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Introduction
• Perhaps the most obvious impact of COVID-19 on the labour force is the dramatic
increase in employees working remotely
• COVID-19 may also propel faster adoption of automation and AI, especially in
certain work arenas
• The pandemic created a renewed urgency for agile transformation
• Perhaps it is a good time to revisit Business Process Reengineering as a means to
create this post pandemic world of work
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What does the Research Say?
• Some companies are already planning to shift to flexible workspaces after
positive experiences with remote work during the pandemic, a move that will
reduce the overall space they need and bring fewer workers into offices each day.
• Remote work may also put a dent in business travel as its extensive use of
videoconferencing during the pandemic has ushered in a new acceptance of
virtual meetings and other aspects of work.
- McKinsey and Company -
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What does the Research Say?
• Many consumers discovered the convenience of e-commerce and other online
activities during the pandemic.
• E-commerce has grown 2-5 times faster as before the pandemic.
• Other kinds of virtual transactions such as telemedicine, online banking, and
streaming entertainment have also taken off.
• This shift to digital transactions has propelled growth in delivery, transportation,
and warehouse jobs.
- McKinsey and Company -
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Shift in Mix of Occupations by 2030

- McKinsey and
Company -
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Business Process Reengineering
“Re-engineering by any definition means changing everything
what people do, how they do it, who they interact with and the
systems they use. Nothing is immune to change.”
- EDI World -
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Reengineering Pioneers
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Business Process Reengineering
“Re-engineering is the fundamental rethinking and radical redesign of
business processes to achieve dramatic improvements in critical,
contemporary measures of performance, such as cost, quality, service,
and speed.”
- Hammer and Champy -
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The Essence of Reengineering
• The usual methods for boosting performance - process rationalization and
automation - haven’t yielded the dramatic improvements companies need.
• In particular, heavy investments in information technology have delivered
disappointing results - largely because companies tend to use technology to
mechanize old ways of doing business.
• They leave the existing processes intact and use computers simply to speed them
up.
– Hammer and Champy, July–August 1990 issue of Harvard Business Review –
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The Essence of Reengineering
• At the heart of reengineering is the notion of discontinuous thinking—of
recognizing and breaking away from the outdated rules and fundamental
assumptions that underlie operations.
• Unless we change these rules, we are merely rearranging the deck chairs on the
Titanic.
• We cannot achieve breakthroughs in performance by cutting fat or automating
existing processes.
• Rather, we must challenge old assumptions and shed the old rules that made the
business underperform in the first place.
– Hammer and Champy, July–August 1990 issue of Harvard Business Review –
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The Essence of Reengineering
• It should come as no surprise that our business processes and structures are outmoded
and obsolete: our work structures and processes have not kept pace with the changes in
technology, demographics, and business objectives.
• For the most part, we have organized work as a sequence of separate tasks and
employed complex mechanisms to track its progress.
• This arrangement can be traced to the Industrial Revolution, when specialization of labor
and economies of scale promised to overcome the inefficiencies of cottage industries.
• Businesses disaggregated work into narrowly defined tasks, reaggregated the people
performing those tasks into departments, and installed managers to administer them.
– Hammer and Champy, July–August 1990 issue of Harvard Business Review –
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The Essence of Reengineering
• Managers have tried to adapt their processes to new circumstances, but usually
in ways that just create more problems.
• If, say, customer service is poor, they create a mechanism to deliver service but
overlay it on the existing organization.
• Bureaucracy thickens, costs rise, and enterprising competitors gain market share.
– Hammer and Champy, July–August 1990 issue of Harvard Business Review –
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Think Big
Reengineering triggers changes of many kinds, not just of the business process
itself. Job designs, organizational structures, management systems - anything
associated with the process - must be refashioned in an integrated way. In other
words, reengineering is a tremendous effort that mandates change in many areas
of the organization.
– Hammer and Champy, July–August 1990 issue of Harvard Business Review –
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What BPR is Not
•
•
•
•
•

BPR is not a quick fix for business problems
BPR is not automation
BPR is not restructuring, right- or downsizing
BPR is not the same as TQM
Don’t fix stuff you shouldn’t be doing in the first place
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Snap Shot
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As Is
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To Be
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Burning Platform

Compelling need to change
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Determine Improvement Approach
Radical
• Drastic change
• Dramatic
• Holistic approach
Customer
Needs

Business
Objectives

Process
Understanding
Incremental

What the business needs to be

What the business is

- Adapted from John MacDonald, Understanding BPR -

• Fine tuning
• Continuous
• Task oriented
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Improvement Approach
• The main difference between the two approaches has to do with the pace, depth
of change and the implications of these concepts
• Continuous improvement is incremental change based on a business model. The
changes are applied in small continuous steps so that the (possible negative)
impact on the business is minimised
• The Business Process Reengineering approach is more radical – the business
model and the processes are constantly changed – and may bring substantial
improvements but also imply a higher risk of failure
• By questioning every aspect of the existing business, BPR may encounter strong
resistance from the human resources and even fail because of this reason.
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BPR – A Radical Approach

Re-engineering
does not happen in
small steps. It is an all
or nothing concept. Radical
steps are quickly taken in order
to eradicate entrenched processes.
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Reasons to embark on BPR
•
•
•
•
•
•
•
•
•

Too many levels of decision makers
Lack of quick decision making
Outdated controls
Poor quality - rework and waste
No single process owner - lack of interaction
Poor relation between core, management and support processes
No sound communication with customers and suppliers
Processes are not well documented
Performance measures don’t exist
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Rules for Engineering
•
•
•
•
•
•
•
•
•

Top priority for top management
Process improvement is a process with metrics of its own
Process improvement is continually funded
CPI and quantum improvement are part of the same process
Include all stakeholders
Organisations work for processes not vice versa
Engineering is not driven by automation
Introduce an engineering philosophy
Communicate, communicate, communicate
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Principles of Reengineering
• Organize around outcomes, not tasks.
• Have those who use the output of the process perform the process.
• Subsume information-processing work into the real work that produces the
information.
• Treat geographically dispersed resources as though they were centralized.
• Link parallel activities instead of integrating their results.
• Link parallel activities instead of integrating their results
• Put the decision point where the work is performed, and build control into the
process.
• Capture information once and at the source.
- Michael Hammer & James Champy, Reengineering the Corporation -
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Rethinking Business Processes
•
•
•
•
•
•
•
•

Several tasks are combined into one
Workers make decisions
Process steps are performed in a natural order
Processes have multiple versions (end of standardization)
Work is performed where it make most sense
Checks and controls are reduced
Reconciliation is minimized
A process manager or customer service representative provides a single point of
contact
• Hybrid centralized/decentralized operations are prevalent
- Michael Hammer & James Champy, Reengineering the Corporation -
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Reengineering Values
•
•
•
•
•
•

Customers pay all our salaries: I must do what it takes to please them
Every job in the organisation is essential and important: I do make a difference
Showing up is no accomplishment: I get paid for the value I create
The buck stops here: I must accept ownership of problems and get them solved
I belong to a team: We fail or we succeed together
Nobody knows what tomorrow holds: Constant learning is part of my job
- Michael Hammer & James Champy, Reengineering the Corporation -
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Pitfalls of Reengineering














Resistance to change (RC factor)
Inadequate leadership during implementation
Unrealistic expectations
Lack of a methodology
Eliminating people instead of work
Enhancements are driven by automation
Wrong focus
Failure to involve/integrate all levels
No full-time involvement
Lack of clear vision/targets
Poor communication
Declaring victory too soon
Not anchoring changes in the corporate culture
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Benefits
•
•
•
•
•
•
•
•
•

Increased customer focus
Improved profitability
Effective and efficient products and services
Improved quality
Improved corporate flexibility
Increased speed of service delivery
Sustainable strategic advantage
Improved interdependency between processes
Performance management based on service delivery
- Adapted from Understanding BPR in a week John MacDonald -
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“To improve is to change. To be perfect is to change often.”
- Winston Churchill -
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Questions and Discussion
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Thank you!

Cobus Terblanche
0832817246
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