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Performance Excellence
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REVENUE STRENGTHENING, DIVERSIFICATION
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APQC = BPM FOUNDATION
1 E 15 B

WE CONNECT
We research best-practices from We share these findings with our We connect our members to each
leading organizations around the members. other so they can share and learn.
world.

Why APQC matters to us:

* We had no idea where to begin
» Helped us align our organizational work with value stream
concepts and proven work in Performance Excellence
j)'éd us teach the organlzatlon where we were trying to go
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APQC FRAMEWORK + INTERNAL ASSESSMENT

= GOT PROCESS?
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SURVEY = LEVEL SET START

87% survey respondents il ine et Proseser
. survey mattered to us:
reported they conduct their

work without a documented | >Level playing field
>Gaps became evident

rocess
P l >Awareness across the
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ENTERPRISE PROCESS MAP

11 Strategic Planning . - 18  Manage External Relations

12 Plan and Align Resources 15 Ensure g"la”‘za'“’"a' Leaming 19 Manage Internal Communication
Enterprise 13 Create High Performance Environment is E:z:: E;fs’"a"” 110 Manage Faciliies Strategy

14 Analyze and Review Performance . 112 Manage Executive Administration

2.0 Product and Service 4.0 Create Solutions

3.0 Market Solutions

Solutions (service and sales)
3.1 Understand Market
2.1 Manage Product / Service Portfolio 32 Marketing Strategy 41 Planning Soluton Delivery
2.2 Develop Product / Service 33 DevelopiManage Marketing Plan 42 Delivering Soluions
34 Manage Business and Community Development 43 Supporting Solutions Delivery
35 Manage Member Loyalty

5.0 Manage Account

6.0 Develop and 8.0 Manage Financial

Servicing and Manage People 7.0 Manage IT Resources
Transactions = _

5.1 Retail Service Delivery 61 Manage HR Strategies 7.1 Service Technolog

52 Remote Service Delivery 62 Manage Workforce Capacity 7.2 Deliver Technvlugg; g; iﬁ;ﬂiﬁ;mﬁmng

53 Business Services Delivery 6.3 Select and On Board Employees 73 Maintain Technology 83 Manage Reporting

54 Mortgage Service Delivery 64 Manage Employee Changes 74 Manage Technology 84 Analyze Financial Risk & Opportunity

55  Operations 65 Manage Employee Learning and Development 85 Implement Financial Change

56  Card Senvices 66 Manage Employee Relationship 86 Secondary Marketing

57 Lending Services 6.7 Manage Total Compensation :

58 CreditRisk Management

59 Loss Miligation

510 Wealth Management

10.0 Manage Enterprise

11.0 Manage Enterprise
Risk

9.0 Manage Facilities

Improvement

T Wanage Risk Fremewor
112 Manage BSA Program

9. ies Operations 101 Business Analysis
9. upport 102 Project/ Program Portiol 11.3 Manage Vendors
9.3 Manage Envir s 103 d 114 Assess Risk
9.4 Real Estate & Property Management 104 Knowledge Asset Governance 11.5 Risk Response.
9.5 Manage Security 105 BHAG Support 11.6 Control Activities

117 Emergency Response
071714

WIS ST P TR

ENTERPRISE PROCESS MAP BUILDING = SIPOCSs

Objective
Suppliers
Inputs
Process
Outputs

Customer
Requirements

Measurements
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BPM TRACKER
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Why the BPM Tracker matters for us:

Needed to keep a line of sight with the SIPOCs
Needed to identify and track process owners and Stakeholders
_ an eaS|Iy accessible tool for multiple process owners

BPM WORKBOOK
Sectiono

Building a Process

elevating

Create consistency of purpese for the improvement of product and service,
excellence

with the aim to become competitive, stay in business and provide jobs. - Dr.
Edward Deming

think of all within
the orgamzalluﬂ linked together as a system. Each process is tied to other
I all for th and

Pfoduc\ lcw members.

What is a process? A process is a series of steps/tasks that when combined

Business Process Workbook  peoces e i by, requred for

| event with a defined beginning
and end.

Enterprise Performance Excellence

0 How to select your process
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Blueworks Live Getting Started Community Library

Process
made
simple.

» Collaborate across teams.

» Capture process knowledge.

» Analyze and improve your business.

Overview Features Resources Success Stories ”
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ECIAL FORCES

/ELEVATIO

CREDIT UNIOW
Wilderness Peaks Support Cel
cowy
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GOVERNANCE = PROCESS STABILITY

* Welcome to the Elevations CU Reference Desk

The Reference Desk site b the central repmitony for knowledte asiets of the Credi Linkn.

Governance = Truth
Source of = Reference Desk
Center = Process

* Business Process & Procedures
* Forms, Notices, Disclosures, Letters
* Management Policies
-+ Board ef.Director Policies

Forms-

Disclosures Procedure
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YOUR OUTPUTS

PROCESS RESULTS
Before Process After Process Quantifiable
Improvement
30 day average 14.5 day average 51% reduction in
funding of home funding of home time from loan
equity loans equity loans application to
funding
11.5 day average 4.5 day average 60% reduction in
funding of vehicle funding of vehicle time from loan
loans loans application to
funding
175 loans per 300 loans per 71% increase in
underwriter / month  underwriter/ month  loans handled per
capacity capacity underwriter
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