We extended the concept of similarity between process
models by exploiting ontology definitions and the concept of abstract business
process (ABP). Queries based on ABPs allow reuse and matching of business
process models, thus saving time and reducing cost of implementation of en-
terprise workflows. Thanks to ontology-based comparison, we can evaluate the
similarity between processes in a more flexible way with respect to traditional
approaches, and therefore identify more potential similarities, for instance based
on activity descriptions that are semantically close.

Ongoing and future works include the development of a large-scale repository
of real business processes in the banking field, where some real applications are
being developed for a major European bank.
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Abstract. Various approaches for services development in SOA propose busi-
ness processes as a starting point. However, there is a lack of systematic meth-
ods for services identification during business analysis. We believe that there
has to exist a integrated view of organizational business processes to promote
an effective SOA approach, which will improve IS requirements understanding.
In this context, we propose a method, and a detailed set of activities, for guiding
the service designer in identifying the most appropriate set of services to sup-
port organization business activities. The method was applied in a real scenario
of a Brazilian Petroleum organization.

Keywords: Service Identification, Business Process Model, Service Life-cycle.

1 Introduction

The deployment of SOA (Service-Oriented Architecture) in an organization presents a
series of challenges. As new architectural roles and development tasks were intro-
duced by the service-oriented approach, the life-cycle model of traditional software
engineering may not be directly applied.

The need for an approach for service development is recognized by several authors,
who also agree that services should be defined according to organizational business
processes and their corresponding models [1][2][3][4][6]1[7][8]. These works, how-
ever, do not present detailed methods for business analysis towards services identifi-
cation and, very commonly, propose principles or guidelines that are very difficult to
follow in practice due to the lack of systematic process. Moreover, they do not explic-
itly consider the role of the system designer, which in practice is responsible for align-
ing the service development demands to the actual organization scenario (strategic
objectives and goals, current demands, amount of available resources), thus turning
the service identification activity into a complex decision-making process. Yet,
related works are typically proposed in domains where business processes are
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automated and services may be directly derived from them. In real scenarios, how-
ever, automated activities are mixed with manual or system-supported ones, all in the
same process. Also, the same activity may appear in several processes in the organiza-
tion, being implemented or supported by several information systems, in different
departments of the organization. We believe that there has to be an integrated view of
the organizational business processes, where each process is derived from the organ-
izational key-value chain. This integrated view means the relationship among proc-
esses (and consequently their models) are explicit, since they are part of a common
process repository, they are linked to each other through interface elements and they
share global artifacts such as clusters of data, business rules and business require-
ments. This infrastructure makes possible a SOA analysis on business process to
know about commonalities (common element definitions) and interfaces (execution
and derivation relationships) among processes. This view must be considered to
choose which processes should not/be automated, and is determinant for an effective
service identification approach. In the process repository, it is possible to create an
explicit link between business processes’ constructs and candidate services and physi-
cal (implemented) services descriptions. So, it makes easier to identify which services
must be updated when business process changes, and vice-versa. So, evolution of the
services themselves can trigger evolution of the supporting business processes, and
following the link it is possible to track changes.

This paper proposes a top-down method for systematic service identification from
business process models. Our main contribution relies on a set of heuristics that were
validated in a real scenario. The results of a case study are presented.

2 Service Life-Cycle

Services life-cycle models present some additional challenges when compared to tradi-
tional software engineering, for example: it is even more important to align business
requirements with service-based IT solutions; typical distributed service development
scenarios requires more complex security constraints; and handling service versioning
to accommodate business changes is an essential issue. Thus, a pre-defined life-cycle
model for organizational services is vital for the smooth operation of SOA [12].

Gu and Lago [4] claim that there is no consensus for a service life-cycle model in
the literature. They evaluated a number of proposals and pointed to a well-defined
sequence of steps divided into three phases: design time, run time and change time.
Services identification is not handled explicitly, even though it is essential for service
modeling. On the other hand, the service modeling step must be presented along with
a set of step-by-step instructions [6]. Arsanjani [1] proposes the use of business proc-
ess modeling in SOMA methodology. However, it is not proposed a systematic ap-
proach for service identification from business process. The same lack of systematic
approach appears in [3] [7] [8][9] [10] and [11]. Klose et al [7] and Papazoglou and
Heuvel [11] presented some principles that should be observed during services identi-
fication (e.g, low coupling, high cohesion and high level of granularity), while Marks
and Bell [9] emphasized use/reuse of services. Mcbride [10] proposes scanning a
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repository of business requirements and look for: services that meet this requirement;
services that could be adapted to meet it; or a new service that should be implemented.
The approach of Jamshidi ef al. [5] considers both an enterprise business process
model and an enterprise entity model and proposes an approach for identifying and
specifying enterprise software services. The approach assumes that the business proc-
ess model is highly detailed (up to the level of elementary business process, or EBP)
and that the granularity of each business entity is the same of the EBP which creates it.
Process models in such a level of abstraction are not easy to accomplish. Besides, this
proposal does not consider process model elements (business rules, business require-
ments, process flows). So, finding the service which meets a specific business require-
ment is totally dependent on the SOA analyst expertise and memory, and there is a lack
of systematic methods for services identification during business analysis.

3 A Service Identification Method from Business Process Models

This section presents a method for identifying candidate services from a set of busi-
ness processes models considered as input. Erl [2] defines a candidate service as an
abstract (not implemented) service which, during the design phase of a service life-
cycle model, could be chosen to be implemented as a service or as an application
function. We further define 2 types of candidate services, namely: candidate data
service, which is a service that performs CRUD (Create, Retrieve, Update and Delete)
operations on databases; and candidate business service, which is a service that per-
forms business rules which are not so related to CRUD operations. The method in-
cludes the phases presented in Figure 1.

Service identification starts when a demand for software development is received.
The demand is represented as a set of requirements to be implemented (either as ser-
vices or application functions). Other entries for the method are: “to-be process”
models (designed processes in which the new requirements are already represented),
and a set of business requirements already implemented in existing applications. The
to-be process models are used for identification and classification of candidate ser-
vices, while the business requirements of existing systems and the business require-
ments of the demand are used for consolidation of candidate services. The method
returns a set of elements (tables, charts, services dependency graph) that should assist
the service designer in making decisions about the most suitable implementation for
an identified candidate service. In other words, the output of our proposal is a set of
candidate services that is input for the next steps in a service life-cycle model (for
example, service analysis and design). In these steps, the designer will decide if a
candidate service is implemented as a physical service or if it must be considered as
part of another service or if it must be discarded for implementation.

. . Identification and classificatio: Consolidation of candidate
Selection of activities X . .
of candidate services services

Fig. 1. Method for Service Identification
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Fig. 2. Selection of Activities Phase

3.1 Phase 1: Selection of Activities

In the first phase (Figure 2), a set of activities are selected from to-be business process
models. A process activity is selected if it is either automatic (performed entirely by a
system with no manual interference), partially supported by systems or automatable
(manually executed, but expected to be supported by a system). Manual activities
(i.e., the ones that are not being considered for automation) are not selected, since it
makes no sense to develop services for them.

3.2 Phase 2: Identification and Classification of Candidate Services

In the second phase (Figure 3), candidate services are identified by applying a set of
proposed heuristics to the set of activities selected in phase 1. The proposed heuristics
were defined in order to address both syntactical and semantic analysis of the process
model.

Syntactical (structural) analysis of process models is carried out by considering the
process model structure. Thus, we propose heuristics for service identification from
each workflow pattern proposed in [13] [17]. A workflow pattern is the abstraction of
a concrete form that remains repeatedly in specific contexts. The set of workflow
patterns from [13] and [17] is often used as a benchmark for workflow management
systems functionality. When relying on the workflow patterns specification for ser-
vice identification, we assure covering all possible flow of activities that may be rep-
resented by a process model.

The semantic analysis of a process model towards service identification should
consider all indications for process (total or partial) automation. Among all possible
elements in a process model [15], it seemed obvious to address both “business re-
quirement” and “business rule” elements in special, since their semantic indicates
functionalities that should be implemented by a process-supporting service. Thus, we
propose heuristics for service identification from each of these two elements, when it

is associated to some of the activities selected from phase 1.

Identification and classification

of candidate services >
Workflow patterns ~ Activities
(struclure) (semzmucs)

Fig. 3. Identification and Classification Phase
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Fig. 4. Example of candidate service from a series of sequential activities

After being identified, each candidate service is classified (data, business or utility)
according to its characteristics, i.e, if the service performs CRUD operations on data-
bases or if it is a service that performs business rules; and utility service, which is a
generalized service whose operations can be used in different context adjusting some
of its parameters.

The following heuristics handle semantic analysis:

Heuristic 1 (Business Rule): A candidate service must be identified from a business
rule.

Example: From the business rule "Select product supplier”, described as "The se-
lected supplier should be the one with the lowest price for the requested amount of
product”; the candidate service Select product supplier must be identified. The
candidate service has the same description than the rule from which it was identified.

Heuristic 2 (Business Requirement): A candidate service must be identified from a
business requirement.

For example, from the business requirement "Retrieve quotes from suppliers"”, de-
scribed as “The system ABC should retrieve prices of all suppliers who supply a cer-
tain product"; the candidate service "Retrieve quotes from suppliers" is identified.
The candidate service description is the same of the requirement from which it was
identified.

The following heuristics handle syntactical analysis:

Heuristic 3 (Sequence of Activities): A candidate service must be identified from a
series of sequential activities.

For example, from the sequence of automated activities "Commit credit limit",
"Determine the investment rate charged" and "Generate contract" (Figure 4), a
candidate service must be identified.

Heuristic 4 (AND): A service candidate must be identified from an AND-pattern.

AND-pattern is a structure started in a point in the workflow where a single flow is
divided into multiple streams, which can run in parallel, and finalized at a point in the
workflow where multiple parallel streams converge into a single flow, synchronizing
them, or where branches end in final event [17]. For example, a service candidate
must be identified from the AND-pattern presented in Figure 5, for activities "Get
customer's history", "Get financial information" and "Get information from stealing
and robbery".

Heuristic 5 (XOR): A service candidate must be identified from a XOR-pattern.
XOR-pattern is a structure started in a point in the workflow where, based on a de-
cision, one and only one of several branches of the flow is chosen, and finalized at a
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point in the workflow where the ramifications of the flow come together without
synchronization or when one or more of the ramifications ends in final event [17]. For
example, a service candidate must be identified from the XOR-pattern of Figure 6.

Heuristic 6 (OR): A candidate service must be identified from an OR-pattern.

OR-pattern is a structure started in a point in the workflow where, based on a deci-
sion, one or more branches of the flow is chosen and ended at a point in the workflow
where the various branches of the flow are joint. If more than one of the source
streams was implemented, then it is necessary to synchronize them. Ramifications
may also end in a final event [17].

Heuristic 7 (Loop): A candidate service must be identified from a Loop-pattern.
Loop-pattern is a structure of workflow where one or more activities can be per-
formed repeatedly.

Heuristic 8 (Process Interface): Candidate services must be identified from the in-
teraction between two processes: one candidate service to pass the information to the
other process, and another service to receive the message.

Process interface is the representation of the mechanism that one process passes the
flow to another process [15]. For example, in Figure 7, when the process “Treat store
limit” (Figure 7a) identifies that the threshold of a commodity store was reached, it
sends a request for goods to the process “Provide goods” (Figure 7b). In this case, a
candidate service must be identified (in process “Verify stock level”, Figure 7a) to
pass the requirement for stock replenishment to the process ‘“Process product order”.
On the other hand, another candidate service must be identified (in the process ‘“Proc-
ess product order”, Figure 7b) to receive the request for stock replenishment and start
to process product order.

Heuristic 9 (Multi-Instance Activity): Candidate services must be identified from a
multi-instance activity: one candidate service to send the information to each instance
of the multi-instance activity; one candidate service to represent each instance of the
multi-instance activity; and, one candidate service to consolidate the outputs of the
instances and to pass the result to the next step.

A multiple-instance task is a task that may have multiple distinct execution in-
stances running concurrently within the same workflow case. Each of these instances
executes independently. Only when a nominated number of these instances have
completed, the task following the multiple instance task is initiated [13].
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Fig. 7. Example of process interface service

Heuristic 9 is in accordance with patterns proposed in [13]. We propose: a sender
service which is known as a broker and it is responsible for distributing the messages
to each instance; a candidate service responsible for operating the rules and require-
ments described on the multi-instance activity; and, a candidate service to consolidate
the outputs of each instance and pass the result to the next step.

3.3 Phase 3: Consolidation of Candidate Services

In the third phase, information about candidate services is consolidated. Service con-
solidation aims at gathering several characteristics about each candidate service so as
to support the service designer in deciding upon its implementation. Services not
selected to be implemented are removed, resulting in a refined candidate services list.

The proposed heuristics for service consolidation were based on the principles for
high-quality service implementation mentioned in [1][2][5][6][7]1[8][9][11], thus
reflecting the most important technical issues that should be observed by designers.
Moreover, information regarding the candidate service usage (by process activities or
other candidate services) and existing implementations are also considered.

However, we did not try to automatically select the candidate services to be im-
plemented, since this is a very complex and subjective decision, influenced by not
only technical but also political and cultural organizational objectives. We argue that
with the information produced in this phase, the designer has more knowledge for
deciding upon service implementation. The following heuristics are proposed:

Heuristic 10 (Service Reuse Degree): The degree of reuse of a candidate service is
calculated by the sum of times the service is used by each process activity.

Service reuse corresponds to the number of occurrences of the activities from
which the service was identified. The degree of reuse cannot be automatically calcu-
lated when a candidate service was identified from a multi-instance activity, in which
the iteration granularity is not quantitatively represented (e.g., an activity that should
be executed “for all company units”).

Heuristic 11 (Link Candidate Service and System): A candidate service identified
from a business requirement that is already implemented should be associated to the
systems which implement it.

This should help in the design phase to identify which requirements are already
implemented and could be exposed as services.

Heuristic 12 (Link Candidate Service and Demand Requirements): A candidate
service identified from a business requirement of the demand must be associated to it.
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A candidate service identified from the demand should be associated with its corre-
sponding requirement. That information will allow the designer to identify the
minimum set of services required to meet initial demand, or for prioritization.

Heuristic 13 (Link Candidate Service and Activities): A candidate service must be
associated to the activities from which it was identified.

This enables the service designer to know all the services used by a process activ-
ity, or all the activities supported by (impacted by) a service. This information may be
used in the future for choosing a unique service implementation that encapsulates all
the identified functionalities indentified in the activity(ies).

Heuristic 14 (Identify Candidate Services Dependencies): A candidate service
must be associated to other service candidates that use it.

This information is obtained from the association between business rule x business
rule and business rule x business requirement, when they are explicit in modeling.
The relationships allow the identification of the granularity of candidate services as
well as the dependency between them. The candidate services that do not use any
other candidate services are considered fine-grained, and are independent from other
services, i.e., they are self-contained. The services that use other services are coarser-
grained services. They depend on services they use. The more dependencies a service
has, the higher is the susceptibility to failures.

Heuristic 15 (Utility Candidate Service Identification): A utility candidate service
shall be identified from the observation of recurrent patterns.

Our previous experience in service development led us to pay a special attention
to some recurrent flows of activities which are very typical in different processes
of the same organization, or even in different organizations. Some of those do-
main-independent recurrent patterns were pointed by [16]. Thus, we also propose
heuristics for service identification from recurrent patterns. The rationale for using
recurrent patterns for service identification is that, once a pattern is detected in a
process model instance, its corresponding service will probably be highly reused.
Hence it is related to one of the main principles of service, which is “reuse”. A
service that is indentified from a recurrent flow is marked as a “Utility Candidate
Service”.

The method final product is the list of candidate services (with descriptions) as
well as a table containing a series of information useful for service designers. Besides
a dependency graph also assists the designer to make decisions about the implement-
ing services. Next section describes a case study in a real scenario.

4 Applying the Proposed Method for Service Identification in a
Real Scenario for Oil Production Diagnosis

The method proposed in Section 3 was experimented in a case study conducted at
PETROBRAS, the largest Oil Company from Brazil. PETROBRAS is responsible for
the majority of Oil and Gas derivatives exploration and production in this country. The
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case study was done in the “Diagnose daily oil production” business process model.
Production Control is an important process within the Exploration and Production
(E&P) area of PETROBRAS.

The “Diagnose daily oil production” is a to-be process model. The process was de-
signed in detail, so that business users and application developers’ needs were met.
The designed model comprises 19 activities, control flows, 90 business rules and 37
business requirements. The process aims at maximizing company results. This is
achieved using real time physical sensor information to fast and accurately identify
the production variation related to previous oil production information (production of
previous days or previous month). This process has two subprocesses: “Send physical
sensor information” and “Analyze oil production conditions of measurement node”.

Each process was detailed using EPC (Event-Driven Process Chain) diagrams and
each process activity was detailed using an FAD (Function Allocation Diagram) [14].
Figure 8 illustrates the EPC of “Send physical sensor information” process. Figure 9
presents the FAD of the “Supply sensor information” activity, where business rules
(i.e., “Stocks of non-automatic tanks”) and business requirements (i.e., “Supply tank
stock information”) are also presented.

The service identification method takes as its inputs: (a) a set of to-be process
models: for this experiment, it corresponds to “Diagnose daily oil production”; (b)
a set of system requirements already implemented in applications: in this case, it is
represented by an empty set, since it is a new business process, and there is no
application supporting it; (¢c) a demand, i.e., a set of business requirements to be
implemented: in this experiment, all business requirements were considered
demand.

Phase 1 (Activity selection): all automatic, subject to automation, and partially sup-
ported by computers activities were selected, such as: Supply sensor information; Get
accumulated measurement node net production from previous days; Calculate meas-
urement node predicted net production for the day; Analyze characteristics of
measurement node production; Query measurement node previous productions; etc.

Phase 2 (Candidate service identification and classification): candidate services
were identified and grouped accordingly the proposed heuristics. Each service was
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described with the following attributes: service name; service type (candidate busi-
ness or candidate data service); input and output information; which element origi-
nates the service (business rule, business requirement, activity flow); activities where
it was discovered from; service description. Table 1 and Table 2 present examples of
candidate services. The experiments did not identify candidate services using heuris-
tics 7 and 9 since there is no loop or multi-instance activity in the model.

Phase 3 (Candidate services consolidation): The results of this phase are presented in
Table 3 and Table 4. Table 3 presents information related to Heuristic 10 (Service Reuse
Degree), Heuristic 11 (Link Candidate Service and System) and Heuristic 12 (Link Can-
didate Service and Demand Requirements). It was identified 72% of candidate business
services and 28% candidate data services. No candidate utility services were identified.

Table 1. Examples of service candidate information

Attributes Service 1 Service 2 Service 3

Heuristic Heuristic 1 Heuristic 2 Heuristic 3

Name Calculate measurement node production |Query measurement node |Calculate predicted net
of type appropriation of Estreito tank information production

Type Business service Data service Business service

Input Measurement node Measurement node Measurement node

Output Measurement node oil production Asset code, measurement |Production variation of

node name, oil stock measurement node

volume in the tank in the
end of the day

Source Business rule: “Production calculus of Business requirement: Workflow pattern
appropriation measurement node of “Supply information
Estreito to be analyzed” about tank oil stock”

Activities Send sensor information Supply sensor information|Get accumulated

measurement node net
production; Calculate daily
predicted net production of
measurement node
Description |Production of Estreito measurement node [Asset code, measurement |Get accumulated

to be analyzed = Production of measure- |node name, stock volume [measurement node net

ment node of Estreito B - of oil in the tank in the production, and then calcu-
Production of fiscal measurement node of |end of the day from Plant |late daily predicted net
Angico - Production of fiscal measurement [Information System production of measurement
node A - Production of fiscal node

measurement node B.
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Table 2. Examples of service candidate information
Attributes Service 4 Service 5 Service 6
Heuristic |Heuristic 4 Heuristic 5 Heuristic 6
Name Analyze production of measurement node |View production ATP View production diagnose
diagnose summary summary
Type Business service Business service Business service
Input Measurement node Measurement node Measurement node
Output Loss of measurement node production
Source Workflow pattern Workflow pattern Workflow pattern
Activities Analyze loss of production; Analyze View production diagnose |View production diagnose
production potential variation of summary; summary; Analyze loss of
measurement node; identify View diagnose summary |[measurement node
measurement node oil well that start to production; Analyze
produce; Analyze tank oil stock production potential
information variation of measurement
node; analyze measurement
node oil well that start to
produce; Analyze tank oil
stock information
Description (Analyze measurement node production View production diagnose |View production diagnose
calculating loss of production, potential summary measurement summary of measurement
variation of production, identify node node
measurement node oil well that start to
produce; Analyze tank oil stock

Table 3. Table presents reuse, systems those implement candidate service functionality and
association between candidate services and demand

Candidate service Type Reuse Implem. Demand’s requirements
Req.
Calculate measurement node production Busi- 1 -
of type appropriation of Estreito ness
Calculate daily predicted net production Busi- 1 - Calculate daily predicted net
of measurement node ness production of measurement
nodes
Query measurement nodes for Data 1 - Supply measurement node
production diagnose net production information

Table 4 presents the association between candidate services and activities, accord-
ing to Heuristic 13 (Link Candidate Service and Activities). This information can be
used to identify all services those were discovered from the same activity, which can
originate one logical service that encapsulates all those functionalities.

Table 4. Candidate services and activities association

Activities
Candidate service 11 2(3|4|5]| 6
Calculate difference between daily predicted X
net production related to previous month
Calculate difference between daily predicted X
net production related to previous days

Fig. 10. Dependency graph
of some candidate services

From Heuristic 14, dependency graphs can be built to represent dependencies be-
tween candidate services. Figure 10 presents an example of dependency graph. Ac-
cording to this example, the designer may choose to implement only one service
merging functionalities of services S,, S3 and S, in service S;, or develop S1 invoking
(orchestrating) the others three services. This graph can be built for each service.
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Heuristic 15 is related to identify candidate services that represent activity patterns
based on recurrent functions or activity patterns based on organizational structural
aspects. In spite of the literature demonstrate that these patterns may occur in business
process, in our experiments they were not present.

The “Diagnose daily oil production” process has only 19 activities. This could
mean that there were only some candidate services. However, the heuristics identified
147 candidate services. Business rule and business requirement heuristics produced
57% and 30%, respectively. It is because that this business process has a lot of
business rules and business requirements, and it is strongly based on system.

The important aspect of our approach is that both fine-grained and coarse-grained
candidate services were identified. We observed that Heuristic 1 (Business Rule), in
general, produce fine-grained services, while Heuristic 2 (Business Requirement) and
workflow pattern heuristic (Heuristic 3 to 9) produce medium- to coarse-grained ones.

After the application of the method, the services identified were validated by the
specialists, i.e., System Analysts who developed physical services to support the
automation of “Diagnose daily oil production” business process. All services they
implemented were identified by our proposal; and the specialists agree that the con-
solidated information helped them in service implementation. One difference that
must be highlighted is that candidate services and implemented services have differ-
ent granularities. For instance, the functionalities of five candidate services were
merged and implemented in only one physical service. Those five services correspond
to methods that manipulate the same entity. The specialists pointed that the identifica-
tion of those candidate services by the proposed method helped them to know which
functionalities should be implemented as well as they would have more reuse if pub-
lished in the same service. On the other hand, some candidate services where imple-
mented and orchestrated in a higher level service. In this case, the specialists observed
that the functionalities would have more use and reuse if published separated. Be-
sides, they observed that it also would be useful if the functionalities were published
as an orchestrated service according to a specific flow.

Hence the specialists confirmed that a method for service identification from busi-
ness process models must identify candidate services and produce information that
can assist the service design phase. Hence the experiment demonstrated good results,
and pointed to the possibility of new heuristic for the design phase.

5 Conclusions and Future Work

The deployment of SOA in an organization presents a series of challenges, especially
service modeling, design, monitoring and management. Proposals for service life-
cycle models are typically abstract and lack from considering the integrated view of
business processes in an organization. A service life-cycle not only facilitates the
management of service-oriented systems but can also improve its governance.

Among the activities of a service life-cycle model, we emphasize the services iden-
tification step. We propose a top-down approach for services identification from busi-
ness process models, applying heuristics to define services from the semantic analysis
of process elements such as business rules and business requirements, and from a
syntactic analysis of process models according to its corresponding structural patterns.
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As a result, a set of candidate services is identified and scored according to a set of
criteria (degree of reuse, existing implementations, presence in the input development
demand, usage by process activities, relationship between services, and service granu-
larity). This information helps service designer to better design and plan service
implementation, while also considering subjective issues such as security, political
decisions, and so on. Besides, an explicit link can be made between business process
constructs and services descriptions. Business process evolutions can target changes
in the services which support the process, and vice-versa. The association of services
and process models helps in tracking changes within the models that directly
impact IT, as well as changes in IT that should be reflected in the process models.
Furthermore, changes in processes can trigger calls or automatic changes in the
implementation of services.

The proposed method was assessed on a case study in a real organization. In this
case study, a process model for oil production diagnosis was used as input. The
method was manually applied, and resulted in 147 candidate services identified. We
are currently working on a supporting tool for the method.

As future work we are studying the next steps (analysis, design, implementation,
deployment and maintenance) and the changes on business process models resulting
from service life-cycle steps. Another important future work is related to service reuse
principle. A service can be reused in a variety of contexts. In other words, it can sup-
port different business process. So, a change in a business process can induce service
maintenance, and consequently impact another business process. The management of
these changes and business process impacts are important issues.
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Abstract. Besides goals and regulations, IT is also considered as a driver for
business process development or evolution. However, as reuse becomes in-
creasingly important in many organizations due to return of investment consid-
erations, the available IT is not only an enabler but also a constraint for business
process design. In this paper, we present a systematic approach that explicitly
takes into account the capabilities of a (service-oriented) reuse infrastructure
and that guides the business process design accordingly. An important element
in our approach is the notion of conceptual services, which we have experi-
enced as appropriate candidates for communicating the capabilities of a reuse
infrastructure to business people’.

Keywords: requirements engineering, business process, business process
design, service orientation.

1 Introduction

Business goals, regulations, and technological capabilities can all trigger the evolution
of business processes. However, each change is risky and expensive. The costs and
times required to realize a change therefore play an important role due to return on
investment considerations, and pose many constraints for the incorporation of
changes, mainly with regard to information systems (IS). The aim of reusing as many
established implementations as possible is therefore a widely observable trend in
many organizations, both in organizations using IS and in those developing IS.

Even if the paradigm of Service Oriented Architecture (SOA) [4] is considered a
powerful means for adopting the reuse idea to the business process context, a fit be-
tween available services and business requirements is hard to achieve as long as no
systematic approaches are used to reconcile both views [5, 6]. As a consequence, the
degree of reuse is often less than expected and many parts of the IT / IS still have to
be renewed, leading to the situation that the desired benefits of reuse cannot be ex-
ploited.

Business stakeholders are often not aware of these problems, respectively the costs
and the feasibility of their requirements. Requirements must therefore also “depend

! The research results described in this paper were obtained in the SOKNOS project (founded by
the German Federal Ministry of Education and Research, No. 01ISO7009).

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 11 2009.
© Springer-Verlag Berlin Heidelberg 2009
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on existing system capabilities and not just on what stakeholders believe they need”
[7]. Several references such as [5, 11, 12] have therefore stressed that the capabilities
of a reuse infrastructure must be taken into consideration already during the early
requirements phase, as otherwise a high degree of reuse will not occur. In addition,
[13] stress that it is inevitable to develop business processes and supporting IS in a
coordinated manner in order to cope with their mutual dependency.

The major challenge to be managed by (good) requirements engineers and business
analysts is therefore neither just to write down wishes nor to instantiate a predefined
reference solution, but to satisfy and reconcile actual needs with a given reuse infra-
structure. Hence, customer expectations must be negotiated against the capabilities
and constraints of an underlying infrastructure [9, 10], and proactively refined into
business processes and IS requirements that are actually realizable within the
estimated time and budget.

However, as far as we can tell, negotiation and reconciliation are often done late, re-
quiring significant and time-consuming rework on the requirements, or the renouncement
of a high degree of reuse, and thus of cost- and time-savings in subsequent development
phases.

In this paper, we therefore present a novel approach for IT capability-based busi-
ness process design based on service-oriented requirements engineering principles
that allow developing business processes and supporting IS with the early considera-
tion of an existing service infrastructure in a cooperative manner. The aim of this
method is to assure a high degree of reuse in a constructive rather than analytical way
right from the beginning of each IS development project.

The remainder of this paper is structured as follows: In the next section, we give a
brief overview of service-oriented requirements engineering to bring the method of
this paper into context. In section 3, we then introduce conceptual services as the
basis of our method for IT capability-based business process design, while the corre-
sponding process is described in section 4. This process is the main contribution of
this paper and presents concrete guidance on how to elicit and design business proc-
esses with the early consideration of existing services. Our preliminary experience
with this approach made in the “SoKNOS” project is presented in section 5, and we
show related work and open issues in sections 6 and 7.

2 A Short Overview of SORE

Service-oriented Requirements Engineering (SORE) is a still evolving [16] discipline
dealing with the identification of services for reuse, as well as with the reconciliation
of existing service capabilities and application requirements during reuse [6]. In order
to emphasize the role we see for SORE in the strongly business-influenced SOA con-
text, we have developed an approach integrating some concepts of business process
management, SOA, and product line engineering (see Fig. 1 and [6] for more
information).

According to this model, the role of SORE consists of mediating between the more
business-oriented application engineering and the more technical-oriented service
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Fig. 1. SORE in SOA engineering

engineering in order to achieve a good fit between business needs and available
services. Thus, SORE should provide support for

(1) the process of reconciliation of business needs with available services in order
to support the achievement of both business goals and high reuse

(2) the appropriate representation of actual service capabilities to business people
in order to make these capabilities explicitly visible already during an early phase

(3) the process of defining services, i.e., the determination and clustering of (innovative)
features a service should provide in order to also be beneficial in future contexts.

3 Communicating IT Capabilities with Conceptual Services

The method for IT capability-based business process design described in this paper
mainly aims at operationalizing task (1) of SORE as mentioned above. The purpose of
our approach is the assurance that business processes do not pose many hard require-
ments that are not realizable with the existing IS, respectively service infrastructure,
within the estimated time and budget. Hence, a high degree of reuse should be assured
constructively right from the beginning of each IS project, i.e., already during
business process design.

Especially to avoid late and thus costly negotiations and reconciliations, our ap-
proach aims at proactively guiding the business process design with the consideration
of existing services. This, of course, requires an abstraction of service capabilities in
business terms [6, 15], as these capabilities could otherwise not be sufficiently con-
sidered by business people (see also SORE task (2)).
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Based on our previous work concerning the identification of services [14], we pro-
pose representing service capabilities, i.e., their functionality, on the level of business
functions within elementary business activities (see Fig. 2)2. This level has the advan-
tages of being well understandable and beneficial for business people on the one
hand, while remaining generic enough and thus, highly reusable, on the other hand.
Especially the high reusability is caused by the fact that functionality on such a level
of abstraction can be reused as-is and context-independent of its process integration.

However, as the amount of service functions provided on this level may exceed a
manageable size in industrial settings, it is hard to communicate on this basis with
business people even if they are able to understand the meaning of the functions. In
order to provide these capabilities on an appropriate level of granularity, we therefore
recommend clustering the service functions into so-called conceptual services [14],
which, in our experience, have found out to be perfect candidates for communicating
IT capabilities to business people due to their logical capsulation. This abstraction
from the real technical services and the focus on understandability for humans rather
than on interpretability for machines is especially an advantage with regard to re-
quirements negotiation [1]. In particular, business people can better understand what
is easily feasible with the existing IS, while developers can assess much faster how
well their reuse infrastructure already covers the mentioned needs.

However, for facilitating actual service reuse during IS development, knowing the
real technical services (e.g., backend components, legacy system interfaces, etc.) that
implement the conceptual ones is also important, of course. Hence, both should be
explicitly linked, i.e., the selection of a conceptual service function should automati-
cally guide the developers in identifying and orchestrating the required technical ser-
vices accordingly. However, we will not deal with this traceability issue in this paper.

% An elementary business activity is performed by exactly one role with an IS and fulfills ex-
actly one goal (e.g., “change customer data”), while a service function within this activity is a
recognizable IS reaction triggered by the involved human (e.g., “search customer”).
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4 Method Description

As [16] highlights the need for a domain-specific, framework-oriented analysis in
SORE, we also propose a similar approach for IT capability-based business process
design. Using a framework-driven approach when designing new business processes
is hence the key concept of our method described in this paper. However, while tradi-
tional framework-oriented analysis approaches such as [3] use the real technical
framework components, our approach makes use of the more abstract conceptual
services belonging to a certain application domain (e.g., “incident management” in
our later case study). The reason is, as already mentioned, that business requirements
can only be reconciled with service capabilities in the early phase of business process
design when both are described on a level of abstraction that is understandable and
comparable for business people.

The basic steps of our method are depicted in Fig. 3. According to this method, the
identification of relevant stakeholders in the business organization (respectively the
organizational unit) of interest and their involvement in the elicitation process is
the first step (1)’. The most important stakeholder groups are the actual end-users
(business process participants) and people who are responsible for the regulations and
policies (those with regard to IT as well as those with regard to business issues). Get-
ting access to all “right” stakeholders is a crucial issue, and usually requires, for suc-
ceeding, the support of the (top) management. With the former group, the current
business processes in the organization are systematically analyzed and modeled in
joint workshops in order to get a common picture (2). In order to quickly obtain this
comprehensive overview of the current business processes, a systematic, algorithmic-
like elicitation checklist is used. This checklist (see Fig. 4) assures that a process
model can be sketched already during the workshops, enabling the participants to
directly make comments and corrections. Thus, misunderstandings, incorrectness, or
incompleteness can be avoided right from the start. Furthermore, the business proc-
esses can be systematically elicited on a common level of abstraction; in our case, the
level of elementary business activities.

Based on the elicited business processes, unsatisfied goals and problems that cur-
rently hamper more efficient and satisfactory work are therefore systematically ana-
lyzed in a next step (4). In particular, this step helps to understand which problems
can be improved by IT (technical solution) and which problems rather require organ-
izational improvements. Only if these problems are clearly understood and classified
can an IS supplier provide solutions that really satisfy the organization.

The problem analysis is performed by iterating over each business activity and
each activity sequence within the business processes modeled before. During this
iteration, a detailed checklist with questions in three different categories is used: ques-
tions regarding problems (e.g., “Is the result of this activity reached satisfactorily?”),
quality requirements (e.g., “Are there any quality constraints / requirements for this
activity?”), and improvement possibilities (e.g., “Can this activity be left out?”).

By posing such questions, typical problems in business processes such as media dis-
ruption, an insufficient degree of automation, or of parallelization can be identified sys-
tematically. Furthermore, based on this problem analysis, the IS supplier can preselect
first conceptual services from his service framework as possible solution candidates.

3 Our assumption in this paper is that the IS supplier is from an external organization.
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In order to assure that all relevant information with regard to given constraints is
also taken into consideration, the constraints posed by regulation and policies are
systematically elicited from the responsible persons using a similar question- and
checklist-driven approach (3). However, all elicited constraints should be classified
into hard and soft constraints (i.e., if they absolutely have to be complied with or if it
would be good to comply with them) in order to assess their impact on the solution
space.

The constraints, the current business processes, and the identified problems and
unsatisfied goals are then taken as input for cooperatively developing ideas for im-
provement, respectively improved to-be business processes (5). Hence, the IS supplier
directly collaborates with the involved stakeholders in joint workshops in order to
find a suitable solution that solves the organization’s problems.

First, the improvement possibilities that have been identified in the previous step
are used to improve the business processes from an organizational perspective with
the consideration of the given constraints, e.g., through parallelizing or removing
activities in order to increase the general process performance.

After that, the IS supplier’s conceptual services framework comes into play. Based
on the application domain, respectively the considered business process areas, spe-
cific sub-frameworks are chosen (see Fig. 5 for an example) and visualized for the
involved stakeholders. Every conceptual service is presented by giving a short sum-
mary of its general purpose and functionality. Furthermore, based on the problem
identification and the service preselection, the IS supplier can also motivate the spe-
cific benefit of a certain service for the organization, both for specific business
processes and for cross-cutting issues.
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Fig. 4. Excerpt from an elicitation checklist

Then, together with the stakeholders, the conceptual services are annotated to cor-
responding activities in the processes (see Fig. 5 (left) for an example). In doing so,
the stakeholders easily get an understanding of which activities can basically be sup-
ported by available services. Furthermore, they can discuss how this conceptual ser-
vice, respectively which conceptual service functions, would concretely be used
within each business activity. Hence, they can check the applicability of each service
and make remarks on whether adaptations or extensions are needed.

As the IS supplier is interested in achieving as much reuse of existing services as
possible, the following resolution strategy is applied when no conceptual service can
be annotated to a business activity or when a conceptual service function is missing
that would be needed to perform an activity. First, the IS supplier checks whether the
required functionality is provided by another conceptual service, maybe even in a
service framework belonging to another domain. If no appropriate functionality is
found, IS supplier and stakeholder cooperatively discuss whether the activity (or even
the entire process) could be changed in a way that existing services can be used but
the goal of the activity / process is fulfilled nevertheless. Only if this is not possible,
must new services be defined or existing services modified (6). In this way, missing
functionality that cannot be solved by the existing services can be revealed early and
can be prepared for future usage (SORE task (3)) [14].

C onceputal services for
incidentmanagement Traffic - Service
Hazardous Material Water-gage
Reposrl/Mgssage— Situation-Service -Information- Information -
G Service Service
Forces and Simulation-Servi Yellow Pages - Environmental-
Resource -Service | | >'muaton-service Service Data-Service
Risk-Estimation- Ressource- Register of Objectinformation-
Service Estimation-Service Persons-Service Service
Weather-
information - Map-Service Hospital - Service Press - Service
Service

Fig. 5. Framework of identified conceptual services in SOKNOS



120 S. Adam et al.

After these cooperative steps, the IS supplier elaborates the solution idea (7) by re-
solving the conceptual services, i.e., they develop a prototype. Then, a coherent IS
concept is presented to the customer to get feedback (8) and make final adaptations, if
necessary. This feedback from stakeholders who are affected by the discussed
changes is very important. By getting feedback, the IS supplier can get an impression
of whether his ideas are on the right track and are considered helpful for the organiza-
tion’s intended purpose. Depending on the feedback result, step 5 or step 7 of the
method has to be repeated.

S Preliminary Experience

The first experience with SORE in general, and the method described in this paper in
particular, was made in the German research project “SoKNOS”. The main goal of
“SoKNOS” is to optimize the workflows within but also between public safety or-
ganizations in case of major incidents such as natural disasters by means of
service-oriented technology.

During the first phase of the project, we elicited representative processes with sce-
narios, and, using our method for service derivation (SORE task (3)) described in
[14], we derived a set of conceptual services that were used as input for developing
the real technical services (“development for reuse”). Despite the fact that we were
looking at a very large and fuzzy-bounded application domain, we were able to derive
a manageable number of conceptual services in this way (see Fig. 5).

Then, during the second phase of the project, the aim was to evaluate the appropri-
ateness of the developed service landscape for the purpose of “development with
reuse”, i.e., to check whether the developed services were sufficient for addressing the
needs of as many organizations as possible. In order to perform this evaluation, we
applied the method described in this paper several times with stakeholders from rep-
resentative public safety organizations such as fire departments, and police organiza-
tions, which had not yet been involved in the first project phase.

After identifying a scenario about handling a large amount of injured people that
was assessed as a very challenging scenario by the involved stakeholders, we started
with the analysis of the currently foreseen reaction (business processes) to this

Activity Description
Name Establish operation unit
F 1. The user opens the Forces and Resources —

| Service

o 2. The Forces- and Resources- service shows

w an overview of forces and resources that is
currently available

3. The user chooses to establish an operational
unit.

4. The Forces- and Resources- Service filters
the overview and presents the user with a list
of operation unit commanders. (operation unit
commanders are connected with predefined
operation unit members)

5. The wuser chooses an operation unit
commander.

6. The Forces- and Resource Service
allocates the operation unit for a new task.

Forces and Resource Report/Message- The Report/Messaging Service sends a

- Service Service message to the operation unit commander
about his new assignment to the task.

Dispatch own
forces (rescue
service,
firefighters

Establish
Operation
unit

Fig. 6. Part of business process with annotated conceptual services and activity description
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scenario. By using our method, we quickly came up with a corresponding business
process model and could easily analyze unsatisfied goals, constraints, and possible
problems to get a first impression of which conceptual services might provide signifi-
cant support. After that, we presented the “incident management’-specific service
framework (just like in Fig. 5) to the stakeholders, and we briefly explained each
conceptual service one by one. We went through the whole scenario and annotated
cooperatively the business processes with our conceptual services (see Fig. 6 (left) for
an example using our own extension of EPC [23]).

After this annotation, we discussed each activity of the process with the stake-
holders and how the functions of the conceptual services are actually used (see Fig. 6
(right) for an example) in order to perform the activity. When a certain function was
still missing, we looked at another service to see whether the required functionality
was included there, or we discussed whether the process could be modified in such a
way that the existing services fit. Of course, as we were still in an early phase of a
research project, a couple of functions were still missing and could thus not be taken
from the reuse infrastructure. With regard to the evaluation of our method, however,
we experienced the method as beneficial and learned the following lessons:

(1) We were able to communicate with the stakeholders in a predefined scope (concep-
tual services), which helped us to guide the business process design as far as possible
towards reusable functionality. Thus, functionality that had already existed could ac-
tually be reused. Our hypothesis for future evaluations is therefore that this method
leads to a higher degree of reuse in subsequent development phases, respectively to
less effort when achieving a similar degree of reuse, compared to other approaches
that propose to first refine a business process and then annotate services.

(2) The stakeholders appreciated the expression of service functionality in their do-
main terms using the conceptual services. Therefore, the stakeholders were en-
abled to abstract from detailed requirements such as user interface issues, etc. and
could focus on their essential business needs. Thus, the complex phase of re-
quirements analysis could be simplified (just business process design), which
streamlined the entire requirements process. Furthermore, the abstraction from
detailed requirements prevented the stakeholders from posing requirements that
were too restrictive.

(3) We were able to easily identify whether the required functionality within the
stakeholder’s processes was already available in the service infrastructure, or
whether new functionality had to be added. Therefore, we could use the method
for systematically identifying deltas in the reuse infrastructure. Of course, a com-
plete and systematic elicitation of reusable functionality cannot be performed this
way and rather requires the approach described in [14].

(4) We were able to adhere to the real business processes and did not need to intro-
duce reference business processes in order to achieve reuse. We think that this is
a significant advantage over other reuse approaches, especially in domains that
require support for rather ad-hoc processes than predictable production processes.
This is also the case in the incident management domain.

(5) We experienced that the degree of technical innovation is very limited when the
aim is to develop in a reuse-based manner. However, innovation and creativity
are also quite important in “development with reuse” because solving unforeseen
problems with a given reuse infrastructure is challenging. So far, we do not have
systematic support for this aim.
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6 Related Work

Reuse in the information systems domain can basically take place at any level of
abstraction. In IS-COTS products such as ERP systems, reuse is typically achieved on
the level of entire business processes through the configuration of predefined refer-
ence models [22]. Approaches aiming to apply product line engineering to the busi-
ness process context also choose a similar approach, e.g., [8]. These approaches
extend variant-rich reference processes with decision models and thereby allow an
automatic instantiation of business processes and their implementations. However,
due to the enormous process variety in today’s organizations and the attempt to keep
individuality in the way of work, the proactive prediction of all process variants to be
supported is nearly impossible [5] and also not manageable through scoping [24],
except for specific domains.

The level of business activities is therefore another level on which reuse can be ap-
plied and has basically already been part of the ARIS framework [18], for instance.
Indeed, reuse at this level allows defining flexible business processes, as the order of
activities is not predefined. However, this approach also has some shortcomings.
First, how an activity is performed is already predefined (probably with certain vari-
ants, e.g., use case variants [25]). Second, we experienced in trials with such a reuse
approach that it is more time-consuming and challenging for business people to click
their way to a process while scrolling through an activity repository than frankly
modeling a process using their own terminology and mapping this process to existing
components afterwards.

The third level is the level of business functions (e.g., service functions) and is also
the level basically addressed by SOA [4]. This level provides the highest flexibility in
building business process applications but generally requires the most effort for refin-
ing requirements into an executable solution. However, as far as we can tell, most
approaches in this area, including those proposed by leading BPM/SOA solution
vendors (see, for instance, [17]), share two main shortcomings. First, they require
specifying the business processes on a very low level of abstraction, as otherwise an
annotation of the real service functions is not possible. This, of course, leads to an
enormous complexity of process models and the service infrastructure, as no appro-
priate means for abstraction exist. Second, most SOA approaches are based on the
assumption that an organization’s IT infrastructure has been decomposed completely
in a service-oriented way and that thus all required services are either actually avail-
able or very easy to (re)develop. As a consequence, most approaches still propose a
pure top-down approach, i.e., a specification of business processes without reconcilia-
tion between the resulting requirements and service capabilities. While this might
work in an in-house scenario, it is hard to apply in settings where IS supplier and IS
users are two independent organizations with different strategies.

To cope with this reconciliation problem, only some initial work exists. [19] for in-
stance, propose intentional services based on the MAP formalism to match high-level
business requirements with service functionality. However, even though this approach
provides a clear algorithm on how to match both views, we consider the required
specification effort and the notations used not justified for a lightweight communica-
tion of IT capabilities.
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Approaches from COTS-based requirements engineering (see [20] for a compre-
hensive overview) aim at matching high-level requirements in terms of goals with
product features to find the “best matching” product. Our approach shares the idea
that the requirements should remain on a high level of abstraction in order to prevent
restrictions that are too severe. However, we are convinced that goals alone are not
sufficient and that the detailed way of work must also be known. [21] is probably the
first reference that introduces the notion of domain services as an encapsulating
means to mediate between business requirements and the capabilities of real technical
services without the need to predefine the process flows in which the services are
used. Even though this idea is quite similar to our notion of conceptual services, [21]
gives no guidance on how the domain services are to be used for the actual reconcilia-
tion process between business needs and service capabilities. In this regard, our pro-
posed method is strongly influenced by the key concepts of [2], who also aim at using
a framework of abstract components and a collaborative method for improving and
defining new processes. The differences between this approach and the approach
presented in this paper are the context (requirements engineering process improve-
ment vs. business process evolution) and the fact that [2] consciously avoid explicit
modeling of processes.

7 Conclusion and Outlook

Available IT is not only an enabler but also a constraint for business process design.
In this paper, we presented an approach for IT capability-based business process de-
sign. The novelty of our approach lies in the fact that we embed reuse capabilities in
terms of conceptual services into a systematic process for business process design and
thereby allow achieving a high degree of reuse in an early phase already. Even though
we have not been able yet to evaluate our approach in a controlled experiment, the
case study experience confirms that we are on the right track with our approach.

Our hypothesis to be checked in a next step is that this approach leads to a higher
degree of reuse when developing IS, respectively to less effort for a similar degree of
reuse, compared to other approaches that propose to first refine business processes
and to annotate services afterwards. Of course, the success of our proposed method
also depends on the quality and completeness of the underlying service framework,
and the involvement of the right stakeholders. Furthermore, our method is still limited
to mid-term or long-term business process evolution and not applicable for short-time
or even run-time adaptations. Besides the need to discuss the business processes with
a group of people, also the degree of automated transition between conceptual ser-
vices and real implementations influences the addressable time scope. So far, there is
only a conceptual link requiring developers still to manually map the conceptual
services within a business process model to an executable description.

Besides this weakness, we have to elaborate the method into a complete require-
ments engineering approach that goes beyond the activity of business process design.
As we have shown in [6], non-process requirements, such as interoperability with
already existing systems, must not be forgotten. In another project, we are therefore
trying to integrate our approach with an engineering approach for a system of sys-
tems. In this project, the conceptual service functions incorporated into the business
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process models are used to customize each single system with the overall system.
Thus, we plan to combine a rather workflow-oriented system development approach
with a highly automated product derivation approach. Furthermore, we plan to
investigate how development for reuse can also benefit from creativity techniques.
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Abstract. Service selection involves the use of well-defined criteria such
as Quality of Service (QoS) metrics to optimally select services for busi-
ness processes. However in some cases, the service capabilities being
accessed require non-trivial protocols for accessing them. When the pro-
tocol of a selected service is incompatible with the process, a lifecycle
transition is triggered from operation and evaluation phase to the design
phase of the process lifecycle. Such transitions can be expensive in terms
of the technical and organisational resources required. In this paper,
we introduce a conceptual framework for minimising such transitions in
the process lifecycle by considering the relative protocol compatitbility
between candidate services.

Keywords: business process, soa, web services, qos, process lifecycle.

1 Introduction

The web services paradigm enables an organisation to implement business pro-
cesses by orchestrating existing services, some of which may be provided by
external organisations. In order for a process to access a capability provided by
a web service, the process needs to be aware of the existence of the web service.
This is typically achieved by executing queries on service registries or by using
other means of web service discovery. Here, we consider a capability to repre-
sent a set of functions that an organisation is able to realise by deploying some
technical and/or organisational resources.

A registry holds two types of descriptions for web services - abstract and
concrete service descriptions. The abstract service description (ASD) is called
the interface and it contains information about the capabilities that are provided
by any implementation of the service, whereas a concrete service description
(CSD) describes an implementation of a web service by a concrete agent — that
is a software or hardware that actually sends and receives messages. A concrete
agent is owned by a service provider [1J.

To implement a business process that accesses externally provided capabilities
through web services, the following activities are usually carried out:

Initiation and Analysis. The process is analysed to determine which of the
required capabilities should be outsourced to external agents. In a loan
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process example, a simple choice could be to outsource credit rating checks
to a third party credit management agency.

Discovery. For each outsourced capability, the user performs searches in one
or more service registries (possibly through a broker), and obtains a list of
provider agents for the required capability. This is referred to as functional
matchmaking, since the results returned by the search are expected to include
only those service provider agents claiming to provide an implementation of
the required capability.

Selection. A set of non-functional properties is then used to rank the iden-
tified provider agents with the objective of selecting one for each required
capability. Quality of Service (QoS) metrics are the most common type of
non-functional properties used for service selection.

Monitoring. Where possible, metrics are collected during the execution of each
process instance, for the non-functional properties that were used during
the selection process. These actual metrics can be compared with expecta-
tions, and the results of such comparisons can potentially provide feedback to
future selection processes.

Figure [Ml shows the traditional business process lifecycle. The lifecycle phases in
which the above activities are carried out are shown in Table[Il The initiation and
analysis activity is obviously carried out during the design phase of the lifecycle,
while discovery and selection can take place at any point in the process lifecycle,
although at least one discovery activity must precede service selection. Further-
more, it is possible that after the first discovery activity for all the services in a pro-
cess, subsequent discovery activities can occur independently of analysis and/or
selection activities e.g. to routinely find new services that provide better QoS than
the ones being used for currently running process instances. Any service selection
activity after the initial one could potentially use the collection of services that
have been discovered as at the last discovery activity.

Measurement

Specification

Operation /
Evaluation

Execution

Release

Deployment

Fig. 1. Traditional business process lifecycle|2]
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Table 1. Service Selection Activities in the Process Lifecycle

Activity /Phase Design Deployment Operation and Evaluation
Initiation and Analysis +

Discovery + + +

Selection + + +

Monitoring +

During the operation/evaluation phase of the process lifecycle, different in-
stances of the process are instantiated, executed and then terminated. Each in-
stance of the process can be associated with a particular context, which defines
the criteria for determining the most appropriate set of service implementations
that can be used by the process instance. For example, an instance of a loan
process that is currently processing an application from a customer in the UK,
will require a credit rating service that can provide rating for UK-based cus-
tomers. This means that for a given process, several selection activities may be
required for different contexts during the operation / evaluation phase. When a
new service selection activity is carried out, two types of changes can occur:

1. A new CSD is selected from the list of available CSDs (which represent
concrete service implementations) that are based on the same ASD.

2. A new CSD is selected from the list of available CSDs that are based on
different but functionally equivalent ASDs

The first type of change does not require any transition in the process lifecycle.
In fact, the idea of dynamic service binding makes it easy to bind a new service
implementation to a new instance of a business process [3]. However in the second
type, this is not always the case. If the differences in the ASDs are data structure
related, then it may be possible to apply semantic techniques to reconcile and
perform automatic data transformations [4]. On the other hand, if the differences
are behavioural (i.e. incompatible protocols), then a lifecycle transition is often
necessary to resolve the differences. This is because business process models
are structurally constrained by the behavioural protocols with which they are
expected to interact with other services (or systems).

For example, consider a procurement process that requires the capability to
electronically order books for a school. The following lists the protocols associ-
ated with a set of three different capability definitions in a registry. Here the
construct b-s(m) is read as buyer sends message of type m to seller; a comma
is used for sequencing and | implies concurrency.

— def 1: b — s(order), s — b(invoice), b — s(payment, shipAddr), s — b(delivery)
— def 2: b—s(order), s—b(invoice), b—s(commitment, shipAddr), [s—b(delivery)|b—
s(payment)]

— def 3: b—s(order, shipAddr), s—b(invoice), b—s(commitment), [s—b(delivery), b—
s(deliveryCon firmation)|b — s(payment), s — b(paymentCon firmation)]
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Let us assume that process is designed to interact with service implementa-
tions based on def 1. Dynamic service selection can potentially identify candi-
dates that implement the other two protocols. It is fairly easy to observe that
if any of such is selected, the process will likely encounter an error after the
message exchange s — b(invoice) takes place except the process is modified to
accommodate the behavioural differences.

In this paper, we examine how dynamic web service selection can act as a
driver of business process development. Specifically, we examine how it affects
the transition between the operation/evaluation phase to the design phase of
the process lifecycle. We then discuss how the notion of a relative compatibility
metric can be applied during service selection in addition to traditional QoS
metrics (e.g. cost and availability). to reduce the number of induced lifecycle
transitions.

The rest of this paper is structured as follows: In Section 2, we briefly intro-
duce the service selection problem and discuss related work. Section 3 discusses
the different types of change that may occur within the context of service se-
lection, and how they affect the transitions in the process lifecycle. Section 4
outlines our approach to service selection based on the concept of relative proto-
col compatibility. In Section 5, we describe the limitations of the work presented,
and summarise the contributions of the paper in Section 6.

2 Related Work

During the discovery phase, a set of service agents with descriptions that match
the required functional criteria are identified by web service discovery engines
[4]. However, it is possible for the list of agents matched solely on the basis of
functional compatibility to grow very large over time. As a result, it is often useful
to be able to filter and rank these agents based on non-functional properties as
well (e.g. QoS metrics).

A number of service selection approaches have been proposed in the literature.
In [5], the authors describe an approach to service selection by modelling the
problem as a constraint satisfaction optimisation problem. They define a notion
of conformance that indicates whether the requirements of a requester expressed
as constraints on QoS metrics is satisfied by a provider based on the constraints
on the QoS metrics supplied by the provider. The notion of confomance was
refined in [6] to accommodate cases where the worst solution offered by a provider
for a particular QoS metric exceeds the upper bound of the request for the same
metric. In [7I8], the authors present heuristic algorithms for service selection. In
particular, a set of aggregation methods for different categories of QoS metrics
which can be used to determine the utility of a set of service selections was
introduced in [7].

The research above and most of the others in the literature[dI0] describe
approaches to service selection optimisation with support for end-to-end con-
straints on QoS metrics. However, they do not consider the situation where the
invocation of a single service requires more than a single RPC-style service in-
vocation. The work in [II] began to address that concern by introducing an
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approach to selection optimisation that abstracted from the activities of the
process. It considered service capabilities as the unit of selection that may be
accessed within the process by non-contiguous process activities according to a
pre-defined protocol. However, it made a simplifying assumption that all can-
didates for a particular service capability implemented the same protocol. As
explained in Section [3 this assumption may not always hold in an open and
distributed environment such as the Internet.

There have also been various approaches in the literature for matchmaking
web services based on the bevavioural properties of web services where the pro-
tocols may not exactly be the same [I2/13]. However, they have mainly focused
on verification and compatibility checking and do not address the issues that
arise with regard to the lifecycle transitions that may take place as a result of
matching and selecting such services. Furthermore, the relationship between QoS
metrics used for traditional service selection and the differences in behavioural
protocols have not been studied.

3 Service Selection and Lifecycle Transitions

A business process invokes a web service implementation using an interaction
protocol, which may be trivial or complex. The protocol defines the legal set of
message exchange sequences that may take place between the process and the
service provider. Considering the open nature of the Internet, it is reasonable to
expect that not all the candidate service implementations discovered for a service
capability will implement the same message exchange protocol (i.e. reference
the same abstract service description). In fact, a look at some public service
registrieﬂ indicate that most service providers supply their own ASDs along
with their CSDs.

In view of the above, we identify the following drivers, which may easily induce
transitions between the operation/evaluation and the design phases of a business
process implementation.

Performance. In the monitoring activity, which takes place after service selec-
tion, metrics are collected and aggregated in various ways to evaluate key
performance indicators for the selected services. If the actual QoS perfor-
mance of a selected service does not measure up to expectation, then its
chances of being selected in subsequent selection activities may be lower. As
a result, there is a chance that a new service, which uses a different protocol
may be selected. In such a case, the process may need structural adjustments
in order to be able to safely interact with the new service implementation.

Context Senstive Selection. As mentioned earlier, one or more process in-
stances can be associated with a context, which defines the actual set of
candidate services that may be selected for each required service capability.
Consequently, different services may be selected for the same service capabil-
ity for different instances of the same process. Under such circumstances, it

! E.g. http://www.seekda.com, http://www.xmethods . com
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is possible for the protocol associated with a selected service for one process
instance to be different from the protocol associated with the selection for
another instance.

New Protocols. The availability of new access protocols for service capabil-
ities already being used in a process may cause a transition from the op-
eration/evaluation phase to the design phase. For example, if the protocol
for accessing a particular service capability is defined by an industry consor-
tium (e.g. RosettaNet Partner Information Processes [I4]), then an upgrade
to the protocol might trigger updates by existing service providers to their
service implementations. In subsequent discovery and selection activities, se-
lecting such providers may require a transition to the design phase in order
to support the new message exchange protocol.

One way of avoiding these transitions is to initially filter candidate services
based on strict behavioural compatibility [I5], and only make QoS-based selec-
tions from that pool. This means that only candidates that implement the exact
protocol for which the process was designed to interact can be selected. How-
ever, this can result in very small set of candidates per service capability from
which to choose. Furthermore, candidates with much better QoS may not even
be shortlisted.

To take advantage of a larger pool of functionally compatible service can-
didates, any issues in behavioural compatibility has to be resolved. This often
involves modifying the process structure to accommodate necessary changes or
even creating multiple variants of the process structure to deal with the different
services. The transitions induced by these drivers can cause significant overhead
in terms of the technical and organisational resources needed to achieve them.
As a result, methods are required to minimise the number of lifecycle transitions
that take place due to service selection activities.

4 Relative Protocol Compatibility Based Selection

The approach outlined in this section is based on the concept of mediators[16]
(also called adapters in [I7J18]). A mediator enables a process, which is designed
to use access a service using a certain protocol to access other functionally equiv-
alent services using a different protocol. Although the use of a mediator can pre-
vent the need to modify the definition of the original processs, the construction
of a mediator is not always automatic. Often, human intervention is required to
support the generation of a semantically correct mediator. Furthermore, recall
that multiple instances of a process may be active at the same time, and dynamic
service selection makes it possible to select different candidate services with dif-
ferent protocols for different instances. Consequently, it is of utmost interest to
minimise the number of mediators that are created during the operational phase
of the process lifecycle. To achieve this goal, we propose the design of mediators
based on two principles:

— A candidate service that requires a mediator is only selected if its QoS is
substantially better than the QoS of another candidate service, for which a
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mediator is not required or already exists. This helps to ensure that medi-
ators are not constructed for candidate services that provide only marginal
QoS improvements.

— The relationships between the behavioural properties of candidate services
are taken into consideration when creating mediators. This helps to ensure
that when possible, a single mediator can be constructed such that it sup-
ports multiple instead of just one of the protocols used by candidate services.

Let a business process BP be required to realise n capabilities C' = {c1, -+, ¢}
by accessing a set of web services. For each service capability ¢;, we identify
three sets of candidate services: 1) the set of candidates that do not require
mediation, 2) candidates that require mediation but a mediator already exists
in a repository (e.g. based on previous selection), and 3) candidates for which
mediators are not yet constructed. We denote the first two groups of candidates
as K?, and the third group as K}. The set of all candidates for ¢; is the union
K;=K)UK}.

Traditional QoS-based service selection results in the selection of a candidate
k € K; for each selection context. If k € K?, then an existing mediator is used
to interact with the service. However, if k is in K}, then a mediator needs to be
constructed. Sometimes, the difference in QoS between the selected candidate
and another candidate in K? can be too small to justify the “notional cost”
of creating and maintaining a mediator for the candidate service. In order to
adhere to the first principle above, we introduce an additional weighted metric
for service selection, which is termed relative compatibility metric and is based
on the notion of behavioural compatibility. The weight assigned to this metric
will enable the user to indicate how much the degree to which the notional cost
of constructing and maintaining a mediator for a candidate service impacts on
its suitability relative to the other candidates.

Given a process and the protocol used by a candidate service, the notional
cost of creating and maintaining a mediator can be determined by considering
a variety of factors e.g.:

— The structural complexity of the expected mediator, which may have some
effects on the organisational maintainance cost.

— The syntatic / structural gap, which can be expressed in terms of the number
of change operations needed to enable the process interact with a service that
implements the protocol (e.g. graph edit distance [I9/13]).

— The semantic gap (i.e. unresolvable differences between the message types
used in the process and the protocol).

— The concessions required policy-wise. e.g. using a protocol that requires pay-
ment before delivery, when the policy of the business requires delivery before
payment.

Admittedly, automatically determining a quantification for some of the factors
above may not be trivial. However, a good start would be to use those that can
be automatically determined such as the syntatic and semantic gaps.

The result of using this metric is that depending on the weight (or priority)
assigned to the metric, a user can ensure that a candidate service that requires
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mediation is selected only if it provide substantially significant QoS for the par-
ticular selection context. This ultimately leads to a reduction in the number of
intermittent lifecycle transitions that arise as a result of dynamic web service
selection.

Assuming that a candidate service k,,, which requires mediation is selected,
we can construct a mediator that exploits the relationships between the protocol
associated with the candidate and protocols of other candidates in K}. The idea
is to construct the least costly mediator that enables the process interact with
the largest number of other protocols. Where possible, this leads to the situation
where candidate services implementing these protocols will all be part of K? in
subsequent service selection activities. Let P; represent the set of protocols for
all k; € K}, where P;; € P; refers to the protocol associated with candidate k;.

Definition 1 (Protocol Refinement). A protocol Py is considered a refine-
ment of another protocol P;; for the same capability c;, if a process that can
access ¢; using Py, can also access c; using P;; up to name substitution.

Definition 2 (Horizontal Protocol Compatibility). For a service capabil-
ity ¢;, two protocols P;; and Py, are horizontally compatible with respect to a
process if a mediator M can be designed such that through M, the process can
interact safely with two different services that implement protocols Pyj and Py
respectively. M can be considered to be a trivial mediator if either Py, or Py; is
a refinement of the other.

Note that horizontal protocol compatibility is defined within the context of the
behavioural interface of the process. For any protocol P;; € P;, let H;; C F; be
the set of the protocols to which P;; is horizontally compatible. This means that
we can construct a mediator M, for any set of protocols p € 2Hii. Each M), is as-
sociated with a ‘notional cost’ as described earlier and the number of protocols in
p, denoted |p|. We can then associate this two parameters with weights and make
a selection using the same standard techniques for service selection optimisation
based on weighted metrics[I1]. The result is the selection of an optimal media-
tor to be constructed. The parts of the mediator that can be auto-generated are
then generated, after which a user can complete the specification. The mediator
is then stored in a mediator repository. In subsequent service selection activities,
candidates implementing the protocols in p will then be classified under K?. As
a result the subseqgent selection of any candidate that implements a protocol in
p will not trigger any lifecycle transition.

5 Limitations and Future Work

The approach described in this paper is currently a work-in-progress and a pro-
totype is being developed to enable a comprehensive evaluation of the approach.
Furthermore, there are a number of issues that are still yet to be addressed.
For example in some cases, the use of a protocol to access a particular service
capability within a process might have an impact on the use of another pro-
tocol for accessing another service capability within the same process (e.g. in
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the case of direct or indirect data dependencies between the message exchange
protocols). Under such circumstances, a change to the protocol for accessing the
first capability through mediation may require some changes in how the process
interacts with the second service. Here, it is important to ensure that any such
changes does not require the process to violate the protocol for accessing the
second service. We term this notion of compatibility between the protocol for
the first service and that of the second service as vertical compatibility.

If changes have to be made to the aspects of the process that deals with
other services as a result of selecting a candidate service for a capability, then
a quantification of those changes (whether automatic or semi-automatic) may
be used as a factor that contributes to the relative compatibility metric that
was introduced earlier. Also, we are interested in how the concept of worklets as
introduced in [20] can be used to represent configurable mediators that support
more than one protocol.

6 Conclusion

In this paper, we have outlined an approach to service selection that minimises
intermittent lifecycle transitions for a business process, which uses web services
that require arbitrarily complex interaction protocols. The approach introduces
a new selection metric known as the relative compatibility metric, which is based
on the behavioural properties of candidate services. It also introduces the con-
cept of horizontal compatibility between candidate services, which is used to
minimise the number of mediators that are constructed, while maximising their
mediating capabilities. By assigning an adequate priority for the metric as a
selection criterion, a user can potentially reduce the number of explicit lifecycle
transitions that arise as a result of dynamic web service selections thus reducing
the operational and maintainance cost of agile business processes.
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Abstract. Business rules guide the operation of an organization, thus its docu-
mentation provides an important source of information both for developing
technological solutions (information systems, databases)and for evaluating in-
formation systems implementations. Despite its importance, manual creation
and maintenance of business rule documentation is very costly, and practically
infeasible in complex organizations. This paper describes a method for discov-
ering business rules from the information systems event logs, through the use of
process mining and data mining techniques. We exemplify the method execu-
tion to discover two selected sub-types of business rules, namely condition
action assertions and authorization action assertions.

Keywords: Business Rules, Process Mining, Data Mining, Classification.

1 Introduction

Business rules play a key role in organizing daily activities, both in business and in
scientific environments [13], because they determine how the activities should be
executed to maintain the organization structure, thus influencing the organization as a
whole [14]. Business rules also comprise essential information to the business models
[6]. Under the focus of computing, the business rules are important input for concep-
tual modeling during the requirements elicitation phase for information systems de-
velopment, where it is necessary to study the domain, i.e., understand and represent
the automation context. Business rules are responsible for defining the concepts of
domain, how these concepts can be related to each other, and regulate how various
systems of an organization should handle the data sources they use.

According to Ross [18] [19], there must be a single, unified conceptual representa-
tion of current business rules. Despite its importance, many organizations do not have
their business rules documented due to several factors, such as difficulty in formaliz-
ing them, high cost of documentation maintenance, and the existence of legacy sys-
tems implementing a large number of rules which are difficult to be extracted [6][18].
It is therefore important to develop automated mechanisms for discovering those
business rules, extracting the rules actually implemented in information systems

“as-is” rules) and representing them in business rules models which are easy to
understand and analyze.

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 136 2009.
© Springer-Verlag Berlin Heidelberg 2009
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The automatic constructed business rules models provide business analysts with a
very insightful representation of actual rules implemented in the organization systems,
and allow the assessment of those systems according to the functionalities they sup-
port, enabling the identification of gaps between intended business rules and those
effectively implemented by IT supporting systems.

This paper presents a method for business rules discovery [28] from information
systems event logs. Two selected sub-types of rules are examined: condition action
assertion and authorization action assertion [7], which serve, respectively, to control
the execution of an action in accordance with business restrictions and to limit the
execution of some activity in accordance with who can run it.

Section 2 discusses the business rules concepts and exposes the adopted taxonomy
in this study. Section 3 explains concepts related to process and data mining.
Section 4 describes the method for discovering business rules and present two tech-
niques for business rules discovery. Finally, Section 5 concludes the paper and
describes future work.

2 Business Rules

The documentation of the procedures and concepts related to an organization is re-
cently gaining more importance and attention. In this context, Business Rules are es-
sential. In general, business rules should be specified by domain experts to define the
structure, control or influence business conduction [7], thus assuring that information
structures are adequate and facilitating decision making processes [22].

Following Ross’s definition [18], a Business Rule is a guideline to influence or
guide the conduct of business, a sentence that defines or qualifies any aspect of busi-
ness, representing the knowledge of experts [7] [18]. Thus, they accumulate all the
knowledge of the business built during time and by persons highly involved with it,
making the rules a major structural and intellectual asset for organizations and creat-
ing the need for formal documentation to effectively make them a source of organiza-
tional knowledge dissemination and strengthen standard and efficient business
processing by professionals [13].

Business Rules, from the IT perspective, can be seen as priority requirements for
the development of applications to support the business; they tend to ensure that the
objectives of the organization are aligned to the systems [13]. However, business
rules must be generated without the involvement of IT professionals [5] and shall be
represented in natural language so that they can be understood by everyone within the
business scope. Current research is being conducted in order to formalize business
rules so that the stored knowledge can be used for implementing automated processes
and inferences [29] [36].

2.1 Business Rules Taxonomy

There are several initiatives to organize and classify business rules, but there is no
universal standard. The classification used in our research is proposed by the Business
Rule Group [7]. They present a taxonomy that classifies a business rule in one of 3
types: Structural Assertion, Action Assertion and Derivation (Figure 1).
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Business Rules
Structural

i ' Derivation
Assertion Action Assertion

Condition Authorization; Integrity constraint

Fig. 1. Classification of business rules (Business Rule Group [7])

An action Assertion is a restriction or condition that limits or controls the activities
in the organization, that is, the dynamics of the business. Action assertions may be
classified as Integrity Constraint, Authorization and Condition. The two last are the
focus of this paper.

An authorization action assertion restricts who is allowed to perform a certain ac-
tion. Examples of authorization action assertions are:

Only teacher can approve student.
Only registered students can perform test.

A condition action assertion serves to restrict the existence of certain business rules
according to the application of others, or according to pre-existing conditions. Exam-
ples of a condition action assertion is:

Student registration is accomplished if:
L Student has documents; and
1I. Student had paid the registration;

2.2 Business Rules Representation Languages

Recently, the OMG (Object Management Group) [37] adopted Semantics of Business
Vocabulary and Business Rules (SBVR) as the standard language for representing
business rules [29]. The SBVR meta-model allows business professionals to describe
the organizational policies and rules in a clear, unambiguous and easily convertible to
other representations. The SBVR is a MOF (Metadata Object Facility) [31]-compliant
meta-model for the specification of business rules by business people with vocabulary
based on XMI [32]. It enables interoperability of rules and vocabularies among soft-
ware tools that handle business rules. An example of rule in SBVR can be seen below
(words in bold are SBVR keywords):

It is obligatory that Payment_order has customer.

3 Data Mining

Data mining (DM) is at the heart of all knowledge discovery approaches in large
volumes of data, being an essential step in the knowledge discovery in databases
(KDD) process [8]. Diverse types of patterns can be found through the application of
different types of DM analysis, such as association analysis, cluster analysis and
classification [38]. In the present work, we focus on the task of classification.
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3.1 Classification

Classification is the process of searching for a set of models (functions) that describe
and distinguish classes or concepts in terms of known object characteristics. The re-
sulted model is used to predict the class of objects that have not yet been classified
[38]. The model is constructed based on prior analysis of a sample dataset (training
data) containing objects with known classifications, and evaluated against a test data-
set with distinct objects from the training dataset. For example, suppose a scenario
where a sales manager is interested in discovering if a customer is a "good buyer" or
"bad buyer", that is, which customers may be classified in status = “good buyer” and
status = “bad buyer”. The status attribute is called the class label attribute [38],
which essentially represents the information to be discovered. A possible output from
the classification task is a model including the following rule: “Customers with an
income less than US$ 2,000 and aged between 50 and 60 are bad buyers”.
The classification process is divided into two stages:

e Creating the classification model: uses a dataset called a "training database"
which is a subset of the database to be evaluated, to create a model according
to the available information;

o Verifying the model: uses another dataset, which is a subset of the database to
be evaluated with no intersection 1with the training database, which is called
the “test database", where the model found is tested to assess its quality.

3.2 Process Mining

Traditionally, KDD techniques have been used to identify new, valid, potentially
useful and understandable patterns in data [8]. And, more recently, the approach of
processes mining has been exploited in many studies for extracting information from
event logs to capture the business process throughout its implementation [1] [2] [3]
[11], trying to identify how the processes are actually implemented and run analysis
on their data. The flow of mining processes can be seen in Figure 2.

Process mining techniques assumes the existence of structured logs from informa-
tion systems to store relevant events for the business. This is the case of organizations
that adopt BPMS or ERP (Enterprise Resource Planning) systems, that record all
transactions [1] [2] [9]. These events are a good source of information and make it
possible to discover business processes from log data.

Information Process Mining

Systems

\ Event Logs Process Modzl

Fig. 2. Simplified flow of process mining
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Developed by the Process Mining Group, the ProM (Process Mining Framework)
[15] is an extensible framework that supports a wide variety of techniques for mining
processes, implemented as plug-ins. This is an open source software and is used by
several process mining approaches in the literature [2] [3] [11]. Our proposal is im-
plemented on top of the ProM infrastructure. Event logs in the ProM framework are
represented using the Mxml (Mining XML) common format [39] [40].

4 A Process Mining Approach for Business Rules Discovery

The proposed method for discovering business rules through process mining [28]
consists of selecting and applying process mining techniques, and is implemented on
top of the ProM framework infrastructure [15]. The method comprises the identifica-
tion of implemented business rules and their representation in SBVR. Each type of
business rule requires a different subset of information to be present in the event log.

The architecture shown in Figure 3 represents the proposal of this research. The in-
formation systems logs are captured and converted into Mxml. A technique of process
or data mining is then applied on the logs, obtaining a set of rules that are then
translated to SBVR [29].

4.1 Authorization Action Assertion Discovery

Two business rules sub-types were selected to test and validate the proposed method;
the first method application used the sub-type Authorization Action Assertion (cited
in session 2.1). As a first step the information requirements in the event log for the
extraction of this type of rule of business have been identified:

e Name of the activity;
e Identification of the activity performer;
e (ategory of the performer (group access);

This log should be converted to the format with the aid of the tool Mxml ProM Import
[27], or to be developed plug-in for the specific format of the log. The discovery of

o
— 1
Log: =|:$ Mzanl IMineMI IMiner2| IMinernI
;. => Converter A L J
System A % 0 a
———
Converter B I Brsiness Rl I
~—
Log: / Proii {}
System B ProM Im
port
I Translator |
JU—— Il
(— - v
Log: =b Comverter © —
Systern C I-I_I Business Rules - SEVR
— —

Fig. 3. Architecture of the business rules model generation through log mining



Discovering Business Rules through Process Mining 141

such a rule was made through an analysis of which groups have held that activities
[28], making it possible to find rules like:

Only "Manager" and "Seller" can perform the activity "Register claim".
Only "Cashier" can perform the activity "Record of payment."
Only "Manager" can perform the activity "Archive complaint.”

For execution of this discovery, a plug-in for the ProM Framework was built. This
plug-in loads the data and analyze the existing information in each execution. It iden-
tifies, for each existing activity in log, which categories of users (represented for the
attribute group access) had executed instances of this activity.

4.2 Condition Action Assertion Discovery

The other business rules sub-type was selected to test and validate the proposed method,
is the Condition Action Assertion (also cited in session 2.1). Condition action assertions,
as explained in Section 2.1, restrict the existence of certain business rules according to
the application of other ones, in other words, a particular rule will be valid for the busi-
ness when other rules are applied. In order to find such a rule it is necessary to record as
much information as possible at the time each an event is executed in the business. This
information is known as "attributes of context", and among them, there should be an
attribute that indicates how the event was completed (status of the event). Figure 4 shows
an example of context information to the activity “Approve credit” with emphasis in the
attribute "CREDIT SITUATION" that indicates the status of the event.

%
%
Approve credit . Customerstatus
%
%

Fig. 4. Example of activity context attributes
Through the analysis of the each attribute values contained in a set of executions of

the event, it is possible to discover new information about the context attributes: a set
of possible values (Figure 5).

oo Customername

) e
— o i

Fig. 5. Set of possible values for context attribute
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Each set "context attribute" + "attribute value" represents a possible business rule
that may have restricted its existence in accordance with the other attributes related to
their context, when an analysis is made based on multiple instances of the activity.
Through the analysis of this information, the following conclusion can be reached:

"CREDIT SITUATION" is approved when:
e "Form of Payment is Cash" or;
e "Form of Payment is Check" and "Status of Client is Old Client."

In this example we notice that the statements "Form of Payment is Cash," "Form of
Payment is Check" and "Status of Client is Old Client" are conditions under which the
statement "CREDIT SITUATION is approved" is true, i.e., there is a limitation for the
context of the existence of this business rule. Analyzing the activity executions attrib-
utes makes possible to find this kind of business rules.

4.2.1 Classification Problem Characterization

As explained in Section 3.1, classification is the process of searching for a set of
models (functions) that describe and distinguish classes or concepts. This definition
fits to our necessity to find models that describe the existence of limitations by certain
business rules. Furthermore, the classification process two sets of data (training and
testing) can be represented as subsets of each activity instances execution to be ana-
lyzed, and besides, the classification attributes can be the context attributes.

4.2.2 Step by Step of the Condition Action Assertion Discovery

According to the method for business rules discovery using process mining [28], it is
being developed a plug-in for ProM framework that searches for the data stored in an
Mxml to perform the classification. The context attributes of each activity performed
are grouped together and serve as a basis for the implementation of data mining (clas-
sification) for each activity. The following steps are implemented by plug-in:

e Division of the Event Logs by Activity: The Mxml, input file format of the
PROM, have a structure guided to workflow, bringing the sequence of dis-
tinct activities executed. The first executed step is to group the information
by activity so that can be made a mining based on all the executions of one
determined activity;

e Analysis of the Context Attributes: In each activity, are identified the ex-
isting context attributes and the set of possible values for each attribute (for
example, for the attribute sex, exist the values “Masculine” and “Feminine”).
That is executed because was used the Weka library[41] of data mining for
execution of classification algorithm, and the input file format for the execu-
tion of mining in this library (Arff [42]) demands that the information is
organized in such a way;

e  Creation of Arff Files: On the basis in the division of the events for activity
and in the result of the analysis of the context attributes, is created Arff files
[42], one for each different activity. One arff file contains: listing of the at-
tributes with your specific domain and the set of values of the attributes for
each execution;
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e Mining Execution: Each context attribute is used as class label attribute [38]
for execution of the data mining (classification). Numerical attributes are
discarded because only text attributes are accepted as class label attribute for
the algorithm;

e  Obtaining of the Rules Set: The rules are gotten through of the analysis of
the decision trees returned by the classification algorithm;

Rozinat and Aalst [20] identify Decision Points in process models through process
mining. Decision points can be considered condition action assertions business rules,
because they exhibit activities that are restricted by rules. However, this analysis is
made only on the activities that have more than one successor activity, and analysis is
always on the flow of activities. In our proposal, the assessment is made on the context
attributes of each activity isolated, regardless its relationship with others of the flow.

4.2.3 Evaluation of the Method Application
To perform an evaluation of our proposal it was used the concept of automatic log
generation through the tool CPNTools [25], that is a base model in the area of process
mining [33] (Figure 6). This model was extended to add context information relevant
to activities and guarantee the existence of such business rules in the workflow and
thus, in a controlled environment, evaluate whether the rules that actually exist can be
discovered through the application of this proposal.

The activities "SendBill" and “CloseCase” from the workflow used as base had
been changed to add the following context attributes to be recorded (Figure 7):

e Role: indicates whether the profile of the activity executor is "roleQ", "role1"
or "role2" (the activity "SendBill" should always de held by people with the
profile "role0");

e Client_type: indicates whether the client is "Old_Client" or "New_Client";

e Payment_Type: records the type of payment used ( "credit" or "money");

e Amount: records the total amount of the transaction. The possible values are:
"130", "210", "200", "145", "1000", "1250", "515", "3100", "350", "45",
"10000", " 125 "," 3000 "," 180 "," 1450 "," 5050 "," 900 "," 1430 "," 1700
", 2000 "or" 5000 ";

e  Credit_Status (only for activity “SendBill”): records whether the status of the
operation was "Approved" or "Disapproved.”

e Payment Status (only for activity “CloseCase”): records the status of the
payment operation (“OK”, “Denied” or " Failure");

C}_> File O Send Process O Close _@
Fine Bill Paylllcllt Case

Send
Reminder

Fig. 6. Extract of the base process used as example [25]
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(addaTE(id, "FileFine", ["complete"], calculateTimeStamp(], rolel,

input {id, role0, che
output [L o
action.— INT

4--"(addaTE(\d SendE.lll " cumplete 1. calculateTlmeStamD(} roleo,

SendB [ role”,“rale0”,"client type . clientType, “payment_type", paymentType, "amount”, amaunt,
CR%D_IT STATIUS IS_OK_CREDIT(clientTypa, paymentTypa)]]);

ymentType, amount);

Fig. 7. First extract of the process changed to evaluate the method

e Delivery_released (only for activity “CloseCase”): records the status of
product delivery, through values “YES” and “NO”;

While the values of the context attributes "Client_type", "Payment_Type" and
"Amount" are randomly selected for each application flow, a function does the
following to generate the check value of attribute "Credit_Status:

fun IS_OK_CREDIT (client_type, payment_type) =
if (client_type = "0Old_Client") then "Approved"
else 1if payment_type = "cash" then "Approved"
else "Disapproved";

The purpose of this formula is forcing that on all executions, only the former clients
(client_type = "OIld_Client") or new clients who make payment in cash (pay-
ment_type = "cash") will have the "Credit_Status" attribute with value "Approved".
While the context attributes “Payment_Status” and “Delivery_released” possess its
generated values in accordance with following the definitions:

fun GET_PAYMENT_STATUS (paymentType, paymentStatus,
randomStatus) =
if (payment_type = "money") then "OK";
else (randomPaymentStatus) ;

fun IS_DELIVERY_ RELEASED (paymentStatus) =
if paymentStatus = "OK" then "YES"
else "NO";

The first formula makes with that “Payment_Status” always has value “OK” when the
“Payment_Type” will be “money” and random value (inside of the attribute scope)
when “Payment_type” to possess another value. And the last presented formula,
makes with that whenever ‘“Payment_Status” to assume the value “OK”, “Deliv-
ery_Release” assumes the value “YES”, in other cases this attribute assumes the value
of “NO”.

By forcing the existence of these rules over the executions of the workflow, it be-
comes feasible to assess whether it is possible to extract it from the log generated by
the application.

A Mxml was generated with more then 10000 event through the simulation result
of workflow executions [33] and this log was submitted to the plug-in developed at
ProM developed and generates a result containing the rules found by classifier
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BEE Start wining of: SendBill BREE Start mining of: CloseCase

B Label Class attribute: CREDIT STATUS B Label Class attribute: Payment_status

- Correct Instances: 1000.0 - Correct Instances: 1676.0

- Instances: 1000 - Instances: 2000

- Tree: - Tree:

payment_type = credit payment_type = money: OK (955.0)

| client_type = New_Client: DISAPPROVED (225.0) payment_type = credit

| client_type = Old Client: APPROVED (234.0) | delivery_released = NO: Denied (660.0/324.0)

payment_type = money: APPROVED (541.0) | delivery_released = YES: OK (345.0)0

(3) )]

Fig. 8. Mining result for activities “SendBill” (a) and “CloseCase” (b)

attribute used in each activity . For the activity "SendBill," which were added the
context attributes and the rules described above, the result generated is shown in
the decision tree on Figure 8a. The method could correctly identify the rule while
recognizes the value of attribute "Credit_Status”, respecting the rule (cited above)
that had the existence forced in the model generated in the CPNTools. And in the
result of the method application for the activity “CloseCase” was possible to iden-
tify the rule presented in the Figure 8b, where was discovered the direct relation
between the values of the attributes “Payment_status”, “payment_type” and
“delivery_released”.

5 Conclusions

Business rules have a key role in organization of daily activities both in business and
in scientific environments [13], because they determine how the organization should
be guided to maintain its structure, to influence all aspects of it and to provide essen-
tial information to the business models and technology. The conceptual representation
of business rules is important because it provides information source that facilitate the
generation and maintenance of technological models, and explicit how the organiza-
tion works. In particular, condition action assertions rules are essential because they
reflect limitations or controls on the rules in the organization; they ultimately restrict
the existence of business rules in accordance with the existence of other business
rules. But, despite its importance, many organizations do not have their business rules
documented. It is therefore important to develop automated mechanisms to discover
these rules.

This work proposes a method for a process mining based approach for business
rule discovery. The provided examples show the feasibility of our method in auto-
matically discovering condition action assertions and also authorization action asser-
tions. This enables a new and important form of attainment of information on organi-
zations business.

Moreover, the proposed method may also be used to identify conduct deviations or
frauds to the defined business rules, through the application of data mining algorithms
specific for this purpose [35]. Future work will address this opportunity, as well as
other types of business rules.
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Abstract. Recently, several large companies have been involved in fi-
nancial scandals related to mismanagement, resulting in financial dam-
ages for their stockholders. In response, certifications and manuals for
best practices of governance were developed, and in some cases, tougher
federal laws were implemented (e.g. the Sarboness Oxley Act). Compa-
nies adhered to these changes adopting the best practices for corporate
governance by deploying Process Aware Information Systems (PAISs) to
automate their business processes. However, these companies demand a
rapid response to strategic changes, so the adoption of normative PAISs
may compromise their competitiveness. On one hand companies need
flexible PAISs for competitiveness reasons. On the other hand flexibility
may compromise security of system because users can execute tasks that
could result into violation of financial loses. In order to re-balance this
trade-off, we present in this work how ProM tools can support anomaly
detection in logs of PAIS. Besides, we present the results of the applica-
tion of our approach with a real case.

Keywords: Process mining, anomaly detection, auditing systems.

1 Introduction and Motivation

Management trends in the early 1990’s largely motivated the adoption of Process
Aware Information Systems (PAISs) by organizations [I]. The use of PAISs il-
lustrates a shift from data to process-oriented systems, which clearly separates
business process logic from application programs, facilitating redesign and exten-
sion of process models. Moreover, legal requirements are also motivating com-
panies to adopt PAISs and follow best practices of governance (e.g. COBIT,
Control Objectives for Information and related Technology) in order to support
the control of their business processes. For example, we can cite the Sarbanes-
Oxley Act, which is a United States federal law enacted in response to a number
of major corporate and accounting scandals (e.g. Enron and WorldCom).
Despite the automation provided by PAIS, the business process control of com-
petitive companies should not be supported by normative tools like a classical
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Fig. 1. Overview of our anomaly detection approach

production WMS (Workflow Management System). These companies demand
a flexible automation of their business processes, since they need to respond
rapidly to new market strategies or new business models. On the other hand, a
flexible system may be vulnerable to fraudulent or undesirable executions. These
considerations illustrate the trade off between flexibility and security. In other
words, the system should provide flexibility for competitiveness reasons, but it
also should avoid or identify misuse of system.

Therefore, there is clearly a demand for auditing systems, and buzzwords such
as BAM (Business Activity Monitoring), BOM (Business Operations Manage-
ment), and BPI (Business Process Intelligence) illustrate the interest of vendors
to support the monitoring and analysis of business activities [2]. Besides, the
spectacular growth of log data in the form of audit trails, transaction logs, and
data warehouses, and the requirement from a BPM (Business Process Man-
agement) perspective, have stimulated and enabled the development of process
mining techniques. The process mining is mainly concerned with the discov-
ery of process models from logs generated by information systems [3/4]. Recent
developments in the field of process mining have led to a renewed interest in
anomaly detection [56[7] and security issues [8]. Thus, this paper presents an ap-
proach to detect anomalous traces using available process mining tools of ProM
frameworKY.

Figure [ provides an overview of our proposed approach which is organized
in five steps: (i) scoping, (ii) process discovery, (iii) filtering of fitting models,
(iv) model selection, and (v) splitting of log. The scoping phase is a domain
dependent step by applying some filters where instances and activities that are
out-of-scope are removed from the original log. The next two steps deal with

! http://www.processmining.org
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discovering models and filtering of fitting models, i.e. the selection of models
that satisfy a minimum (p%) fitness criteria - the degree of fitness refers to the
ability to reproduce the log. Then, we select the most appropriate model among
fitting models. An appropriate model is a structuraly simple and behavioraly
specific model. Finally, we classify the instances of log in anomalous and normal
instances using the selected model. In this approach, which focuses on analysis
of control-flow perspective, if an execution trace in the log is not an instance of
(or does not fit) the appropriate model, it is an anomalous trace.

The remainder of this paper is organized as follow. In Section [2] we present
some related work in the area of process mining, conformance checking, trace
clustering, and auditing. Albeit it is hard to present a precise definition for
anomaly in process-aware context, specially when we consider very dynamic
application domains (e.g. health care systems), in Section [l we present what we
believe to be a suitable anomaly definition. In Section ] we present how ProM
framework can be applied to operationalize this definition. Besides, we provide
a case study in Section Bl to show how our anomaly detection approach can be
applied in a real scenario, and we provide a final discussion and directions for
future work in Section [6l

2 Related Work

Process mining techniques allow for various types of analysis based on so-called
event logs. For example, using process mining one can reconstruct a process
model from a log generated by some information system. In the last ten years
researchers around the world have been working on such techniques [SU9JI0].
The term was first coined in the context of software processes. Cook and Wolf,
in [II], present process discovery as a tool to support the design of software
processes because it is a hard, expensive, and a error prone activity, specially for
big and complex processes. Also a forerunner work in process mining, the paper
of Agrawal et al, in [12], present an algorithm that mine models having three
properties in mind: completeness, minimality, and irredundancy.

Among the recent process mining approaches, the most visible one is the
a—algorithm [I0/4]. The effectiveness of that algorithm was formally proved for
a class of process models, the WF-Nets (Workflow Net), which are Petri nets
that require: (i) a single Start place, (ii) a single End place, and (iii) every node
must be on some path from Start to End. However, such an algorithm has severe
limitations, for example, the inability to deal with short loops.

Noise in the event log is closely related to anomaly detection. Some process
mining methods deal with the mining of noisy logs [T2J3IT3IT4/T5], yet their ap-
proaches are limited to the frequency evaluation of dependency relation between
two activities. For example, infrequent dependency relations between two activi-
ties may not be modeled in the resulting process model. A more sophisticated and
promising approach, called genetic mining, was proposed in [16]. This algorithm
is based on genetic algorithms, which search for a solution (an individual) that
satisfies a selection criteria, called fitness function. The individuals are generated
based on genetic operators such as crossover, mutation, and elitism.
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All previously mentioned process mining methods are mainly concerned with
the modeling of normal behavior, yet some of them also deal with noisy logs.
However, abnormal behavior was not deeply studied by process mining com-
munity, although it is a clearly important subject to the development of more
accurate auditing systems. Then, in order to fill this gap, recent researches have
been addressing the problem of identifying anomalous trace in logs of PAISs
[BII7I7J6]. In [8], Aalst and Medeiros present two anomaly detection methods
that are supported by a-algorithm. A drawback of this work is that it demands
a known “normal” log, but a known “normal” log may not be available in ap-
plications domains that demand flexible support. In [I7], the authors present a
framework to detect fraud and abuse in health insurance systems. In this work
clinical pathways are used to construct a detection model, whose features are
based on frequent control-flow patterns inferred from two datasets, one with
fraudulent instances and other with normal instances. In [6] and [7], Bezerra
and Wainer present three different approaches to detect anomalous traces: sam-
pling, threshold, and iterative approaches. Nevertheless, as pointed out by the
authors, the methods presented in [67] have serious practical limitations, di-
rectly resulting from the adopted process mining algorithm, which can not deal
with larger logs.

3 Formal Anomaly Definition

There are many meanings associated with the definition of anomaly. An anomaly
can be an exceptional execution, a noise in the log, possibly caused by system
failure or error in data input, or even a fraud attempt. An exception character-
izes an abnormal or unusual execution, but it can be supported by the business.
Whereas a fraud attempt and an operational error are unusual executions that
lead to undesirable results from a business point of view. However, despite differ-
ent meanings associated with the term anomaly, there are some common generic
definitions such as: (i) a rare or infrequent event; (ii) a deviation from a normal
form or rule; (iii) an unexpected result; or (iv) a state outside the usual range
of variations.

Nevertheless, a precise definition of normal, norm, or rule is difficult, or even
impossible, if one assumes a generic context, e.g. an arbitrary PAIS. Note that, in
very dynamic environments, like health care systems, each instance (e.g. patient
treatment) may be different from others, so each instance can be viewed as an
unexpected occurrence. Next, we present a definition for anomalous traces. We
believe that such a definition is a first step towards a more accurate and generic
definition. We will make this definition operational using ProM framework, and
we point out in Section @ how ProM can address this definition.

Throughout this paper the term trace will be used to refer to an execution
path (or process instance) of a business process model, and it represents the
order that the activities of this path were completed. Thus, a trace [a b ¢ d €]
indicates that activity a finished before activity b, and that activity b finished
before activity ¢, and so on. Using the notion of a trace, we define the concept
of an event log.
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Definition 1. Trace.

Given that A is a set of activities. Then, a trace t represents a sequence of
activities such that t € A*. That is, assuming that A is an alphabet, and A*
denotes all possible words over A, then t is a word based on this alphabet.

Definition 2. Log.
Given T as the set of all traces defined over A and T' C T, then a log L is
defined as L C .

In the scoping step of our anomaly detection approach (see Figure [Il) the do-
main analyst will define which activities and traces may be removed from log
before anomaly detection. We call the first step scoping because it represents
the moment when the domain analyst defines what is important to consider in
the analyses. Also, traces that are clearly not fully recorded should be removed.
For example, we show in Figure ] four traces (a, b, ¢, and d) from a log, and
we indicate with dashed lines the period that was used to import the traces
for analysis. Thus, it is clear in this figure that: (i) trace a) should be removed
because it does not have the expected start activity; (ii) trace b) should be re-
moved because it does not have the expected start and end activities; and (iii)
trace d) should be removed because it does not have the expected end activity.
The scoping step is formally defined below.

Definition 3. Scoped Log.
Given a log L as defined in Definition[d, and a set A° of scoped activities such
that AS C A. Then, an scoped log L® is a set of traces t based on scoped activities
A% such that:

L = {filter(t, AS) | t € L A complete(t)}

where filter removes all activities in t that are not in A%, and complete(t) is a
boolean function that evaluates to false if t is not complete or inappropriate.

2 Note that for simplicity we assume that a log is a set of traces. However, in re-
ality a log is a bag (i.e. multiset) of traces since each sequence of activities may
appear multiple times in the log. Although we use set in our formal definition, our
implementation in ProM takes frequencies of traces into account.
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In order to classify the traces of a log as anomalous and normal, we have to use
what we call an appropriate model, which is a model that has a minimum fitness
support (see Definition Bl) and maximizes a function called appropriateness (see
Definition [B]). The minimum fitness support is a parameter used to filter the
models that can be discovered from the log, that is, among the models (possibly
infinitely many) we are interested in the models that can classify at least p% of
traces as normal, where p% refers to the minimum fitness support.

Definition 4. Fitness Instance Test Function.

favr o L — B is the fitness instance test function that indicates if a trace from a
log L is an instance of a model M. A trace t is instance of a model M if t can
be completely parsed by M. It can be defined as follows:

Far() = true, if t can be replayed by model M
MY = false, otherwise

Definition 5. Fitness Model Test Function.

It is a function f : {(M,L)|M is a model A L is a log} — [0,1] that indicates
the degree of fitness between a model M and a log L, that is, how many traces
from log L fit or can be completely parsed in model M. Function f is defined as

follows:
[{t € LIfa(t)}]

sonn ="

Therefore, the fitness model test function indicates how much of the observed
behavior in the log can be supported by a model. That is, a fitness of 100%
means that the model supports the whole log, so it is able to replay each trace
from the log correctly. Nevertheless, a model with 100% of fitness does not mean
an appropriate model. For example, the generic model depicted in Figure [§] can
replay whatever trace defined over the set of activities { A, B, C, D}, so this model
will never be able to detect anomalous traces in a log whose traces are based
on these activities. On the other hand, a model with low fitness value would
classify many traces in log as anomalous. Hence, appropriateness test function
is important to help us choose which fitting model is more appropriate, that
is, given two fitting models which one better describes the log in a simple and
specific way. Therefore, we present a formal definition of appropriateness test
function, which supports the fourth step of our anomaly detection approach, the
model selection step. Then, after selecting the appropriate model, a trace from
the log is anomalous if it is not fitting model (cf. Definition [7]).

C-m_305m-0

-]

Fig. 3. Example of a generic model (Flowered model)
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Definition 6. Appropriateness Test Function.

a:{(M,L)|M is a model A\ L is a log} — [0,1] is a function that indicates how
appropriate is a model M when compared with log L, where appropriate means
that a simple model is preferable than complex one, and that “too much” addi-
tional behavior is undesirable. Therefore, such a function represents a balance
between structural complexity and extra-behavior support.

Finally, once we selected an appropriate model, we perform the last step of our
anomaly detection approach, the splitting of log in two sets: anomalous traces
and normal traces. Below, we present a formal definition of anomalous trace.

Definition 7. Anomalous Trace.
Given log L, p € [0,1] the desired minimal degree of fitness between a model and
a log, and M* an appropriate model such that:

- f(M*,L) > p;
— VM’ f(M',L)>p=a(M',L) < a(M*,L).

Then, an anomalous trace t' € L is defined as follows: —far-(t), i.e.
{t € L|—~fu~(t)} is the set of anomalous traces.

Summarizing, among the models that can be discovered from a scoped log L,
we are interested in the model M*, which we call appropriate model and has
a minimum fitness degree p, but whose appropriateness is greater or equal to
the appropriateness of all others models with minimum fitness p that can also
be discovered from this log L°. Then, the anomalous traces are those traces
from log that do not fit the appropriate model M*. In the following section we
address this formal anomaly definition operational by using ProM.

4 Application Based on ProM

The ProM framework is a pluggable environment for process mining [I8]. It is
platform independent as it is implemented in Java, and it is open-source. The
framework is flexible with respect to the input and output format, and it is also
open enough to allow for the easy reuse of code during the implementation of new
process mining techniques. ProM supports the analysis of three main perspec-
tives: (i) the process perspective that focuses on the control-flow mining; (ii) the
organizational perspective that focuses on the performers of activities; and (iii)
the case perspective that focuses on properties, data, and values manipulated
by activities. Because our anomaly detection approach is focusing on control-
flow deviations, we are specially interested in the plug-ins dealing with process
perspective in ProM. In this section, we show how the ProM framework can be
used in the identification of anomalous traces based on our formal definition (cf.
Definition [7]).
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4.1 Scoping

The first step of our anomaly detection approach is concerned with the removal
of activities and traces from log that are not interesting for analysis or that may
lead the definition of anomalies that are the result of an incomplete log. ProM
has a lot of log filtering tools that can be applied in this step. For example, in
ProM is possible to indicate what are the start and end activities of traces from
log, so every trace that does not start and end with selected activities will be
removed from log.

ProM also provides inspecting tools that can be used to evaluate the frequency
of activities. Using filtering it is possible to perform an analysis based only on
frequent traces. Besides, ProM provides an analysis plug-in called LTL Checker
that can be used to filter traces that satisfy certain properties, for example,
traces with a causal relation between two activities.

4.2 Process Discovery and Filtering

The next two steps of our anomaly detection approach address the discovery and
filtering of models. The process discovery step deals with the automated con-
struction of a process model that describes the log used during discovery, while
the filtering step is related with the selection of models that satisfy a minimum
fitness constraint (the p walue in Definition [7). In order to address the discov-
ery process step, ProM provides several algorithms, and all available process
discovery algorithms can be used. On the other hand, the fitness instance test
function, as described in Definition [l is not provided separately by ProM, yet
it can be obtained indirectly through the conformance checker plug-in [18]. The
fitness(f) metric of conformance checker plug-in is a more fine-grained metric
that evaluates how much a model fits a log considering both trace and activity
perspectives.

Moreover, the fitness of a model can be evaluated through a metric in ProM
called PM (Parsing Measure) that directly supports Definition Bl Such a metric
can be used with control-flow benchmark plug-in, but it works only with heuris-
tic models, and because there is not a direct conversion plug-in from Petri nets
to heuristic models, we can not use this metric with process mining algorithms
that output Petri nets models. On the other hand, we can accomplish this lim-
itation using conformance checker plug-in, which provides an interface where it
is possible to select only the fitting traces (100% of fitness), and then we can see
the percentage of traces that fits the model.

4.3 Model Selection

Model selection is the fourth step of our approach, and it is concerned with the
selection of what we call appropriate model, that is, a simple and non-generic
model. In order to objectively help us choose such an appropriate model we need
an appropriateness test function that supports Definition [l Although ProM does
not provide a plug-in that directly selects the most appropriate model, the appro-
priateness metrics implemented in both conformance checker and control-flow
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benchmark plug-ins can be used in for a suitable definition of an appropriateness
test function (cf. Equation (). Hence the appropriateness test function may be
evaluated in ProM as follows:

— using a metric called structural appropriateness, which assesses the complex-
ity of a model, and we represent here as a function fg(M), where M is a
model;

— using a metric called behavioral appropriateness, which assesses how specific
is a model regarding a log, and we represent here as a function fg(M, L),
where M is a model and L is a log;

— finally, since both functions are defined for the same codomain ([0, 1]), we
could objectively define appropriateness as a balance value between these
structural and behavioral metrics, as follows:

_ fs(M)+ fe(M, L)

a(M, 1) = ; (1)

4.4 Splitting

Finally, since we have an appropriate model, the last step of our anomaly de-
tection approach can be easily achieved through conformance checker plug-in
of ProM. That is, once we have got a model that supports a minimum fitness
threshold (value p of definition), and such a model also has the greatest appro-
priateness value amongst other models, we can simply select those traces that
do not fit the model as follows: (i) selecting fitting traces as normal traces; and
then (ii) inverting selection to identify the anomalous traces.

5 Municipal Household Support System

In this section we present a real application of ProM tools for supporting our
anomaly detection approach. It refers to a log of the information system of the
Dutch municipality. The process is about supporting citizens that need help
in the form of a wheelchair, scootmobiel, adaptation of house (elevator), and
household help. The log used in this analysis comprises event data from January
2007 to August 2008, and it contains information of 876 process instances that
together represent 5497 activities, among 10 different activities available in the
log. Besides, the shortest trace from log has 1 activity, while the longest has 12
activities. On average, the traces have 6 activities.

Because many models can be discovered from a log (maybe infinite), and
considering the lack of automated tools to generate all possible candidates, we
explored the set of possible process models in a semi-automatic fashion, i.e., the
appropriate model was discovered through manual parameter selection. In the
following we present how we applied our anomaly detection approach.
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Table 1. Frequency of start and end activities obtained from ProM

Frequency of start activities Frequency of end activities
Activity Frequency Activity Frequency
Request registration 96,12% Final Phase 94,52%
Reporting & Decision 3,43% Reporting & Decision 2,06%
Private research 0,34% Request registration 1,03%
Research 0,11% Left filing 0,91%

Keys and decide 0,69%

Accounting 0,34%

Waiting recovery 0,23%

Research 0,11%

Return 0,11%
5.1 Scoping

During scoping, we first made an analysis based on frequencies of start and
end activities. As stated in Section Bl depending of period used to import the
log, some traces may start and/or end with an intermediate activity. These
incomplete traces were removed. Then we applied the following filters on the
original log, which were also supported by users of the system.

— define “Request registration” as the unique start activity because it is a
predominant start activity, as we can notice in Table [T}
— define “Final Phase” as the unique end activity (see Table [I);

In the end of scoping step we obtained a log with 796 traces that as a whole
comprise 5191 activities. Besides, the shortest trace from log has 5 activities,
while the longest has 12 activities. On average, the traces have 6 activities.

5.2 Discovering, Filtering, and Selection

Our proposal approach deals with the search of an appropriate model, which
satisfies a minimum fitness and maximizes appropriateness. Figure @ depicts
three models that we mined from the scoped log, and their respective properties
(f for fitness, s for structural appropriateness, b for behavioral appropriateness,
and a for appropriateness). We considered 80% as the minimum fitness support
in this analisys. We used heuristics mining plug-in for process discovery because
it is robust for noise and exceptions since it outputs a model based on frequent
patterns.

Then, we got the Petri net A (after converting from a heuristic net model).
Specifically in the case of this log, whose activity frequencies are reported in
Table 2] the two most infrequent activities (“Private research” and “Research”)
add an unnecessary complexity to model A although they are significantly infre-
quent when compared with other activities. For that reason, we applied heuristic
mining over a filtered version of scoped log, which does not consider activities
“Private research” and “Research”. This way, we got Petri net B, which is a
model more appropriate than model A.

However, although “Return” activity is significantly more frequent than “Pri-
vate research” and “Research” activities, it is also significantly infrequent when
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Fig. 4. Petri net models based on frequency filtering analysis

Table 2. Activity Frequencies

Model element Occurrences (relative)
Keys and decide 16,41%
Reporting & Decision 15,43%
Left filing 15,39%
Request registration 15,33%
Final Phase 15,33%
Accounting 11,42%
Waiting recovery 9,59%
Return 1,00%
Private research 0,04%
Research 0,04%

compared with other activities of log (see Table ). That is, “Return” activity
adds an unnecessary complexity to model in Figure [l A. For that reason, we
also mined scoped log, but filtered from “Private research”, “Research”, and
“Return”. As a result, we obtained the Petri net C, which is more appropriate
than other models, and it also has a better fitness. Therefore, we selected Petri
net C as the appropriate model, so it was utilized for splitting step. Note that
the selection of this model was not automated and we did not do an exhaus-
tive search. Moreover, manual inspection showed that this is indeed the most
appropriate model having a fitness of at least 80%.

5.3 Splitting

Finally, we got the fitting and non-fitting traces using the appropriate model
(Petri net C in Figure M). In this analysis we considered 80% for p (minimum
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fitness support), so we supported to find at most 20% of anomalous traces in the
log. However, because we got an appropriate model whose fitness was 99%, we
detected only 6 anomalous traces from a total of 796 traces of scoped log.

6 Conclusion and Future Work

Recent management trends and the adoption of rigorous best practices of corpo-
rate governance stimulated companies to deploy PAIS in order to automate and
control their business processes, and also to track misuse of their systems (e.g.
financial scandals related to mismanagement). However, the control provided
by normative systems may compromise the necessary flexibility to companies
in being agile and competitive in the market. This work presents an approach
to identify anomalous traces, which may represent a misuse, for deal with this
problem. For example, the identification of anomalous traces can lead to an in-
vestigation and probable evolution of the business process models. Our approach
is based on a formal definition of anomalous trace, which is defined through two
parameters: (i) fitness model degree (p%); and (ii) appropriateness of model (a).
We described how ProM framework can be utilized for support this formal def-
inition. Then, we carried out an application of approach with a real log from a
Dutch municipality.

The presented anomaly detection approach is limited to the control-flow per-
spective. For example, fraud may follow a normal flow, but producing anomalous
data (e.g. very large amount of money) or being executed by unauthorized roles
or users (e.g. violation of four eyes principle). Therefore, we believe that data and
organizational perspectives should also be considered to provide more accuracy,
yet they may require a more complex anomaly detection framework. Because
our approach relies on the selection of an appropriate model, we believe that a
precise appropriateness metric should be defined. Besides, we think that an au-
tomated solution might be implemented, for example, through the use of genetic
algorithms.
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Abstract. Enterprise systems implementations are often accompanied by
changes in the business processes of the organizations in which they take place.
However, not all the changes are desirable. In “vanilla” implementations it is
possible that the newly operational business process requires many additional
steps as “workarounds” of the system limitations, and is hence performed in an
inefficient manner. Such inefficiencies are reflected in the event log of the sys-
tem as recurring patterns of log entries. Once identified, they can be resolved
over time by modifications to the enterprise system. Addressing this situation,
the paper proposes an approach for identifying inefficient workarounds by min-
ing the related patterns in an event log. The paper characterizes such patterns,
proposes a mining algorithm, and rules for prioritizing the required process im-
provements.

Keywords: Process mining, Enterprise systems, Event log.

1 Introduction

Enterprise systems implementations are often accompanied by changes in the busi-
ness processes of the organizations in which they take place. In fact, the desired
change in the business processes is in many cases one of the reasons that motivate the
enterprise system implementation. Changes in the business processes can also stem
from the need to adapt the enterprise to the enterprise system rather than the other
way around [10]. In such cases, some process changes can be considered improve-
ments relatively to the original processes prior to the implementation, but not neces-
sarily all of them.

This is especially true in implementations that take a “vanilla” strategy [15], in
which the system is implemented as it is with minimal customizations and adapta-
tions. In such situations, a typical scenario would be that the newly operating business
process is still capable of achieving its operational goal, but requires many additional
steps as workarounds of the system’s limitations. Thus, the achievement of operation-
al goals is at the cost of more effort, resources, and time.

To illustrate the situation, we will consider the following case taken from a univer-
sity and use it as a running example throughout this paper. In the university, a student
registers for a program, and may decide to switch to another program while he stu-
dies. Prior to the implementation of an enterprise system, changing the program to
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© Springer-Verlag Berlin Heidelberg 2009
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which a student was registered was done through a legacy system. When the secretary
was reporting a change in a student’s program, all the courses the student had already
taken were “converted” to the new program. Then the secretary could specifically
remove the credits of the courses which were not relevant for the new program. Such
activity is not supported by the enterprise system implemented in the university.
Hence, when a student wishes to change the program he is registered to, the secretary
has to separately detach all the course credits the student already has, and attach them
again under the new program. This task is both time consuming and error-prone.

Typically, such situations arise shortly after the system becomes live, and are in-
tended to be addressed later on, as incremental improvements of the already running
system. For example, such an improvement could be achieved by adding a function to
the university enterprise system. This function would automatically detach all the
credits of a student and attach them again under a new program, while all the secre-
tary has to do is to indicate the program change. However, since this may be the case
with a large number of processes, they cannot all be immediately addressed. Further-
more, as time passes by, the people who operate the process may get used to the inef-
ficient way of performing their task, and thus they will not require its improvement.
As a result, the process will remain in its inefficient form. The problem which is then
faced by the organization is first to identify the inefficient processes, and second, to
prioritize them so they can gradually be improved. To the best of our knowledge, this
problem has not been addressed so far.

This paper proposes an approach for identifying and prioritizing requirements for
process improvement. Specifically, we address inefficient processes whose inefficien-
cy stems from workarounds forced by a newly introduced enterprise system. The
identification is based on mining event logs of the system, and prioritization is based
on the frequency of these workarounds and on their magnitude.

The situation addressed here is when technology (new enterprise system) drives
changes in the business processes, albeit in an undesirable way. The approach uses a
technological solution (mining event logs) to drive desirable changes in the processes.

The remainder of the paper is organized as follows. Section two demonstrates and
characterizes the reflection of workarounds in the event log of a system; Section three
provides a basic formalization of a pattern in a log file and an algorithm for pattern
mining; Section four addresses the prioritization and utilization of the patterns for
process improvement; Section five discusses the proposed approach as compared to
related work; conclusions are given in Section six.

2 The Reflection of Workarounds in an Event Log

Our premise is that a series of steps that logically reflect an activity from the business
process point of view is reflected in the event log of an enterprise system as a recur-
ring pattern performed by the same user. In this section we illustrate this by an exam-
ple related to the above mentioned university process.

Although a log file includes actions performed by all the system users, we show in
our example (Table 1) only the log entries that relate to one user (YPRESS). Table 1
includes log entries, specifying the process code and name, where “process” is
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Table 1. Event Log Example

Row [Process| Process Date Time User |Student| Course Name¢ Program
Num Name Name | Name Name
I PR12 Attach | 15.06.08 [13:45:52| YPRESS|Fredrick Linear MIS
Course Algebra Major
) PR12 Attach | 15.06.08 |13:46:26| YPRESS|Fredrick| Algorithms MIS
Course Major
3 PRI2 | Attach | 15.06.08 |13:47:44| YPRESS|Fredrick Data MIS
Course Structures Major
4 PR11 Detach | 15.06.08 |13:49:18| YPRESS|Fredrick Linear CS Minor
Course Algebra
5 PR11 Detach | 15.06.08 |13:49:24| YPRESS|Fredrick| Algorithms | CS Minor
Course
6 PR11 Detach | 15.06.08 |13:49:31| YPRESS|Fredrick Data CS Minor|
Course Structures
7 PR12 Attach | 15.06.08 [13:54:19| YPRESS|Fredrick| Information MIS
Course Technology | Major
3 PR11 Detach | 15.06.08 |13:55:28| YPRESS|Fredrick| Information MIS
Course Technology |  Minor
9 PR12 Attach | 15.06.08 |13:56:40| YPRESS|Fredrick Business MIS
Course Intelligence Major
10 PR11 Detach | 15.06.08 |13:58:20| YPRESS|Fredrick Business MIS
Course Intelligence | Minor
1 PR12 Attach | 15.06.08 |13:59:35| YPRESS|Fredrick| Programming  MIS
Course Design Major
12 PR11 Detach | 15.06.08 |14:01:29| YPRESS|Fredrick| Programming]  MIS
Course Design Minor

actually a transaction, the timestamp (date and time), the user name, and the parame-
ters to which the transaction applies (in this case course name, program name, and
student name). All entries include two types of processes (transactions): attach course
and detach course. They all apply to the same student (Fredrick), three programs (MIS
Major, CS Minor, and MIS Minor), and different course names. Finally, all the entries
relate to the same date and were performed within about 15 minutes.

The short time frame, within which a series of operations concerning a recurrent
set of parameters was performed, may indicate a pattern that stands for one “logical”
activity. Our goal is to be able to automatically identify such patterns in an event file,
and successfully indicate a larger activity that has been done by the user. Note that the
patterns we address do not bear a meaning which is similar in any sense to the
workflow patterns [4]. They are not generic. Rather, they capture a recurrent set of
related log entries. To get a better understanding about patterns and their structure, we
represent the log entries of Table 1 graphically in Fig. 1 and Fig. 2.

Fig. 1 shows two distinct sets of entries along time. The first three entries perform
the operation PR12 (attach course) to MIS Major program with three different
courses, and the last three entries perform the operation PR11 (detach course) to CS
Minor program with the same three courses. All the operations are performed by the
same user to the same student. In Fig. 2 no such distinct sets of operations exist over
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Fig. 1. A graphical representation of rows 1 to 6 of Table 1
Course
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Fig. 2. A graphical representation of rows 7 to 12 of Table 1

the time axis. Rather, the operations PR12 and PR11 alternate. Still, they are per-
formed to two programs of the same student and by the same user.

We classify all these entries as belonging to the same pattern, and draw the follow-
ing general indications for the existence of a pattern. (a) All the entries are performed
by the same user and within a limited time frame. The maximal time frame for pattern
identification can be given as a parameter to an automated application which will
identify patterns in a system log. (b) The entries have at least one parameter whose
value is fixed. We term the fixed parameter(s) the invariant set of the pattern. (c) The
entries have at least one parameter whose value is different for different entries. We
term the parameter(s) whose value changes throughout the entries the variant set of
the pattern. As to the order of performing the operations in the pattern, we do not con-
sider it mandatory for a fixed order (e.g., all PR12 and then all PR11, or alternating
operations). Since we assume that for the person who performs these operations they
all belong to one logical activity, the specific execution order is not necessarily of
importance.



166 D. Mezebovsky, P. Soffer, and I. Shimshoni

In the following section we formalize the pattern definition and propose an algo-
rithm for pattern detection.

3 Pattern Mining

3.1 Basic Concepts

To formalize the pattern concept, we need to start by providing formal definitions of
an entry in a log file and its components.

User — A field in the log entry that indicates who made the commit of the event.
User € {System Users}.

Timestamp — The time the log entry was committed.

Timestamp > 0.

Operation — The type of activity (transaction) that was performed.

Operation€ {System Operations }.

Operand — Parameter of a mathematical function. In a log file entry an operand is a
pointer to an object or a pointer to a parameter value of the function (transaction).

Operand € {Operands : Operands ¢ @}.
ORSO - An ordered set of operands, with at least one operand in the set.
ORSO = (< Operands > : [Operands| = 1).

Entry — An event in the log file, which is represented by a tuple. The entry includes
user, timestamp, operation and an ordered list of operands.

Entry = < User, Timestamp, Operation, ORSO >.

TimeFrame — Delta of timestamps that are used to set pattern start and end entry.
TimeFrame > [(end entry).timestamp - (start entry).timestamp].

For defining a pattern, we rely on the following two assumptions.

1. For every two entries in a log file, if they employ the same operation, then their
number of operands, order of operands, and type of operands are the same.

2. Each log file entry has all the needed operands to perform the event transaction.
Both these assumptions are logical when considering an event log. First, the operands
characterize an operation, hence it makes sense to assume that entries with the same
operation have the same set of operands. As well, there is no reason to believe that the
order in which the operands are given in the log file varies in different entries.
Second, we consider a complete log file without missing information.

Based on the above definitions and assumptions, we may now define a pattern. We
consider a pattern as a combination of entries that satisfy certain conditions. For the
entries to relate to a single “logical” activity, they need to (a) relate to the same set of
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operands, and (b) include repetition in the values of some fields and some fields
whose values differ. Fields whose value does not change in the pattern are termed
invariant while the others are termed variant.

For a legal pattern the user must be invariant and the timestamp variant with a
timeframe smaller than a user defined constant. In addition, the union of operation
and operands must have at least one invariant field and one variant field. We represent
a pattern as an entry whose components are sets that can be variant or invariant. Note
that:

If S is a set such that S€ {invariant} then IS| = 1

If S is a set such that S€ {variant} then IS| > 1

ORSO includes the same operand types for all entries. Then a pattern is formally
defined as:

Pattern = < User, Timestamps, Operations, ORSOs >:
User € {invariant}, Timestamps € {variant}, ORSO + @,
(Operations U ORSOs) N {invariant} + @
(Operations U ORSOs) N {variant} # @

The order of components in the pattern is the same as in the entry. A log file entry is
by definition a trivial pattern.

3.2 Pattern Finder Algorithm

For two given patterns (entryA and entryB), we will determine if their composition
yields a pattern using the algorithm DIPFinder depicted in Fig. 3.

The algorithm verifies that the entries have the same user and fall within the prede-
termined timeframe. Then it goes through their operations and list of operands, com-
pares their values, and classifies them as variant or invariant. If there is at least one
variant and at least one invariant, the algorithm returns the pattern (specified as a
combined entry).

Entries that were recognized as patterns will be considered as a single entry for the
next iteration of recurrence. The algorithm uses a variable patternEntry that contains
the specific values of the pattern invariants and sets of values for the pattern variants.
This variable will be returned by the function in order to be used by the algorithm in
the next iteration.

3.3 DIPFinder Example

We demonstrate the algorithm by applying it to data from Table 1 as inputs. Fig. 4
shows the entries that relate to rows 1-6 in Table 1. The rest of the entries can be simi-
larly analyzed.

We select entries (1) and (2) as first inputs to our algorithm. Timeframe for the
process is set to 20 minutes. The output is the combined entry (1, 2).
DIPFinder [(1): < YPRESS, '13.45.52', PR12, Fredrick, 'Linear Algebra', 'MIS Major'>,

(2): < YPRESS, '13.46.26', PR12, Fredrick, 'Algorithms', 'MIS Major>] -
(1,2) : < YPRESS, ('13.45.52', '13.46.26"), PR12, Fredrick, (L.A., 'Alg."), MIS Major'>
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ﬁBDIPFinder entry (entryA, entryB, TimeFrame)
If (entryA # Empty and entryB # Empty)
Tf = max(entryA.timestamp U entryB.timestamp)- min(entryA.timestamp U
entryB.timestamp) ;
If Tf # 0 and entryA.user = entryB.user and Tf < TimeFrame then
invariantCounter « O0;
variantCounter « 0;
patternEntry « Empty;
patternEntry.user = entryA.user;
patternEntry.timestamp = entryA.timestamp U entryB.timestamp;
opSetLength « entryA.ORSO.length;
If entryA.oprtSet = entryB.oprtSet or
entryA.oprtSet C entryB.oprtSet or
entryB.oprtSet C entryA.oprtSet then
invariantCounter++;
patternEntry.operation = entryA.operation U entryB.operation;
Else
variantCounter++;
patternEntry.oprtSet = entryA.oprtSet U entryB.oprtSet;
End
For i = 1 - opSetLength do
If entryA.ORSO[i].ordSetValues =
entryB.ORSO[1] .ordSetValues or
entryA.ORSO[1] .ordSetValues C
entryB.ORSO[1] .ordSetValues or
entryB.ORSO[1] .ordSetValues C
entryA.ORSO[1] .ordSetValues then
patternEntry.ORSO[i] .ordSetValues «
entryA.ORSO[i] .ordSetValues U
entryB.ORSO[i] .ordSetValues;
invariantCounter++;
Else // we met some new value/s
patternEntry.ORSO[i].ordSetValues ¢«
entryB.ORSO[1] .ordSetValues U
entryA.ORSO[1] .ordSetValues
variantCounter++;
End // end for loop
If variantCounter= 0 or invariantCounter= 1 /* no pattern */
patternEntry < Empty;
End
return patternEntry
End
End
return Empty

Fig. 3. DIPFinder algorithm

(1) : < YPRESS, '13.45.52', PR12, Fredrick, 'Linear Algebra', 'MIS Major'>
(2) : < YPRESS, '13.46.26', PR12, Fredrick, 'Algorithms', 'MIS Major'>

(3) : < YPRESS, '13.47.44', PR12, Fredrick, 'Data Structures', 'MIS Major'>
(4) : < YPRESS, '13.49.18', PR11, Fredrick, 'Linear Algebra', 'CS Minor'>
(5) : < YPRESS, '13.49.24', PR11, Fredrick, 'Algorithms', 'CS Minor'>

(6) : < YPRESS, '13.49.31', PR11, Fredrick, 'Data Structures', 'CS Minor'>

Fig. 4. Log entries for rows 1-6 in Table 1

We will now apply the algorithm again to the combined entry (1, 2) and to entry (3).

DIPFinder [(1, 2), (3)] =
[(1,2): < YPRESS, ('13.45.52','13.46.26"), PR12, Fredrick, (L.A., 'Alg."), 'MIS Major">,
(3): < YPRESS, '13.47.44', PR12, Fredrick, 'Data Structures', MIS Major>] —
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(1,2, 3): < YPRESS, ('13.45.52', '13.47.44"), PR12, Fredrick, (L.A., 'Alg.’, 'DS"), 'MIS Major'>
A similar processing of the entries 4, 5, and 6 yields the following output:
(4,5, 6): < YPRESS, ('13.49.18','13.49.31"), PR11, Fredrick, (L.A., 'Alg., 'DS'), 'CS Minor'>
Next, we try to process together the pattern entries (1,2,3) and (4,5,6).

DIPFinder [(1, 2, 3), (4,5, 6)] =
[(1,2,3): < YPRESS, ('13.45.52', '13.47.44"), PR12, Fredrick, ('L.A.", 'Alg.", 'DS'), MIS Major">,
(4,5,6): <YPRESS, ('13.49.18,'13.49.31"), PR11, Fredrick, ('L.A., 'Alg.", ' DS"), 'CS Minor’>] =
(1,2,3,4,5,6): <YPRESS, ('13.45.52','13.49.31"), (PR12, PR11), Fredrick, ('L.A.", 'Alg.",
'DS"), (MIS Major', 'CS Minor') >

We have a pattern in which the User is invariant, the start and end times meet the lim-
its of TimeFrame, the operation is variant (PR12, PR11), and there is at least one in-
variant operand — the student 'Fredrick'. With this recognition of pattern we can draw
a conclusion that this is a set of related activities, which may stand for one “logical”
activity which is inefficiently performed by the users. To make further conclusions we
have to determine what the purpose of this set of activities is, or basically what it
does. Section 4 deals with this question.

While the DIPFinder algorithm is capable of incrementally aggregating log entries
into a pattern, some higher-level algorithm is still needed for managing the entire log
file, and particularly for reducing the complexity of the search. This algorithm, which
is currently under development, will be a version of a divide and conquer algorithm. It
will recurrently employ DIPFinder for combinations of entries whose size increases
gradually until all patterns are identified.

4 Utilizing the Identified Patterns for Process Improvement

Having identified patterns in the log file, it is still not certain that they really stand for
a “workaround” of the limitations imposed by the enterprise system. It may be possi-
ble that they reflect the normal and expected way the business process should be
performed. For example, when a student registers to a number of courses at the be-
ginning of a semester, this will be manifested as a pattern in the log file. Nevertheless,
this is a series of operations which should be performed sequentially and do not re-
quire process improvement. Hence, patterns that are identified serve as a basis for
interviews with the system users, to verify that they stand for inefficiencies in the
business processes.

Once patterns that stand for inefficient process execution are identified, the process
can be improved by introducing changes to the enterprise system. Such changes can
be, considering our example, a designated user interface in which the user indicates
the student whose program should be changed as well as the source and target pro-
grams. The attaching and detaching of courses is then automatically performed by the
system. However, since many such patterns may be identified, some prioritization
should be made for performing the required changes. For this purpose, we propose the
following prioritization rule.
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Assuming the log file relates to a given period of time (e.g., a month), it is possible
to calculate the following metrics:

The count of a pattern: given a pattern P, its count Cp is the number of times the
pattern appears in the log file.

The average size of a pattern: given a pattern P, its average size ASp is the average

number of entries it includes. Let P occur Cp times in a log file, so occurrence i in-

. 1
cludes n; entries. ThenAS, = C—Zicfl n;.
P

The weighted count of a pattern (weighted by size): SCp = ASp*Cp.

Priority for process improvement can be given to patterns whose occurrence is fre-
quent and which entail a relatively large number of entries, namely, patterns whose
weighted count is high. Alternatively, it is possible to consider the actual time span of
a pattern (average or median) instead of the count. Such a measure does not assume
that the entries of different patterns are equally time-consuming.

Note that the patterns and the proposed priority rules are merely an indication of
potential improvement. Usually, when metrics are not applied, prioritization can only
rely on human considerations. These are influenced by the interaction with the system
users who raise their complaints. The proposed rules provide an objective measure
which can be used, possibly in addition to other prioritization considerations. Addi-
tional considerations are mainly related to specific business and organizational priori-
ties which can only be assigned by humans in the organization.

5 Related Work

The approach presented in this paper relates to the area of process mining, since it
analyzes data in a system log in order to get some understanding about a business
process. In this section we review process mining literature to establish the unique
features of our approach.

Process mining primarily aims at discovering a process model based on the process
reflection in an event log of a system. Processes that are actually performed by users
have in most cases a flow which is different than the flow that the process designing
team has thought of. Process mining is capable of discovering these actual flows and
composing an actual process model. The motivation for developing this approach was
to find an alternative way of analyzing processes in less time than the traditional way
of interviews and observations. Creating a workflow design is a complicated time-
consuming process and typically there are discrepancies between the actual workflow
processes and the processes as perceived by the management [18]. In addition the
analysis made by people is error prone, may lead to inconsistencies between individu-
al views of the same process, and is subject to possible incompleteness of information
collected from employees about the process [8].

An early work that relied on event logs for discovering behavioral patterns was re-
ported in [9]. The technique is based on a probability analysis of the event traces. Me-
trics such as frequency and regularity of the event occurrences behavior were saved
by the system. This technique is useful in many tasks of software engineering, includ-
ing architecture discovery, reengineering, user interaction modeling, and software
process improvement.
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Relating specifically to business processes, the main challenges involved in ex-
tracting a process models include definitions of edge conditions, identifying concur-
rency of events, and overcoming diversity which leads to complex models that are
difficult to interpret. The presence of duplicate activities, hidden activities, and non-
free-choice constructs are also challenges when a process mining technique is applied.

Besides the construction of an actual process model, process mining has served for
other purposes as well. Delta analysis and conformance testing compares the actual
process with some predefined process, and detects differences between the model
constructed in the design phase and the actual use that was registered in the log files
[1]. Another use of mining techniques was presented in [6]. It focuses on the
performer of the event and derives social networks using this information. Another
investigated aspect, which is quite close to our focus, is efficiency analysis based on
timestamps [3]. Timestamps indicate activities which cause delays in the process. In
contrast, we use the timestamps as indication of actions that were performed sequen-
tially and within a short period of time, as representing an inefficient way of perform-
ing one “logical” activity.

Pattern discovery is mentioned in several works. Dealing with flexible processes
[17], the mining approach is to divide the log file to homogeneous subsets by using a
clustering technique, and then to build a process model for each subset. Our pattern
discovery approach differs from that since we look for a pattern (subset) performed by
a single user, while [17] does not. Pattern discovery is also possible in [7], where the
event log is clustered iteratively so each of the resulting clusters relates to a set of
cases that can be represented by a process model. This work relies on the frequency of
an event for pattern discovery regardless of its type. In contrast, our work identifies a
pattern based on event types regardless of their frequency.

Process mining has been used for various domains. In particular, healthcare [13],
as an environment of very dynamic behavior, was indicated as a challenging domain,
where process mining can significantly contribute. Examples include [12] where
process mining techniques discover paths followed by particular groups of patients.
Three different perspectives were analyzed using the ProM framework [11]: control
flow, organizational, and performance. Another domain where process mining was
applied is the public sector [5], where it was used for office work analysis. In the
domain of industry and supply chain [14] the discovered process enabled analysis
across the supply chain, and could be used as a tool to improve business processes in
networked organizations. The application in the software development domain raised
several challenges [16]. Since process models and software process models cover
different aspects, the work considered the main aspects that can connect between the
models such as the control flow aspect, the information aspect which records the data
produced by the event, and the organization aspect. This approach is somehow close
to our approach, but our goal is different. The use of process mining in the security
domain was presented in [2], using process mining techniques to analyze audit trails
for security violations. The purpose was to support security levels ranging from low-
level intrusion detection to high-level fraud prevention.

Our approach differs from the above reviewed process mining works in two main
issues. First, as opposed to the process mining aim of creating a process model, we
use the system event log with the aim of discovering a pattern which may reflect a
single activity from the user’s point of view. Hence, the focus of our approach is
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narrower than the entire process model aimed at by process mining approaches.
Second, the specific use for which these patterns are intended is the identification of
process inefficiencies resulting from a lack of system support. This specific use has
not been proposed yet.

6 Conclusions

The paper deals with two ways in which technology can drive business processes.
First, the introduction of an enterprise system results in changes in the business
processes. However, these are not necessarily desirable changes. Second, mining
technology can be utilized in such situations as a driver for process improvement.

The problem of inefficient processes as a result of enterprise system adoption is
very common in practice (e.g., 10]), and, to the best of our knowledge, has not re-
ceived a technology-based solution so far. One contribution of the paper is, therefore,
making this problem explicit and discussing it. Besides that, the main contribution of
the paper is the approach proposed for addressing such situation. This includes (a) a
clear definition of the reflection of inefficient workarounds as patterns in an event log
of the system, (b) an algorithm for pattern identification, and (c) rules for prioritizing
improvement requirements.

The algorithm presented here is still an initial step towards a complete and efficient
algorithm, needed for addressing the high volume of data in a real system log file. In
future, we intend to complete the development and implementation of the algorithm
and to apply it to real data of the university case study, as well as in other domains.
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Abstract. After a period of little regulation, many companies are now facing a
growing number and an increasing complexity of new laws, regulations, and
standards. This has a huge impact on how organizations conduct their daily
business and involves various changes in organizational and governance struc-
tures, software systems and data flows as well as corporate culture, organiza-
tional power and communication. We argue that the implementation of a
holistic compliance cannot be divided into isolated projects, but instead requires
a thorough analysis of relevant components as well as an integrated design of
the very same. This paper examines the state-of-the-art of compliance research
in the field of information systems (IS) by means of a comprehensive literature
analysis. For the systemization of our results we apply a holistic framework for
enterprise analysis and design. The framework allows us to both point out “fo-
cus areas” as well as “less travelled roads” and derive a future research agenda
for compliance research.

Keywords: compliance, regulations, information systems research, literature
analysis.

1 Introduction

As of shortly, information systems (IS) and the IS discipline were rather marginally
affected by compliance concerns. One of the reasons for the comparatively inferior
meaning of compliance can be seen in the various deregulation endeavors that have
characterized past years. Another reason lies in the fact that — with regard to compa-
nies — compliance has long been seen as an unswayable factor that only limits the
flexibility of organizational design, but not as an element of design itself like, for
example, in the context of electronic government.

In the more recent past, however, — not least because of the current financial
crisis — growing legal and regulatory burdens demand for the development of new
strategies, processes, and systems that adequately support organizations in a compli-
ant conduct of business. Some approaches like the Control Objectives for Information
and Related Technology (COBIT) framework, the Committee of Sponsoring Organiza-
tions of the Treadway Commission (COSO) model, or the information security
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principles of the Code of Practice for Information Security Management ISO/EIC
17799, developed by different non-profit organizations, already provide valuable
guidelines.

Nonetheless, organizations are still struggling with a holistic implementation of
regulatory and legal requirements. This fact holds true for several reasons which in-
clude a lacking sense of urgency [19], indistinct responsibilities [14], and missing
insights into the interplay of design elements that are relevant for an integrated com-
pliance management [28]. However, “holistic compliance is an enterprise-wide and
long-term approach” [33] that “stands in contrast to simply complying with the rules”
[33] and, thus, imperatively requires an integrated design of both relevant elements
and the relationships amongst these.

This paper intends to provide an overview of the existing body of knowledge on
compliance in the IS discipline. The focus of our literature analysis lies on legal and
regulatory compliance and respective contributions from an information systems
research (ISR) perspective. Our aim is to identify both areas that have already gained
some attention in the discipline and those that have so far rather been neglected. We
systematize the results of our search based on a framework for enterprise analysis and
design. On this basis, we point out demand for further research.

The remainder of this paper proceeds as follows. In section 2, we introduce a
framework as a basis to analyze and systemize our findings. Our literature search
strategy as well as the junction of the results is presented in section 3. In section 4, we
recapitulate the current state of research on legal and regulatory compliance in the IS
discipline, point out those areas that require for the development of further solutions,
and present a potential future research agenda.

2 Business Engineering

The enterprise-wide character of regulatory compliance usually influences many, if
not all business areas. In every affected business area, it impacts all layers of analy-
sis/design from purely business related aspects (strategy, organization) to purely IT
related aspects (software, data, IT infrastructure). Since enterprise architecture (EA)
intends to cover all business areas over the entire “business-to-IT” range, suitable
frameworks for the analysis and design of regulatory compliance might be identified
in the EA field.

According to ANSI/IEEE Standard 1471-2000, architecture is defined as the “fun-
damental organization of a system, embodied in its components, their relationships to
each other and the environment, and the principles governing its design and evolu-
tion” [15]. On this basis, EA is understood as the fundamental organization of a
government agency or a corporation, either as a whole, or together with partners,
suppliers and/or customers (“extended enterprise”), or in part (e.g. a division, a de-
partment), as well as the principles governing its design and evolution [21]. Accord-
ing to its primary purpose to support “coherency management”’, EA covers all
relevant artifacts and structures in the “business-to-IT” range in a “wide and flat”
manner, i.e. EA focuses on aggregate models and dependencies [1].

The above definition of architecture restricts comprised components to be “funda-
mental”. Due to the broad range of relevant component types, EA may nevertheless



176 A. Cleven and R. Winter

comprise a huge number of such artifacts. As a consequence, most EA frameworks
distinguish several architecture layers and architecture views in order to reduce the
number of artifacts per model type and per model [25]. When several architecture
layers and architecture views are differentiated, design and evolution principles have
to address consistency and integration issues.

As a basis for consolidating artifact types that are considered as being important
for EA, widely used EA frameworks such as The Open Group Architecture Frame-
work (TOGAF), the Federal Enterprise Architecture Framework (FEAF) and the
ARIS Framework have been analyzed in [37]. The following set of core EA artifact
types has been identified:

= Business strategy layer: organizational goals and success factors, prod-
ucts/services, targeted market segments, core competencies and strategic
projects

= Organization/business process layer: organizational units, business locations,
business roles, business functions, business processes including inputs/outputs
(internal and external business services including service levels), metrics (per-
formance indicators) and service flows, business information objects and
aggregate information flows

= [T/business alignment layer: enterprise services, applications and domains

= [T implementation layer: software components and data resources, hardware
and network architecture

While an EA framework constitutes a suitable foundation to represent EA models and
their (static) dependencies, dynamic aspects as well as “soft” factors are not suffi-
ciently covered. “Soft” factors like company culture, leadership style, behavior pat-
terns, incentive/sanctioning systems and communication practices are considered to
have a pivotal role for business analysis and successful business engineering [22].
Although such factors are much harder than “hard” artifacts to analyze, represent and
include in solution design, there is ongoing research in integrated analysis/design
approaches. Regarding the framework, the traditional “hard” EA layers are therefore
often complemented by a “soft” layer which, due to the fact that cultural issues, lead-
ership issues and behavioral issues are relevant over the entire “business-to-IT” range,
is modeled along all “hard” layers [22].

The system of four “hard” layers and one complementary “soft” layer is limited to
static as-is or to-be modeling. In order to capture the dynamics of business innovation,
a transformation process view has to be added. Regarding regulatory compliance, (1)
an analysis and evaluation process and (2) a transformation process should be differ-
entiated [22]. While the “innovation management style” analysis and evaluation proc-
ess continuously tracks legislation and current industry developments in order to
identify transformation triggers, the transformation process defines and implements
discrete transformation projects which apply regulatory measures consistently
throughout the organization.

It is important to mention that the holistic, enterprise wide character of regulatory
compliance demands an integrated, consistent methodological analysis/design ap-
proach. By means of such an approach, the compliance-related knowledge base (ter-
minologies, theories, generic methods and reference models, exemplary successful
practices, etc. [36]) is translated into consistent, effective compliance solutions.
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Fig. 1. Business Engineering Framework

Figure 1 illustrates the described architectural framework that includes not only
“business-to-IT” as well as “soft” representation layers (“models”), but also the inno-
vation and transformation process view (“methods”).

3 Literature Analysis

3.1 Source Selection

Compliance is not a new concept. However, not least due to the current financial crisis
it just now experiences an enormous hype in both practice and academia. New laws
and regulations are changing IT work, structure, and governance and confront IT man-
agers with a myriad of novel challenges [30]. In order to grasp the meaning of compli-
ance in the context of ISR, “bring coherence and perspective” [9] to this field of
research, and identify areas that demand for further solutions from the IS discipline, we
conduct a systematic review of existing literature. We base the selection of sources to
be included in the review on a capacious catalog of IS outlets provided by the London
School of Economics (LSE) [35]. We consider this catalog to be particularly appropri-
ate for our purposes, since it incorporates not only the mainstream IS journals, but
covers also those focusing on the social study of IS as well as practitioner journals and
the most significant IS conferences [35].

Subsequently, we work out an understanding of compliance that allows us to de-
lineate the body of papers to become part of our analysis. The term compliance is
often sloppily used as an umbrella term for the adherence to any piece of rule or di-
rective. Due to the ongoing evolution of the topic, however, it is indeed challenging,
if at all feasible to provide a universal definition [31]. Consequently, we decide to
limit the scope of our literature analysis to take into consideration only those papers
that directly address issues of regulatory and/or legal compliance.
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As our aim is to provide a broad overview of recent research on compliance within
the IS discipline the time span we cover with our analysis ranges from 2002 — the year
the most popular and most cited regulation, the Sarbanes-Oxley Act , was enacted —
until present. We identify relevant papers by first conducting a keyword search using
the search term ‘compliance’ and then limiting the results by means of an abstract
evaluation. Following this search strategy, 26 IS articles on legal and regulatory
compliance are analyzed and systemized in the subsequent section.

o | e T e

1 Regulation as a Barrier to Electronic Commerce in Europe: The Case of the European Fund Management Industry European Journal of
(Fisher, J.; Harindranath, G.) Information Systems
How to Build Enterprise Data Models to Achieve Compliance to Standards or Regulatory Requirements (and share data)

2 Journal of the AIS
(Schekkerman, J.)

3 Diffusing Management information for Legal Compliance: The Role of the Is Organization Within the Sarbanes-Oxley Act Journal of Organizational
(Braganza, A.; Hackney, R.) and End User Computing

4 The Role of External and Internal Influences on Information Systems Security — A Neo-Institutional Perspective Journal of Strategic
(Hu, Q.; Hart, P.; Cooke, D.) Information Systems

5 Information Technology and Regulatory Policy: New Directions for Digital Government Research Social Science
(Coglianese, C.) Computer Review

6 Compliance to the Fair Information Practices: How Are the Fortune 500 Handling Online Privacy Disclosures? Information &
(Schwaig, K. S.; Kane, G. C.; Storey, V. C.) Management

7 An Overview of Leading Current Legal Issues Affecting Information Technology Professionals
(Matsuura, J. H.)

8 Cybercrime: Legal Standards Governing the Collection of Digital Evidence Information Systems
(Schwerha IV, J. J.) Frontiers

9 Managing the False Alarms: A Framework for Assurance and Verification of Surveillance Monitoring
(Goldschmidt, P.)

10 Analyzing Regulatory Rules for Privacy and Security Requirements IEEE Transactions on
(Breaux, T. D.; Antén, A. 1) Software Engineering

1 Information Technology Auditing: A Value-Added IT Goverance Partnership between IT Management and Audit
(Merhout, J. W.; Havelka, D.)

12 A Framework for Integrating Sarbanes-Oxley Compliance into the Systems Development Process
(Mishra, S.; Weistroffer, H. R.)

13 Implementing Section 404 of the Sarbanes Oxley Act: Recommendations for Information Systems Organizations
(Braganza, A.; Desouza, K. C.)

14 Developments In Practice XXI: IT in the New World of Corporate Governance Reforms
(Smith, H. A.; McKeen, J. D.) C icati

15 || Spreadsheets and Sarbanes-Oxley: Regulations, Risks, and Control Frameworks A
(Panko, R. R.)

16 Framing the Frameworks: A Review of IT Governance Research
(Brown, A. E.; Grant, G. G.)

17 ISO 17799: "Best Practices" in Information Security Management?
(Ma, Q.; Pearson, J. M.)

18 Holistic Compliance with Sarbanes-Oxley
(Volonino, L.; Gessner, G. H.; Kermis, G. F.)

19 The Ethical Commitment to Compliance: Building Value-based Cultures California Management
(Tyler, T.; Dienhart, J.; Thomas, T.) Review

20 SOX, Compliance, and Power Relationships
(Braganza, A.; Franken, A.)

2 The Sarbanes-Oxley Act: Implications for Large-Scale IT-Outsourcing Communications
(Hall, J. A.; Liedtka, S. L.; Gupta, P.; Liedtka, J.; Tompkins, S.) of the ACM

22 Corporate Governance of IT: A Framework for Development
(Raghupathi, W. ‘Rp‘)

2 The Unexpected Benefits of Sarbanes-Oxley Harvard Business
(Wagner, S.; Dittmar, L.) Review

Fig. 2. Literature Search Results (part 1)
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[ No. | | Source |
2% Adopting IT to Manage Compliance and Risks: An Institutional Perspective European Conference on
(Buﬂer' T.; McGovern, D,) Information Systems
Risk Management and Regulatory Compliance: A Data Mining Framework Based on Neural Network Rule Extraction
25 )
(Setiono, R.; Mues, C.; Baesens, B.) Conf
Institutionalization of IT Compliance: A Longitudinal Study on Information Systems
26 .
(Currie, W.)

Fig. 3. Literature Search Results (part 2)

Figure 2 and 3 list the contributions on regulatory compliance that we identified in
our literature search.

3.2 Literature Systemization

Systemizing the literature according to the different layers of the proposed BE
framework reveals that some research areas have gained a lot of attention whereas
others show only a small number of solutions. In the following, we briefly outline
which contribution addresses which layers and/or relations of the framework.

Transformation enablers and triggers: Due to the multitude of laws and regulations that
has come up for different industry sectors, countries, and application areas it is compli-
cated for organizations to firstly identify relevant regulations and secondly derive
adequate measures to actually achieve compliance. With his paper MATSUURA aims at
providing an overview of leading current legal issues that affect IT and IT professionals
[18]. Structured subject to major application areas, he briefly introduces the most impor-
tant laws IT professionals are likely to encounter in the course of their daily business.
Exemplary fields include information privacy and computer security, trade secrets and
proprietary information, intellectual property, and antitrust, competition, and commercial
law.

SCHWERHA concentrates on legal standards regulating the collection of digital evi-
dence in the case of cybercrime [27]. Starting from the Fourth Amendment that
preserves citizens from unreasonable search and seizure he introduces a variety of
statutory provisions that have been issued to supplement the initial law. The author
points out that the rapid evolution of new technologies requires a continuous adjust-
ment of the respective laws. He emphasizes that not only officers but also civil liti-
gants have to be familiar with the Fourth Amendment and its complementing laws as
they are held to these standards when acquiring digital evidence.

VOLONINO et al. focus on the Sarbanes-Oxley Act and its impact on IT [33]. They
discuss the act’s mandates as well as the purpose of regulatory agencies and point out
the line of accountability from the Security and Exchange Commission via executives
through to the IS departments and IS auditors that are ultimately expected to imple-
ment compliance requirements. The authors point out why and how a variety of re-
search areas, e.g. information quality assurance, business intelligence, transaction
control and integration are affected by Sarbanes-Oxley compliance requirements.

Knowledge Base: Three of the above itemized papers are considered to primarily
contribute to the compliance-related knowledge base. FISHER and HARINDRANATH
investigate the effect of financial services regulation on electronic commerce in the
European Union (EU) [11]. On the basis of an exploratory study the authors reveal
that current regulations — tough established to support the electronic distributions of
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funds — in fact rather act as a barrier and inhibitor. They conclude that due to a miss-
ing consistency of present regulations with their theoretical underpinnings the EU is
far from realizing a single market in the financial services.

Fair information practices (FIP) represent another example of regulations that es-
pecially organizations dealing with the acquisition and use of personal consumer
information must adhere to. SCHWAIG et al. investigate the privacy policies of the
Fortune 500 in order to assess the degree to which these companies comply with the
FIP [26]. Based on their examinations the authors develop a reference-matrix that
allows for the evaluation of a company’s maturity stage with regard to its privacy
policy implementation. Four stages are identified that range from mature privacy
policies to policies that merely serve a public relations tool.

Business strategy layer: The intention to implement and establish a holistic compli-
ance management represents a strategic project. Such projects require a sound cost-
benefit analysis, a mandate at the top management level, and a thorough project plan.
MERHOUT and HAVELKA pick up on the fact that IT auditing is often seen as a “neces-
sary evil” by IT management rather than as a means that may generate value [19]. The
authors elaborate an extensive list of explicit benefits of an internal IT function and
propose a capacious framework comprising 8 fundamental success factors for quality
IT auditing. It is argued that adhering to rules and regulations should be regarded as
an opportunity to constitute governance frameworks and establish partnerships be-
tween IT management and auditors. This in turn enhances top management’s appre-
ciation of the role of IT, leads to better decision making, and frees up resources for
other value-added projects.

In their article HALL and LIEDTKA explore how the Sarbanes-Oxley Act affects
large-scale IT outsourcing [13]. The authors identify key clauses of the act and derive
a capacious list of risks and negative implications for outsourcing thereof. They defer
to the need of a tight relation of corporate and IT strategy and appeal to view the act
as an opportunity to (re-)integrate IT departments and invest in strategic IT assets.

Four years after the Sarbanes-Oxley Act went into effect, WAGNER and DITTMAR
analyze the different ways organizations deal with the new law and discover that only
a minor group was able to gain benefits from its implementation [34]. While the ma-
jority of companies complained about having to comply with the act, a few used the
law as an opportunity to strategically and rigorously redesign their business. The
authors portray how benefits like e.g. process standardization and consolidation, were
achieved by those companies that successfully implemented the Sarbanes-Oxley Act.

Organization/business process layer: New laws and regulations not only require or-
ganizations to provide a more detailed disclosure of their operating results but also
imply the need for change in organizational structures and processes. In their contri-
bution ‘IT in the New World of Corporate Governance Reforms’ of the series ‘Devel-
opment in Practice’ SMITH and MCKEEN survey how compliance frameworks and
governance reforms affect and change IT work [30]. In collaboration with a focus
group of senior IT managers the authors investigate the following five areas: general
implications of regulatory acts for IT, the short-term impact, impacts on IT processes
as well as impacts on IT structure and governance, and finally the anticipated long-
term impacts. The survey reveals that IT managers expect a much more professional,
controlled, and bureaucratized IT.
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Leadership, corporate culture, and company politics: The successful implementation
of a holistic compliance approach not only requires adequate organizational structures
and IT. It furthermore necessitates the commitment of a company’s workforce and the
willingness of every employee to support the whole project. An article written by
TYLER ET AL. explores the effect of the 1991 Federal Sentencing Guidelines for Or-
ganizations on the way organizations set up culture and policies to assert a compliant
behavior of their employees throughout the whole organization. The authors find out
that a common behavior of ethics and compliance officers is to promote a “values-
and-integrity approach” to the outside but live a “command-and-control approach” at
work [32]. The latter approach, however, proves to be the more effective in assuring
a compliant behavior. The authors provide a number of cross-organizational
benchmarks regarding relevant compliance procedures.

Organization/business process layer & Leadership, corporate culture, and company
politics: There are several contributions that examine the combined impact of regula-
tory and legal compliance on ‘hard’ organizational and ‘soft’ cultural aspects and
provide solutions for their design. BRAGANZA and HACKNEY, for example, use institu-
tional theory as a lens through which they investigate experiences made by three
global organizations with the implementation of Section 404 of the Sarbanes-Oxley
Act [4]. Following institutional theory, the authors take a distinct set of implementa-
tion tactics as a basis and survey how these are applied to change controls, processes,
and behavior. Based on the insights won in their exploratory study they suggest a
number of intervention drivers that are considered most appropriate for reducing the
potential for financial deficiencies. Another paper by BRAGANZA and DESOUZA ad-
dresses the same topic, but directly focuses on providing and discussing six action
guidelines for the implementation of Section 404 of the Sarbanes-Oxley Act [2].
BRAGANZA and FRANKEN investigate the relationships between different stakeholders
of Sarbanes-Oxley compliance, namely: the chief executive officer (CEO), the chief
financial officer (CFO), the chief information officer (CIO), and the auditors [3].
Again, institutional theory and the concept of power relationships are used as the
theoretical basis. The authors conclude with a set of compliance implementation
tactics that fit best for four given types of power relationships.

In her contribution CURRIE goes into the matter of how societal, organizational and
individual pressures change institutionalized processes over time [10]. The author
focuses on how the introduction of an investment management system influences the
compliance function and its respective processes. For the analysis of data won in a
longitudinal study she develops a conceptual framework that borrows from the con-
cepts of institutional theory. With her findings she contributes to the knowledge on
implications of technology change.

BUTLER and MCGOVERN likewise apply institutional theory to scrutinize the ex-
ogenous factors influencing IT adoption decisions on compliance solutions[7]. The
authors complement their findings by additionally using organizational theory to
describe endogenous institutional arrangements. On the basis of a case study the au-
thors derive general rules for the adoption of compliance software.

A contribution by HU et al. aims at providing a better understanding of external
and internal influences on the success of intentions to establish a corporate IS security
[14]. Neo-institutional theory is applied as a framework for analyzing the data
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gathered in a case study. The authors observe coercive, normative, and mimetic forces
that affect an organization’s success with the implementation of IS security practices
and controls. The investigation shows that regulatory forces, such as the Sarbanes-
Oxley Act, are potent drivers for motivating top managers to set off and execute com-
pany-wide security initiatives. The contribution points out how regulatory and legal
requirements influence an organization’s IS security and presents valuable guiding
principles for enterprises developing an IS security.

Organizational/business process layer & IT/business alignment layer: Based on the
concluding thoughts from two workshops held by Harvard University’s Regulatory
Policy Program, COGLIANESE discusses how IT affects government in making regula-
tory decisions [8]. The author points out the necessity of an integrated consideration
of both the opportunities associated with new information technologies and the organ-
izational design of regulatory policy making. He provides advice on how to enhance
the receptiveness, efficiency, and manageability of decision making in regulatory
concerns and outlines objectives for future research on digital government.

Organization/business process layer, IT/business alignment layer, IT implementation
layer & Leadership, corporate culture, and company politics: The assurance of an
integrated and holistic compliance management calls for approaches that involve all
of the layers outlined in the BE framework. However, existing practitioner frame-
works often only address specific aspects and neglect the required holism. In his con-
tribution PANKO picks up on the compliance risks that are induced by the widespread
use of spreadsheets in financial reporting [23]. Based on the alarming fact that on
average 94% of these spreadsheets are faulty the author analyses how general as well
as IT-specific control frameworks can be used in order to reduce spreadsheet-related
compliance risks. He comes to the conclusion that existing frameworks mainly sup-
port error-testing and that “operational procedures, auditing, documentation methods,
and secure spreadsheet operations” are still in need of development.

The demand for rigorous and transparent frameworks for corporate governance
was significantly increased when the Sarbanes-Oxley Act went into effect. BROWN
and GRANT use this as an opportunity to conduct a comprehensive review on existing
governance research and literature [6]. They identify two main research streams, one
on IT governance forms and the other one on IT governance contingency analysis
which conjointly led to the contemporary IT governance research. The author’s analy-
sis reveals that especially the fit between IT and organization remains to be of domi-
nant importance and that both practitioners and academicians show a constant effort
to further refine instruments and methods to govern corporate IT decisions.

MA and PEARSON conduct a survey of information security professionals in order
to validate if the standard ISO 17799 actually represents a best practice approach for
information security and if the framework’s dimensions address the right aspects [17].
The second objective of their survey consists in the improvement of the standard by
generating a parsimonious model. The author’s findings indicate that ISO 17799 di-
mensions and items are highly valid, but should be complemented by a new dimen-
sion that additionally addresses the aspect of business partner security.

A lot of regulations and standards require a complete control of the corporate IT.
RAGHUPATHI picks up on this fact and discusses how enterprise-wide IT governance
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(ITG) can be established [24]. He identifies three different stages in corporate ITG.
Starting from the finding that IT needs to generate a high return on investment (ROI)
the author analyzes the role of the CIO and the IS organization as well as the way the
IS function is regulated by the top management.

IT implementation layer: “Increasingly, regulations are requiring software engineers
to specify, design, and implement systems that are accountable to and in compliance
with laws and regulations” [5]. The subsequent contributions explicitly focus on tech-
nological solutions for the implementation of compliance requirements. KIM et al.
propose a concept for model-based proof of compliance [16]. They postulate the use
of computational ontologies for the development of enterprise data models in order to
both overcome business analysis problems — in particular those related to compliance
issues and improve the possibility to inter-organizationally share data models. The
paper not only introduces the concept but also provides an exemplary implementation
that proves the applicability of the approach.

Another characteristic subject of legal compliance is addressed by GOLDSCHMIDT,
who suggests a method to support the assertion of surveillance monitoring alarms by
means of the so called compliance verification knowledge management (CV-KM)
[12]. Primary monitoring systems (PMS) are systems that ensure internal control and
generate exceptions in case of potential anomalies and possible non-compliance
events, e.g. fraud or intrusion detection. CV-KM systems represent second-tier moni-
toring systems that assist the user in analyzing and categorizing the exceptions re-
ported by the PMS and in identifying evidence either verifying or refuting generated
alarms. Thus, CV-KM systems act as decision support systems for analysts.

One of the major challenges of automating compliance lies in the fact that regula-
tory requirements are mostly specified in complex and betimes ambiguous legal
language. BREAUX and ANTON attend to this defiance and propose a method for ex-
tracting rights and obligations from laws and other regulatory texts [5]. Therewith, the
authors contribute a design artifact that supports organizations in assuring and
systematically demonstrating their compliance with policies and regulations.

The Sarbanes-Oxley Act not only concerns aspects of corporate governance and
financial practice but also introduces a set of requirements regulating software devel-
opment processes. On the basis of the COBIT reference structure MISHRA and WEIS-
STROFFER develop a conceptual framework that integrates respective requirements
into the workflows of software development and, thereby, facilitates the internal
control over systems development activities [20].

For the simple reason that an increasing number of regulations require the disclo-
sure of management control SETIONO ET AL. propose a new type of IS designed to
support quality decision making [29]. Their novel data mining algorithm is especially
designed for verification, validation, and performance monitoring in the Basel II
context.

Figure 4 displays how the 26 papers considered in our literature analysis scatter on
the BE framework according to the content they address. The papers can be identified
based on the numbers they have been assigned in figures 2 and 3.
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4 Conclusion

The objective we pursued with this paper was to bring light into the darkness of com-
pliance research in the IS discipline. As has been said by a variety of authors, new
regulations and laws have huge impacts on how organizations conduct their daily
business [30], [33], [34]. Thus, a number of publications address different aspects of
implementing regulatory compliance. We conducted a literature analysis and system-
ized the results according to the BE framework. The systemization reveals that some
layers and relations have been considered intensely while others have fairly been
neglected. Especially the influences of regulations on organizational and behavioral
structures of organizations have thoroughly been investigated, often applying institu-
tional theory as a conceptual basis. Furthermore, a number of contributions propose
different software or IT solutions that support the implementation of compliance.
Other areas, however, remain clearly under-researched. In particular the relations
between different layers have been neglected so far. We could not find any contribu-
tion that addresses the topic of how to operationalize strategic compliance objectives.
Moreover, methods and approaches for the identification of those regulations that are
especially relevant for an organization are missing. The knowledge base alike is still
lacking in sound theories, methods and terminologies for the context of regulatory
compliance. Moreover, an approach to combine existing methods and adapt these
according to specific organizational contexts is not yet available. We thus conclude
that — although the implications of regulatory compliance have been thoroughly inves-
tigated [20] — the IS discipline is limping behind with the development of suitable
concepts and solutions. Compliance represents a challenging new research area in ISR
and demands for a unified system of concepts and a pool of methods and models that
can be combined for a holistic compliance implementation.
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Abstract. Over the last decade there was a high interest in business
process modeling in organizations. In their majority workflow systems
support a role-based allocation of work to actors. This allocation does
not consider the additional work which comes from the actors environ-
ment and which is not visible to the workflow management system. In
fact, the WFMS is not aware of the real workload of human resources
in the organization. In this paper we propose an actor-driven approach
for business processes management which aims at taking into account
the additional work generated by the environment (telephone, fax, mail,
verbally) and thus the the real workload of actors.

1 Introduction

Business process models are recognized as indispensable artefacts to drive busi-
ness management and evolution [19], [1],[9]. Even if workflow technology became
a standard component of many enterprise information systems, the introduction
of this technology set also several problems[12].

Failures have been observed in organization during the operation of workflow
applications. Such failures are mainly consequences of the modeling of business
processes as flows of activities, without any estimation of the availability of hu-
man resources (we will call them shortly resources in the following ). Often this
led to stack parallel processes on resources, considering that they would be al-
ways available. The issue of the concurrent solicitation of multiple processes and
process instances for the same resource was never dealt with to our knowledge.

This issue is relatively recent and was grown with the proliferation of new
information and communication technologies (email, telephone, fax), which allow
to address directly to the resources the work to perform. In service companies,
the lack of ability to deal with the dynamic allocation of work to resources
by taking into account comprehensively the actors environment leads to non
mastered and uncontrolled delays. These observations led us to the conclusion
that the real workload of actors is opaque for the workflow management system
and also for the supervisors of the involved actors.

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 187{196| 2009.
© Springer-Verlag Berlin Heidelberg 2009
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Fig. 1. The approach components

The majority of the workflow management systems(WFMS) are role-based
and provide activity-driven modeling capabilities[6]. We focus in this paper on
the comprehensive environment of the WFMS users, and more precisely on work
allocations taking place outside the WFMS. Figure [1l shows the global picture
of our proposition.

We propose an actor-driven approach for business processes enactment to deal
with the following questions:

— How to capture the work coming from the environment?

— How to integrate the work from the environment in the workloads of re-
sources which are dealt with by the workflow engine and the worklist handler
of the WFMS [18]?

— How to take into account the availability of those resources?

This paper is organized as follows. Section 2 presents related works on resource
modelling. In section 3, we present our approach for a smooth management
of resources taking into account their comprehensive environment. Section 4
concludes the paper.

2 Related Works

In this section we provide a short survey of research on workflow resources.
Zur Muhlen [4] presents a meta model which incorporates a technology-driven
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approach and an organizational-driven approach for resource modeling. In [3] an
organizational reference meta model is presented; authors specify users require-
ments for WFMS, and compare the meta models of two WFMS WorkParty and
FlowMark. While the process modeling capabilities of the current WFMS seem
to be at a high level, the organizational models provided by these systems are
very elementary [4]. In[I7] authors characterize a role-based environment focus-
ing on the concepts which need separation of duty. They also define different
variations of separation of duty.

In [2] Kumar et al propose a systematic approach to create dynamically an
equilibrium between quality and performance issues in workflow systems. Russell
et al [12] describe a series of workflow resource patterns that aim at capturing
the various ways resources can be represented and used in workflow technolo-
gies. They distinguish a series of specific categories of these patterns. Creation
patterns are specific to the built time, and limit the resources that can execute
an activity. Push patterns characterize situations where work items which are
created are gradually allocated to resources by the WFMS. Pull patterns de-
scribe situations where individual resources are informed of a set of work items
that must be executed. These resource patterns provided a big advance in the
resource modeling for business processes, nevertheless they do not consider the
external environment of the WFMS.

In [17], the usage of the concept of role is investigated in the context of
flexible business process modelling. In [18], a situational approach for flexible
business processes modelling and engineering is suggested in order to deal with
the variability problem (which impacts directly human resources) at the meta-
model level. Our contribution in this work is the integration of the work items
coming from the environment in the workload of resources, and the definition of
a resource manager for the orchestration of the dynamic resource allocation.

3 An Actor-Driven Approach for Business Process
Enactment

In this section we present an actor-driven approach in order to deal with the
real workload of human resources. This approach is composed of two main steps.
The former aims to capture and identify the work coming from the environment.
The later is the dynamic work allocation itself as described below. The principal
concepts of the approach are shown in Figure

— Resource: human actors involved in the organization.

— Role: the responsibility that an actor holds when performing an activity.

— Activity: the individual work realized by actors; we distinguish between in-
ternal and external activities. Internal activities represent work items allo-
cated to the actors by the worklist handler of the WFMS. External activities
represent the work coming from the environment (telephone, fax, email, ver-
bally). They are closely related to the resource role in the organization and
allocated by a manager, collaborator or a business partner. We dont take
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into account micro tasks or background tasks like reading an email, drinking
a coffee and personal activities.
— Process: any business process in which the actor is involved.

3.1 Description of the Environment

In our approach, the environment represents all factors that influence either
directly or indirectly the WFMS and more particularly the resource manager.
Workflow management systems orchestrate resources without having a compre-
hensive information on their real workload. Numerous interactions between re-
sources and the business environment make this workload opaque for the WFMS.
Solicitations from the environment for the performance of a given work can be
on different kinds: telephone, fax, email,... These communication channels affect
the majority of resources in organizations, although they are not visible by the
WFMS. The main purpose of our approach is to define the capability to capture
the work items coming from the environment and to perform the resource al-
location accordingly. We characterize and describe the environment using a set
of factors called contingency factors. These factors will be used to identify the
sensors which are necessary to catch the task-flow originated from the environ-
ment. Eventually, this will allow us to include those activities in the repository
of resources in order to be aware of the real workload of all actors.
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Contingency Factors. They are linked to the external activities and to actors.

— The contingency factors linked to the environment: define the communica-
tion channels which are used to assign activities to resources and specify
some characteristics of these activities.

— Communication channels: the external activities discussed below can be
transported on different channels, such as:

Email: during the last decade the importance of electronic messages was
grown within organizations, for the transmission of information as well
as a tool for work assignment to resources.

Written documents: they correspond to the most often used way to al-
locate activities to resources. This is also the typical way to delegate a
work and can be based on different forms such as fax, memo etc.

Verbally: this is the less formalized channel, such as telephone commu-
nications, nevertheless this is a very usual way to solicit resources for
doing ”something”.

— The description of external activities: we determined some significant
attributes such as: content, priority, impact on other activities, and fre-
quency of occurrence.

— The contingency factors linked to actors define in some way the status of the
latter. In fact, a resource can be not available for doing something for differ-
ent raisons like vacancy, illness, vacation etc. This kind of information about
availability must be captured and transmitted to the resource manager.

The contingency factors allow thus to formalize the work originated from the en-
vironment and to be assigned to resources. They will be used in conjunction with
rules for the integration of the external ”black box” activities into the resource
repository making them ” glass box” activities. In that way, the resource manager
will have the comprehensive knowledge about the human resource requirements of
those external activities without any responsibility for controlling their execution.

Capture and Integration of the Work from the Environment. Sensors
will allow us listening/capturing, transforming and integrating external activities
from the environment to the repository/registry of resources. The capture and
the integration of external activities is mainly dependent on the communication
channel and the nature of those activities. This dependence determines the type
of sensor to use: automatic, semi- automatic, or manual.

— Automatic capture. As described above emails are frequently used in organi-
zations to assign work to resources. This additional work can be integrated
in the repository of resources automatically. Emails can be captured auto-
matically if they are formalized in a structured way (key word=value) for
instance: (TaskName= write an unexpected report), (Startdate= 14/04/09).
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— Semi-automatic capture. Some times emails are not well formalized. In this
case, the resource him/her self has to root the email to the resource repos-
itory. She can also add additional information, in order to include it more
easily into the repository.

— Manual capture. This way will be used when a resource is solicited by tele-
phone, fax or verbally. In these cases, the resource has to complete a form de-
scribing the requested work. Once submitted, the repository state is updated.

In most cases, the capture of the external work requires validation before the
integration in the resource repository. This validation can be performed by a su-
pervisor. The responsibility required for the validation of an activity originated
from the environment is determined by the hierarchical position of the resource
in the organization. For instance the external activities of a senior manager can
be automatically validated, whereas a medium level team member will need the
approbation of his/her supervisor for the ezternal activities arrived in one of
his/her external worklists.. The information about the activity to be included
in the resource repository will play an important role in the validation process.
Depending on their nature, some activities may be automatically validated like
activities of high priority. In some other cases, if information on external activi-
ties are missing, the latter will be automatically rejected. A form will be returned
to the resource, which is called to perform the activity, to retrieve the missing
information. Eventually, the completed information will help the resource who
will validate the activity.

The validation of an external activity leads to it’s integration into the re-
source repository, i.e the update of the workload of the corresponding resource.
This makes all external activities ” glass boxes”, and addresses thus the opacity
problem presented at the beginning.

The aim of this approach is to balance the load between resources not to
monitor their work, therefore it’s in the resources’ interest to report their external
tasks. For this raison we would not carry our interest on background tasks,
nevertheless, integration of these tasks in the system would cause privacy issues.

3.2 Work Allocation

In this paper we present an approach for improving the resource allocation in
workflow management systems. Our proposition consists of developing a resource
manager which purpose is to dynamically orchestrate the work allocation. We
also suggest assembling necessary information about actors and their real work-
load into a resource repository. In the following sections we will describe this
repository and the criteria defined for allocating work to the resources.

Resources Repository. Our aim is to construct a resource repository which
should contain all information about actors and their real workload, the latter be-
ing a set of external and workflow/internal activities. This repository will be the
cornerstone of our approach. It will be solicited by workflow management systems,
the resource manager, resources themselves and the environment through sensors.
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— Workflow management systems: the system will update the repository, when
it will assign an activity to a resource chosen by the resource manager.
Each time a resource starts or terminates the execution of an activity in-
stance, the WFMS should update the resource repository to modify the in-
ternal/workflow activity state. The aim is to make the workload of resources
as transparent as possible.

— Resource manager: The resource management is based on the information
and data available in the repository. The resource manager reacts to the
requests of the WFMS by providing the adequate resource for the realization
of a given activity instance. Then the WFMS solicits the resource chosen by
the resource manager for performing the activity.

— Resources: they integrate their own external activities in the repository and
update their state. Otherwise, some other resources, such as supervisors, can
integrate be requested for validating the external activities of the operational
resources which will perform these activities. Thus, the repository has the
knowledge about the organizational structure and manages access rights of
all resources.

— Sensors: some external activities can be integrated automatically without
validation. To realize this, we have to define rules for the repository based
on what is listened on these sensors.

The description above sums up the requirements necessary for the implemen-
tation of the resource repository, and surveys its functionalities and roles in
relation to the other actors (human or software) of the system.

Criteria for Work Allocation. The work allocation in our approach is done
by the resource manager based on the information stored in the repository. This
search for the most appropriate actor or the work allocation will be further based
on a set of criteria: organizational (roles of resources), real workloads (external
and internal activities) and the resource availabilities.

4 A Map Illustration of the Way of Working

In this section we use the Map formalism [I8] [11] [B] for visualizing the suggested
approach. A map as a directed graph from Start to Stop with intentions as nodes
and strategies as edges between them. An intention is a goal that can be achieved
by the performance of a process. Each map has two special intentions, Start and
Stop, to respectively begin and end the process. A strategy is a manner to achieve
a goal. The graph is directed because the strategy shows the flow from a source
to a target intention. Each path from Start to Stop describes a way to reach the
result i.e. each of them is a process model.

The map is a navigational structure which supports the dynamic selection
of the intention to be achieved next and the appropriate strategy to achieve it
whereas guidelines help in the operationalization of the selected intention [I8].

We use the map formalism (see Figure [B]) to represent the different method-
ological intentions targeted by our approach and the strategies which can be
used for their achievement.
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Validate
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Capture
external
activity

Update
resource
workload

Fig. 3. The map of the actor-driven resource allocation approach

Table 1. Map Strategies Description

N Strategy Name

Definition

S1 Automatic

S2 Fill a form

S3  Semi-automatic
capture

S4 Request for an
irrelevant sollicitation

S5 Manual validation

S6 Automatic
validation

S7 Update workload
without validation

S8 Missing
information

S9 Activity is not
validated

S10 Workload
update

S11 By completeness

This strategy aims to capture formalized mails automatically.
Mails contain special keywords for being captured.

An activity is integrated to the resource workload if it’s revelant
and frequent. The form containing information on requested activity
is filled by the resource and validated by his supervisor.

Not formalized mails which are integrated to the repository

by the resource.

If an activity is considered irrelevant or if it requires a tiny
execution time.

The activity is manually validated by a supervisor.

The activity is automatically validated by the system.

Some activities do not require validation and are directly

added to the resource load work. They are defined as critical
activities or the resource has a high rank in the organization.

The request for the activity execution is incomplete and it had

to be clarified with additional information

The activity is rejected by the supervisor or the system. It

has no’t to be performed by this resource and need to be reassigned.
Once validated, the activity is added to the resource workload

The system notifies the resource that the activity has been added
to his/her workload.
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Intentions. The map describing the approach has three intentions other than
Start and Stop : Capture external activity, validate external activity and Update
the workload of a resource.

Strategies. For the realization of these intentions (except Start) we can use the
set of strategies, shown in table 1.

5 Conclusion

In this paper we proposed an actor-driven approach for the smooth enactment of
business processes. This approach aims to make transparent the comprehensive
workload of resources and thus smoothing it across time, which is impossible
when the work items arrive to the actors from different communication channels
including the WFMS itself.

We propose to develop a repository/registry which contains external and inter-
nal/workflow activities and all the information about resources (role, availability,
workload). This repository up to date by the workflow management system(s) af-
ter each work allocation, of a work item to an actor by the workflow engine and
worklist handler, and also by the environment through the sensors (if complete au-
tomation is possible) or by the resources themselves (otherwise). We define a sensor
for each communication channel (telephone, fax, email). Moreover, we propose a
centralized resource manager to deal with the comprehensive work allocation, i.e
also on behalf of the WFMS, taking into account the availability of resources, the
organizational structure and the real workloads of human resources.

At this stage of our research we have not chosen yet the implementation
technology for the resource repository, although we envisage some solutions closer
to service oriented architectures.

Our future works will also include an extension of the contingency factors
related to the resources and the definition of additional facets such as the local-
ization of the resource and his/her context of work. We also envisage defining
other sensors for the capture of external activities, and an allocation mechanism
for the resource manager.
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Abstract. Contemporary workflow management systems (WIMS) offer
promising perspectives in respect to comprehensive lifecycle support of
business processes. However, there still exist numerous business applica-
tions with hard-coded process logic. Respective application software is
both complex to design and costly to maintain. One major reason for the
absence of workflow technology in these applications is the fact that many
processes are data-driven; i.e., progress of process instances depends on
value changes of data objects. Thus business processes and business data
cannot be treated independently from each other, and business process
models have to be compliant with the underlying data structure. This pa-
per presents characteristic properties of data-oriented business software,
which we gathered in several case studies, and it elaborates to what de-
gree existing WEMS are able to provide the needed object-awareness. We
show that the activity-centered paradigm of existing W{MS is too inflex-
ible in this context, and we discuss major requirements needed to enable
object-awareness in processes management systems.

Keywords: Workflow Management, Object-aware Process Management
Systems, Data-driven Process Execution.

1 Introduction

Nowadays, specific application software (e.g., ERP, CRM, and SCM systems)
exists for almost every business division. Typically, respective software enables
access to business data and offers a variety of business functions to its users. In
addition, it often provides an integrated view on the business processes. Though
such tight integration of process, function and data is needed in many domains,
current application software still suffers from one big drawback; i.e., the hard-
coding of the process and business logic within the application. Thus, even simple
process changes require costly code adaptations and high efforts for testing. Ex-
isting application software typically provides simple configuration facilities; i.e.,
based on some settings one can configure a particular process variant. Prob-
lems emerging in this context are the lack of transparency of the configurable
processes and the mutual dependencies that exist between the different con-
figuration settings. In addition, like the overall process logic the settings are
often (redundantly) scattered over the whole application code, which therefore
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becomes complex and difficult to maintain over time. This results in long devel-
opment cycles and high maintenance costs (e.g., when introducing new features).

In principle, workflow management systems (WIMS) offer promising perspec-
tives to cope with these challenges. Basically, a WfMS provides generic functions
for modeling and executing processes independent from a specific application.
Contemporary WIMS, however, are not broadly used for realizing data- and
process-oriented application software, particularly if a close integration of the
process and the data perspective is needed. In the latter case the processes are
typically data-driven; i.e., the progress of single process instances does not di-
rectly depend on the execution of activities, but on changes of attribute values of
data objects. Thus business processes and data cannot be treated independently
from each other, and business process models need to be compliant with the
underlying data structure; i.e. with the life cycles of the used data objects.

In this paper we demonstrate why the activity-centered paradigm of existing
WIMS is inadequate for supporting data-oriented processes. For this purpose,
we elaborate important properties of existing application software and show to
what degree they can be covered by existing WfMS. Based on the identified
shortcomings, we define major requirements for a generic system component
enablingdata-oriented processes with integrated view on both business processes
and business data. To clearly distinguish this approach from existing WIMS we
denote it as Object-aware Process Management System in the following.

Section 2 summarizes characteristics of contemporary WEMS and introduces
an example of a data-oriented process. We use this running example throughout
the paper to illustrate different issues relevant for the support of data-oriented
processes. In Section 3 we describe five key challenges for realizing an Object-
aware Process Management System. We check to what degree contemporary
WIMS cover the properties of data-oriented applications. Based on the problems
identified in this context we derive the requirements for Object-aware Process
Management Systems. Section 4 describes related work. The paper concludes
with an outlook on our future research in Section 5.

2 Backgrounds and Illustrating Example

This section describes basic workflow terminology and introduces an illustrating
example. Based on this information we discuss the deficiencies of contemporary
WIMS in the following sections.

Existing WfMS. In existing WfMS, a process definition consists of a set of
activities and their control flow [I]. The latter sets out the order and constraints
for executing the activities. It can be defined based on a number of workflow
patterns which, for example, allow to express sequential, alternative and parallel
routing as well as loop backs [2]. Each activity, in turn, represents a particular
task and is linked to a specific function of an application service. To be able to
assign human tasks to the respective actors, in addition, actor expressions (e.g.,
user roles) need to be defined for the corresponding activities. At runtime, for
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each business case an instance of the corresponding process definition is created
and executed according to the defined control flow. A particular activity may be
only enabled if all activities preceding in the control flow are completed or cannot
be executed anymore (except loop backs). When an interactive activity becomes
enabled, corresponding work items are added to the work lists of responsible
users. Finally, when a work item is selected by a user, the WIMS launches the
associated application service.

Example of a Data-Oriented Process. We consider the (simplified) process
of a job application as it can be found in the area of human resource manage-
ment. Using an online form on the Internet, interested candidates may apply for
a vacancy. The overall goal of the process then is to decide which applicant shall
get the offered job. A personnel officer may request internal reviews for each job
applicant. Corresponding review forms have to be filled out by employees from
functional divisions until a certain deadline. Usually, they evaluate the applica-
tion(s), make a proposal on how to proceed (e.g., whether or not a particular
candidate shall be invited for an interview), and submit their recommendation to
the personnel officer. Based on the provided reviews the personnel officer makes
his decision on the application(s) or he initiates further steps like an interview
or another review. In general, different reviews may be requested and submitted
respectively at different points in time. In any case, the personnel officer should
be able to sign already submitted reviews at any point in time.

3 Findings, Problems, Requirements

In several case studies we have evaluated the properties of data- and process-
oriented application software. This section summarizes basic findings from these
studies and illustrates them along our running example. We then reveal char-
acteristic problems that occur when using existing workflow technology for im-
plementing the identified properties. This leads us to a number of fundamental
requirements to be met by object-aware process management systems.

3.1 Challenge 1: Integration of Data

Findings. Usually, application systems manage data in terms of different object
types represented by a set of attributes. At runtime, for each object type several
object instances exist, which differ in the values of their attributes. Each object
type has at least one attribute representing its object ID. Using this attribute any
object instance can be uniquely identified. Relationships between object types
are described using attributes as well. At runtime, object IDs of other object
instances are then assigned to these attributes. Generally, an object instance
may be referenced by multiple other object instances of a particular object type.

Business Data is represented by a wvariable number of object instances of
different object types which are related to each other.

Fig. [k depicts the data structure for our running example. For each applica-
tion multiple reviews can be requested (cf. Fig.[Ib). Thereby the precise number
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of related object instances varies from case to case; i.e., the number of requested
reviews may differ from application to application, and it may also change dur-
ing runtime (e.g., if for an application some reviews are requested or completed
later than others).

In data- and process-oriented applications, available information can be ac-
cessed by authorized users at any point in time regardless of the process status.

From a user perspective, the instances of a particular object type correspond
to rows in a table. Table columns, in turn, relate to selected attributes of the
object type or — more precisely — to attribute values of the object instances.
Attributes representing object relationships are resolved; i.e., their values are
substituted by (meaningful) attribute values of the related object instances. Ad-
ditional information on object instances (e.g., attributes not displayed by default
within the table or detailed information about referenced object instances) can
be viewed on-demand. Using this data- or object-centric view, besides working
on mandatory process activities , authorized users may optionally edit attribute
values of single object instances at arbitrary points in time (optional activities).

Problems. Existing WfMS are unable to provide such object-centric views.
Most of them only cover simple data elements, which store values of selected
object attributes, while the object instances themselves are stored in external
databases. More precisely, only the data needed for control flow routing and for
supplying input parameters of activities are maintained within the WIMS (i.e.,
so-called workflow relevant data), while other application data is unknown to it.
Obviously, this missing link between application data and business process pro-
hibits an integrated access to them; i.e., access to detailed business information
is only possible when executing an activity and its related application function
respectively. Fig. [l shows a process activity for perusing a particular review.
Which review shall be displayed can be controlled by the WfMS by handing over
its objectID to the invoked activity. However, the WfMS cannot control which
attributes of the review object or of related objects (e.g., the application) can
be accessed. Missing or incomplete context information, however, often leads to
inefficient work and erroneous results [3].

(@ SETITTTI ) ST

processinstance

ob offer  [D-review 4
: view
[“application | review

'
What data?
'

attri

Fig. 1. Data structure and access to context information
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Fig. 2. Mandatory and optional activities in contemporary WfMS

In principle, optional activities, enabling access to application data at arbi-
trary points in time, could be emulated in WfMS by explicitly modeling them
at different positions in the control flow. However, this would lead to spaghetti-
like process models with high number of redundant activities, which are difficult
to comprehend for users. Besides this, users would not be able to distinguish
optional activities from mandatory ones. Fig. [2 illustrates this problem along
our running example. Here, optional activity edit data is embedded multiple
times in the process definition in order to be able to access application data
if required. Note that without such an explicit integration of optional activi-
ties, needed changes of application data would have to be accomplished directly
within the applications system. When bypassing either the WfMS or appl. sys-
tem, however, inconsistencies with respect to attributes, redundantly maintained
in both systems, might occur. Worst case, this can result in runtime errors or
faulty process executions.

Requirements. Object-aware process management systems need to be tightly
integrated with application data. In particular, these data should be manageable
and accessible based on complex objects rather than on atomic data elements.
Another challenge is to cope with the varying and dynamic number of object
instances to be handled at runtime. Thereby, the different relations between
the object instances have to be considered as well. Finally, regardless of process
status, it should be possible to access object information at any time.

3.2 Challenge 2: Choosing Granularities for Processes and Activities

Findings. For different object types separate process definitions exist [J)]. The
creation of a process instance is directly coupled with the creation of an object
instance; i.e., for each object instance exactly one process instance exists.

Fig. B illustrates the mapping between object and process types as well as
between object and process instances. The object type of a job application has
its own process type. At runtime, there are several instances of a job application
object. Correspondingly, for each of them a separate process instance is created.

Regarding the process type associated with a particular object type, each ac-
tivity refers to one or more attributes of the object type. There is one action per
attribute to read or write its value. Each activity consists of at least one action.
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Fig. 3. Analogy between data and process structure

When executing a particular process instance related subordinate processes
may be triggered. Results collected during their execution are relevant for the
execution of the superordinate process instance as well. In this context the cre-
ation of a subordinate process instance is also coupled with the creation of a
corresponding object instance. The latter has to refer to the object instance of
the superordinate process instance. Consequently, the number of subordinate
process instances depends on the number of object instances which reference the
object instance associated with the superordinate process instance.

The relations between process types correspond to the relations between object
types within the overall data structure [§)].

Fig. [lillustrates the analogy between data structure and process structure.
For each job application an arbitrary number of reviews may be requested, and
for each review object one process instance is running. The latter constitutes a
subordinate process of the process instance related to the job application.

Problems. Granularity issues are not adequately addressed in existing W{MS;
i.e., processes, sub-processes and activities may be modeled at arbitrary level
of granularity. Neither a uniform methodology nor practical guidelines exist for
process modeling [5], often resulting in inconsistent or non-comparable models.
Furthermore, when modeling and executing processes in WfMS, there exists no
direct support for considering the underlying data structure; i.e., the objects
and their relations. In particular, two drawbacks can be observed: First, the
creation of (sub) process instances cannot be coupled with the creation of object
instances. Second, in many WfMS the number of sub process instances has to be
fixed already at build time [6]. Note that WIMS enabling multi-instance patterns
constitute an exception in the latter respect [2].

Requirements. The modeling of processes and data constitute two sides of the
same coin and therefore should correspond to each other [5]. Thereby, we have
to distinguish between object level and (data) structure level: First, a process
type should always be modeled with respect to a specific object type; process
activities then may directly relate to attributes of this object type. Second,
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Fig. 4. Progress within data and data-based modeling

at the structure level, process relations should correspond to the ones between
the corresponding data objects. Finally, instantiation of processes needs to be
coupled with the creation of related object instances.

3.3 Challenge 3: Data-Based Modeling

Findings. The progress of a process instance correlates with the attribute values
of the associated object instance. Corresponding to this, the steps of a process are
less defined on basis of black-box activities, but more on explicit data conditions.

Fig. M shows an instance of a review object together with the related pro-
cess instance. For each process step, pre-conditions on the attribute values of
the object instance as well as the attribute values changed within this step are
depicted. In particular, the process is defined by setting goals described in terms
of conditions on object attribute values. Regarding our example from Fig. [
these data conditions are related to the attributes of the review object. This way,
process state and object state sync at any point in time. Mandatory activities
can be identified by analyzing the data conditions. More precisely, they comprise
those actions changing object attributes in a way such that the conditions for
executing subsequent activities become fulfilled [3]. For each process step at least
one mandatory activity exists.

Problems. In existing WIMS, process designers have to explicitly define the
activities to be carried out as well as their order constraints. In particular, no
support exists for verifying whether or not the (semantic) goals of a process can
be achieved [7I8/9]. Some approaches define pre- and post-conditions for certain
activities in relation to application data. If the pre-conditions of such an activity
cannot be met during runtime, however, process execution is blocked. In this
context, it is no longer sufficient to only postulate certain attribute values for
executing a particular activity. It then must be also possible, to dynamically
react on current attribute values.

Requirements. In object-aware process management systems, the modeling of
a process type should not be based on the activities to be carried out. Instead,
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process steps should be defined in terms of data conditions. The latter, in turn,
should relate to the attributes belonging to the corresponding object type.

3.4 Challenge 4: Synchronizing Process Instances

Findings. A subordinate process is always instantiated during the execution
of another process instance [6]. Like for the superordinate process instance, a
corresponding object instance is then created. In particular, this object instance
references the one related to the superordinate process instance. Finally, the
pre-condition of the process step, in which the subordinate process instance is
created, corresponds to a data condition on the superordinate object instance.

The creation of a particular object instance depends on the progress of the
process instance related to the superordinate object instance.

Fig. Bh illustrates this relationship. A new review object cannot be created
before the skills of the applicant have been compared with the job profile.

During the execution of a superordinate process instance, information from its
subordinate process instances may be used for decissions within the superordinate
process instance.

To accomplish such evaluation, data of multiple subordinate object instances
may be required [6]; i.e., we need to aggregate the values of particular attributes
of subordinate object instances. Which subordinate object instances shall be
taken into account may depend on the execution progress of their corresponding
process instances. Fig. Bb illustrates this along our running example. Within the
parental process instance handling a particular job application, the requested
reviews (i.e., results from different subordinate processes) are jointly evaluated.
Thereby, only submitted reviews are considered.

The executions of different process instances may be mutually dependent [J6].
Respective dependencies may exist between instances of the same process type as
well as between instances of different process type.

Considering this, the data conditions for executing process steps are even
more complex in existing application software than described above; i.e., these
data conditions may be not only based on the attributes of the corresponding
object type, but also on the attributes of related object types. For example, a



Towards Object-Aware Process Management Systems 205

review may only be marked as completed after a decision on the job application
has been made (cf. Fig. Bk).

Problems. In existing WEMS, process instances are executed in isolation to each
other [6]. Neither dependencies between instances of different process types nor
dependencies between instances of the same process type can be defined at a
reasonable semantical level. Often, the modeling of subordinate processes serves
as a workaround. However, in existing WfMS the execution of subordinate pro-
cess instances is tightly synchronized with their superordinate process instance;
i.e., the latter is blocked until the sub process instances are completed. Thus,
neither aggregated activities nor more complex synchronization dependencies as
described above can be adequately handled in WIMS [@].

Requirements. Generally, it should be possible to execute both instances of
the same and instances of different process types in a loosely coupled manner,
i.e., asynchronously to each other. However, due to data dependencies at object
instance level, we need to be able to synchronize their execution at certain points.
Furthermore, to a superordinate process instance several subordinate process
instances should be assignable in accordance with the relationships between
corresponding object instances as well as their cardinalities.

3.5 Challenge 5: Flexibility

Findings. As described, there are optional as well as mandatory activities. The
former are used to gather object information at any point in time regardless
from the progress of the corresponding process instance. Opposed to this, the
latter are mandatory and comprise actions that change the values of the object
attributes used within the data conditions of one or multiple process steps.

The activation of an activity does not directly depend on the completion of
other activities; i.e., it may be executed as soon as its data condition is satisfied.

An activity can be also executed repeatedly as long as its data condition is
met. Depending on how the data conditions of the different activities look like,
a more or less asynchronous execution becomes possible (cf. Fig. [A).

Generally, activities consist of one or more atomic actions for reading or writ-
ing the different attributes of an object instance. Which object attributes can
be actually modified in a given context depends on the progress of the related
process instance. For example, Fig.[{]shows the different actions available within

run time
delivery date is | delivery date > |[recommendation
null today is not null
view review
edit review
set delivery date | view application |
propose recommendation [
[ submit [ finish |

submit = true finish = true

Fig. 6. Asynchronous and overlapping execution of activities
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Fig. 7. Granularity of activities with optional and mandatory actions

the (optional) activity for entering the data of a review object. As can be seen,
the concrete set of selectable actions depends on the conditions actually met
by the object instance; i.e., (optional) activities dynamically adapt their behav-
ior to the progress of the corresponding process instance (denoted as horizontal
dynamic granularity). Interestingly, the attribute changes required to fulfill the
data condition of a particular process step can be also realized when executing
an optional activity. Since this can be done asynchronously at arbitrary point
in time, high process flexibility can be achieved. Furthermore, for a particular
activity optional and mandatory actions can be differentiated. Fig. [ shows the
mandatory actions for a review. Note that these actions may differ from step
to step. As opposed to optional activities, mandatory ones only include those
actions necessary for the fulfillment of the data conditions of subsequent steps.

Mandatory activities belonging to different instances of the same process type
may be executed together.

Required data is only entered once by the user; i.e., users may group a number
of activities for which they want to provide the same input data (denoted as
vertical dynamic granularity). Fig. [ illustrates this for activity finish.

Problems. Due to the activity-driven execution of process instances in exist-
ing WIMS, an activity can usually be activated only once (except loop backs).
Furthermore, activity execution must take place in a precisely defined context.
However, such rigid behavior is not always adequate. Sometimes an activity needs
to be repeated spontaneously; or it has to be executed in advance, or first be
stopped and then be caught up at a later point in time [3]. Conventional WfMS

> time > run time > time >
set View | [propose K evaluate
. submit
O dellve appli. rec. rec. ~O
- - - =
set view propose K evaluate
R . submit -0
delive appli. rec. rec.
w W - 4 -
set E propose . evaluate
" . submit ».
delivel appli. rec. rec.

Fig. 8. Grouping of activities
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do not allow for this kind of flexibility. Furthermore, users are typically involved
in the execution of multiple instances of a particular process type. Thus, their
worklist usually contains many activities of same type. However, each of them
needs to be processed separately in WfMS, which does not always comply with
common work practice. In summary, the isolated execution of process instances
in existing WIMS is too inflexible [10].

Requirements. Data-driven process execution is needed; i.e., process execution
should be not guided by activities, but rather be based on the state of the
processed object instances. Thereby, a much more flexible execution behavior
and optional activities can be realized. Furthermore, it should be possible to
make the selectable actions within an activity execution dependable on the state
of the process instances. Finally, it should be possible to work on several activities
with same type, but belonging to different process instances, in one go.

The above discussions have revealed the limitations of current WIMS. Only
being able to cope with atomic or stateless data elements is by far not sufficient.
Instead, tight process and data integration is needed. This integration can based
on objects, object attributes and object relations. Therefore, these three levels
need to be reflected in process definitions as well; i.e., activities should be related
to object attributes and process modeling should be based on objects. The hi-
erarchical relations between processes and other process interdependencies then
depend on object relations; i.e., on references between objects. In summary, we
need comprehensive support for the data-based modeling and data-driven exe-
cution of business processes.

4 Related Work

The described challenges have been partially addressed by existing work. How-
ever, a comprehensive solution for object-aware process management is still miss-
ing. Fig. @lsummarizes what challenges have been addressed by which approach.

Challenge 1: Integration of Data. Concepts for better integration of pro-
cesses and data are suggested in Artifact-Centric Modeling [I1], Production-
Based Workflow Support [5/I2], Data-Driven Process Coordination (Corepro)
[4], and Case Handling [3]. [12] establishes relations between atomic data ele-
ments, but neither supports complex objects nor varying numbers of data el-
ements. Corepro, in turn, allows to model objects and object relations [4I3];
object definition does not consider attributes and cardinalities of object rela-
tions. In [I1], so-called artifacts have to be identified first. Like objects, artifacts
consist of different attributes which can be also used to define relations between
them. Unlike objects, they are not defined at type level and therefore cannot
be instantiated multiple times. In all approaches, access to data is only possible
in the context of an activity execution, i.e. at a certain point during process
execution. Only Case Handling [3] allows access to data outside the scope of
activities, but does not provide explicit support for complex objects and data
structures.
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Challenge 2: Choice of Granular-
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Fig. 9. Overview of related work based on one ore more artifacts, but

without deriving the granularity of
processes automatically. Proclets [6] are lightweight processes, which communi-
cate with each other via messages. The granularity of a process is not explicitly
defined. By considering the quantity of process instances, an implicit analogy
between processes and objects can be drawn. Corepro [4] explicitly coordinates
individual processes based on the underlying data structure. The granularity of
processes and activities can be chosen freely. [BJI2] consider both the granularity
of activities and the one of processes. Activities always relate to one or more
atomic data elements. The structure of the process corresponds to the relation-
ships between the data elements. Sub-processes do not exist. In [3] activities are
described in terms of atomic data elements as well. Due to their indirect encapsu-
lation, a process is defined based on an individual ”case”. However, relationships
are not considered.

Challenge 3: Data-Based Modeling. Though [IT] does not allow for data-
based modeling, activities are defined with references to the identified artifacts.
In Corepro, process coordination is realized in accordance with the objects and
their relations. Objects are defined in terms of states and transitions between
them. Furthermore, processes assigned to different objects can be related to each
other based on external transitions. The most advanced approaches in relation
to data-based modeling are provided by [3] and [5I12]. Data-based modeling of
activities in terms of atomic data elements is possible. However, for each process
step still an activity has to be explicitly defined.

Challenge 4: Synchronization. In [6], processes are synchronized based on
messages. Thereby, a variable number of process instances is considered. How-
ever, their synchronization is not explicitly based on the data structure. The
most powerful approach in the given context is provided by the data-driven
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coordination of processes in Corepro []. Process synchronization is in accor-
dance with the related data structure. Thereby, a variable number of instances
can be created. The creation of new object instances at runtime is possible, but
requires an ad-hoc change of the related data structure [13].

Challenge 5: Flexibility. Case Handling [3] enables horizontal dynamic gran-
ularity. A data element can be read and written within several activities. These
data elements can either be free, mandatory or optional. A data element which is
mandatory for an activity can be optional for preceding ones. [10] enables vertical
dynamic granularity of activities; same activities of different process instances
can be grouped and executed together. [312] enable the data-driven execution of
processes based on current values of the data elements. In Corepro [4] processes
themselves are still activity-driven, whereas process synchronization follows a
data-driven approach.

5 Outlook

Our overall vision is to develop a framework for object-aware process manage-
ment; i.e., a generic component for enabling data-driven processes as well as an
integrated view on process and data. On the one hand we want to provide simi-
lar features as can be found in some hard-coded, data-oriented applications. On
the other hand we want to benefit from the advantages known from workflow
technology. However, a tight integration of data and process is only one of the
challenges to be tackled. Other ones arise from the involvement of users and the
handling of access privileges; e.g., depending on object data. In future papers we
will provide detailed insights into the different components of an object-aware
process management system as well as their complex interdependencies.
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Abstract. Business Process annotation with semantic tags taken from an on-
tology is becoming a crucial activity for business designers. In fact, semantic
annotations help business process comprehension, documentation, analysis and
evolution. However, building a domain ontology and annotating a process with
semantic concepts is a difficult task.

In this work, we propose an automated technique to support the business de-
signer both in domain ontology creation/extension and in the semantic annotation
of process models expressed in BPMN. We use natural language processing of the
labels appearing in the process elements to construct a domain ontology skeleton
or to extend an existing ontology, if available. Semantic annotations are automati-
cally suggested to the business designer, based on a measure of similarity between
ontology concepts and the labels of the process elements to be annotated.

1 Introduction

Available modelling notations for business processes, such as BPMN (Business Process
Modelling Notation, lack the ability to specify semantic properties of the processes,
including those related to their business domain. The labelling of activity constructs, in
fact, is often arbitrarily performed [1], resulting in unclear labels, characterized by mis-
matching and overlapping terms, and therefore implying a difficult comprehension [2]
and loss of domain semantic knowledge. However, semantic information is important
for tasks that involve reasoning over the process and for which automated support is de-
sirable [3]. For example, documenting or querying a process [4], enforcing a policy, or
verifying constraints on the business logics [3] involve semantic reasoning that cannot
be carried out on process models expressed in BPMN or similar languages.

We propose to add semantic annotations to business processes to allow better un-
derstanding, documenting, querying and reasoning about properties, constraints and
design choices that cannot be expressed in a purely syntactic way. In detail, in order
to augment business processes with semantic information from a business domain, we
propose to semantically annotate them with concepts taken from a domain ontology by
means of standard BPMN textual annotations, with the semantic concept prefixed by an
“@. Such annotations allow us to categorize BPMN elements by unifying labels that
represent the same concept and abstracting them into meaningful generalizations.

! http://www.bpmn.org/

T. Halpin et al. (Eds.): BPMDS 2009 and EMMSAD 2009, LNBIP 29, pp. 21 1@ 2009.
(© Springer-Verlag Berlin Heidelberg 2009
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The idea of adding semantic information to business processes has already been pro-
posed by several authors, for different process description languages and goals. Gen-
eralizing, they can be classified into two big groups: semantic annotation approaches
for specifying the process dynamic behaviour ([l6]) and those aimed at clarifying the
meaning of process elements ([[7], [8], [9]). In the former category, Koschmider and
Oberweis [6] use an ontology to give a precise semantics to the elements and data of a
business process (represented as a Petri Net). In the second, Thomas and Fellman [7]
present a semantic extension of event-driven process chains (EPC) for solving ambigu-
ities and reasoning over process models; De Nicola et al. [8] introduce BPAL, an onto-
logical framework for the representation of the business process semantics; the SUPER
ontology [9] is used for the creation of semantic annotations of both BPMN and EPC
process models in order to overcome problems with composition and execution.

Our work falls in the second category: in detail, it is focused on domain-related
semantic annotations and deals with the problem of supporting business designers in
the difficult task of process semantic annotation. Born et al. [10] proposed a tool for the
user-friendly integration of domain ontology information in the process modelling. In
order to match process elements and ontology concepts, they exploit: (1) information
about domain objects, actions, states and transitions from the ontology; (2) structural
knowledge from the process; (3) techniques for string matching (e.g., distance metrics),
synonyms and homonyms. Our approach, instead, relies on linguistic analysis (natural
language parsing) of the process element labels and of the concept names. Matching
is based on a measure of information content similarity. By taking advantage of this
similarity measure, we support business designers by providing them with annotation
suggestions for the semantic annotation of business process elements with concepts
from a domain ontology, and, if necessary, in the domain ontology creation/extension.

After a short overview about concepts and notation that will be used in the remainder
of the paper (Section[2]), we describe our technique for the semi-automated annotation
of process elements (Section [3)) and our approach for supporting business analysts in
ontology creation and extension (Section ). A case study is reported in Section[3 and
conclusions and future works are finally presented in Section

2 Background

2.1 Linguistic Analysis

Natural language processing is a wide research area, including a number of different
tasks and approaches. The analysis of short sentences, like those characterizing labels
or ontology concepts, is one such task. Linguistic analyzers, as for example MINI-
PARH [L1]], do not only allow to tokenize (short) sentences, reduce words to their stem
and classify terms into grammatical categories (e.g. verbs, nouns, adjectives), but they
are also able to find dependencies and grammatical relationships between them (e.g.
verb-object, article-noun, specifier-specified).

In detail, given a sentence s, MINIPAR is able to tokenize it, thus extracting its word
list, WS(s) = {w; € Dict|s = wy...w, }, where Dict is a given dictionary of wordsl.

2 http://www.cs.ualberta.ca/"lindek/minipar.htm
3 MINIPAR takes advantage of WordNet.
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