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Objectives:

To provide some common Business Process Improvement (BPI) tools that can be used as a starting point to improve processes.

To provide management and all employees guidelines of good business practices and controls to assist them in fulfilling their fiduciary duty to the organization.  The periodic self-audit is a tool to help management and/or employees fulfill this fiduciary duty.

Note:  These self-audit guidelines may not be inclusive of all risks.  Sound management judgment should be used to determine which additional controls should be incorporated within the self-audit.

Mindset:

· Do the Right Things - Right, the First Time (eliminate rework)

· Continual process improvement (reduce errors, reduce cost, increase speed)

· Plan, Do, Check, Revise

Tools to Use in Business Process Improvement (BPI):

Task Team:

· A team formed to work on a specific problem

· They use the Business Process Improvement (BPI) tools and others to solve problems or improve processes

Cross-Functional Team:

· A team comprised of members from all parts of the process (beginning to end) so that the needs and abilities of all stakeholders can be understood to achieve improvements

· They use the Business Process Improvement (BPI) tools, and any other tools needed, to solve problems or improve processes

Brainstorming:

During brainstorming, a group of individuals generate a large number of ideas to be refined later after the brainstorming stage.  During the brainstorming stage none of the ideas are criticized, which could hamper the idea formation process.

· What isn’t working

· What adds “no value”

· What is obsolete

· What is not efficient

· How to do it better

· What is the “root cause” of the errors (not just the symptom of an error – ask why five times to get to the root cause)

· What is working right for possible replication

Root Cause Analysis:

Process Analysis:

· Walk through process from beginning to end

· Ask How and Why

· Identify what works, what doesn’t work

· Use common sense too

Data Analysis (look for errors or the unusual):

· Sort data by date, amount, all 10 Terms, other (determine if “out of limits” conditions exist)

· Obtain data for all Terms within a year (10 or more Terms at NSU!!)

Pareto Chart (bar chart with cumulative totals):

This is a way to display data (bar chart in Excel), so that those things that are working right, or going wrong, become more obvious.  It helps make the 80/20 Rule more visible.

80/20 Rule:

· Typically, 80 percent of the problems are caused by 20% of the instances.  The 20% causing the problems could either be people, tools, methods, materials, etc.

Fishbone Diagram (People, Tools, Methods, Materials):

This is a method of breaking down a process into major areas for further analysis.  The visual method uses branches of the “fishbone” to display parts of the process to make the parts that are working, or not working, become more obvious.

Other Tools:

· Flowchart, Pie Chart, Line Graph, Scatter Diagram, others

· Sampling

· Cost/Benefit Analysis

· Barriers and Aids Analysis

· Trial Implementation

· Others

Benchmark:

· Look for “Best Practices” in other departments, Centers, or Institutions for replication or ideas.

· Typically, if benchmarking is performed, the strongest organizations are contacted last, after you have experience on how your own operation works, and how some others perform the operation.  This is done to be cognizant of the time taken from highly proficient organizations that assist you.

Customer Focus (external and internal customers):

· See the process from the eyes of the customer.  They may not have the same perspective as you.

· Could someone not familiar with the process (memo, etc) find it easy to follow?

· What are the customer’s expectations?

· For internal customers, periodic meetings (Example: monthly, quarterly, etc.) can be used to increase communication and obtain feedback.

· Consideration can be given to customer satisfaction survey or focus group to obtain feedback.

Checklists:

Checklists can be used as a reminder list to help ensure all tasks are completed.  They also can be used to assign responsibility by documenting either who performed the tasks, or when.

· Required Tasks

· Daily Closing Tasks

Record and Documentation Storage and Retention

Records and reports should be properly secured and stored given the confidential nature of some information, and therefore made inaccessible to unauthorized staff.

Inappropriate Transactions

Departmental management is responsible for contacting Internal Auditing if inappropriate transactions are suspected within their department.
Questions or Comments

Questions or comments on these self-audit guidelines on Business Process Improvement (BPI) can be addressed to http://www.nova.edu/cwis/audit/index.html
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