Business Process Management

Exam: Process Modelling and Analysis
QUESTION 1
Consider the following loan application process. The decimal numbers in bold (0.3 and 0.1) correspond to the probability of taking the branch in question (also called the “rework” probability). All the gateways in this process are XOR gateways.


[image: image1.emf]Start End

Check for 

completeness

Perform checks Make decision

Receive review 

request

Request info Receive info

Notify

decision

complete? Review

request?

Yes

No

no

yes

0.3

0.1

The activity times are given below.

	Task/Event
	Average activity time

	Check for completeness
	30 mins

	Perform checks
	2 hours

	Request info
	1 min

	Receive info
	48 hours

	Make decision
	1 hour

	Notify decision
	1 min

	Receive review request
	48 hours


1. Calculate the cycle time of this process using the data depicted in the above diagram and table. [3 points]
2. In the above BPMN model, the “review request” is modeled as a data-driven decision gateway. This is not an appropriate way of modeling this choice. Why? Suggest a more appropriate way of modeling this choice. [2 points]
3. Now, assume that a customer is allowed to request a loan decision to be reviewed only once. In other words, after a request has been reviewed once, it cannot be reviewed again. Modify the model from the previous sub-question in order to capture this restriction. [5 points]
4. Calculate the cycle time of the modified BPMN model assuming that the probability that a customer asks for a review of a rejected application is still 10%. [5 points]
QUESTION 2 (based on a text by Sten Brahe)
You are part of a team of analysts who have been given the task of analysing a process for handling mortgage approvals at a bank. Because of possible change in the market, the company estimates a raise by a factor 2 of the number of arriving mortgage requests.

The mortgage lending office of the bank currently processes 3000 loan applications per year. It takes about 2 weeks to process an application.

a. On average, how many loan applications are in status “under processing” at a given point in time? 

b. How many loan applications would be handled at a given point in time if the number of mortgage requests doubles as expected, assuming it still takes on average 2 weeks to process an application? 
Your team conducted an initial series of meetings in order to understand the existing process. The meetings involved several loan officers, loan office assistants, a loan risk manager, and the mortgage loan manager (who is responsible for the administration of the bank's mortgage lending unit). From this workshop, you obtained the following list of “most important” activities in the process, which are roughly listed in the order they occur (but some activities may be done in parallel):
· Collect information about customer in own IT systems and if it is a new customer, create the customer record and enter the required information

· Contact the land registry by letter or phone to check existing ownership in the land and wait for their reply by letter, which could take about a week.

· Collect information about the house; the taxable value, the location, the urban planning for the location, etc. This is done at the local authorities office.

· Check user in the country’s bad payment register, which is accessed through a web browser

· Make risk analysis of mortgage request based on customer profile and information about the house

· Send rejection of request if user is in bad payment register or risk is too high.

· Manager has to handle request if risk is high

· Create the loan in the IT systems

· Transfer money to customer

· Send confirmation letter to customer

Tasks. 

c. Design an “as is” process model on the basis of the above description. If the scenario does not give you enough details to capture part of the process, you can make any reasonable assumptions.
d. Which process metrics would you suggest to use to compare the “as is” and the “to be” model? 
e. Which re-design patterns could potentially be used to improve this process and how would you apply them? Explain how will these re-design ideas improve the process with respect to the previously chosen metrics.
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