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Introduction and Context of Work : The ELEKTRA Project

Managing change in electricity supply
and distribution companies due to
deregulation rules issued by the E.C.

Public Power Corporation, Greece
- 35 000 employees

- operating as a total monopoly
- 6 million customers

The purpose of the work : to allow the ESI sector companies to deal with
change in a controlled way which would lead fo an evaluation of alternative
options of possible means to meet the objectives for change.

PARIS 1
SORBONNE

2




EKD-CMM is a Method for ...

Th

INeed o

2
Chiange

Consider
ueidlel e Transitions and Implement Model
Enterprise A
Alternatives

-__ s

Modelling Deliberating  Designing

2N

PARIS 1

SORBONNE

3

A method is composed of :

< a way of Thinking
< a way of Modelling
< a way of Working

(Seligmann 93)
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As a method EKD-CMM is composed of :
(En’rerprise Knowledge Developmen’r - Change Management Method)

< a Way of Thinking
< a Way of Modelling

®

23 Ways of Working

What makes EKD-CMM unique:
< Its

EKD-CMM is a multi-method.

The EKD-CMM Way of Thinking

Issues

Alternative
design paths

Alternative
designs

RATIONLE

Processes

Missions/
Objectives/
Visions

Actors and
oles

Business
Rules

Goals

Systems




) /Goal-Driven ./
Enterprise K g
Goal Model

The EKD-CMM Way of Modelling
Intentional
Features
I
Enterprise Goals / .
/// r'ealised_\by\
Enterprise Pr‘ocess\e\s\ //
\\\suppor*req,;‘t;y
offv\vr'e Sy;em
Components
v Enterprise Systems
Operational
Features
e T
The EKD-CMM Multiple Ways of Working
S T e S 1o BEMODEL A
v AS-IS MODEL " PROCESS TO-BE MODEL -
4 MODEL

Role/Activity
Model
Actor/Role
e
Object
Model

8

SORBONNE




The multi-method view of EKD-CMM

Representing the multiple ways of working in a Road Map :
a directed and labelled graph of and

A strategic view of a method

® goal and strategy directed
(consistent with the EKD paradigm)

® with a guideline attached to each section

«<I ,I.,S >
| J 'J

® allowing:
* multi routes representation
* sharing the same set of guidelines
* dynamic decision about the next step
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The EKD-CMM Process Intentions and Strategies

Goal
deployment
strategy

Elicit Enterprise Goal Structure refers fo
activities that are needed to identify goals
and to relate them one another through
AND, OR and AND/OR relationships.

Evaluation
strategy

Elicit enterprise
goal structure

S Process
Participative clusterin
modelling strat 9
strategy Analyst rategy
d ‘v); Evaluation
Reuse riven \s‘rmfegy
strategy
strategy
Conceptualise
enterprise process
L model Analyst
Participative driven
) ) ) modelling / strategy
Conceptualise Enterprise Business Process strategy Reus
euse

Model refers to all activities required to

. strate
construct a business process model. 2
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The EKD-CMM Road Map
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o 11
EKD-CMM Guide Book Objectives
@ To represent and

to guide the
to the situation at hand

next in the route

@ To guide the
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Guiding the Selection of a Way of Working

#7 ThroughRoadmap - Netscape M=
Fichier Edition Affichags Aller Commuricater 2
evaletion =l
participative  Siralegy strteqy
macieling el
strategy’ ceployment
siratel
analysi Elicit enterprise S
riven C goal structure
Efm{egy FONPSS

isualiseBottomUp - Metscape

/

sirategy
| FEichier Edition Affichage aller Communicator 7
particl
moi
sirat e vss'.l’e;afbn goal
1 strate,
puse | GE Rl o Fepbyment
strtegy sirategy strategy| “
C Elicit enterprise

pertisipative completeness a;;:ni.!;nst goal structure - e

”;?rg‘?gmg straiegly strategy ol sterng

oY aneiyet stratecy

driven
sirategy completens 55
/ strategy
analyst driver Conceptualize
Stap ———— straiegy enterprise
_— process model
5] Stop
=il | Document: chargé
Situational factors help et
: . —
selecting the route appropriate ST
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Helping the Selection of the Task to be Executed

Each route identifies the set of tasks to be performed and

S

ualiseBottomUp - Netscape
Fichier Edition Affichage Aller Communicatar 2

uggests their ordering.

w! Tg ighets \& Adresse: Ihttp:!#panolamix.univ'paris1 H/CRINFO/EKD -CMMR oadh apAfisualiseBattoml p. htm

Follow the Bottom-up Route

corresponding modelling strategy (the blue underlined statement in the following table).

The bottom-up route comprises six steps, namely B1 to B6, The gudeline to perform each step 13 accessible by the name of the

Rl
B2 : Elicit Curvent Goal Stractisre from
B3:
B4:
B5:

B6:

Elicit Future Goal Strisctire from Current Goal Structure follo

: Concepiualise Curvent BPM from Stard following Analyst Driven Strategy

Current BPM following Procesd |Clustering Strate

Siap from Change Gaal Structure following Completeness Strategy

Elicit Change Goal Structure from Curvent Goal Structure following Goal Deployment Strategy

Elicit Most Suitable Change Gaal Structure from Change Geal Structure following Evaluation Strategy

areafiabing

=
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Guiding the Performance of the Task

There is a

for each task.

It provides advices and recommendations on how to carry out the task
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A single guideline template

‘ BRI TP

Example

Name of the guideline : It expresses a
procass intention

Construct change process model

Descripiion of the guideline: It
provides a summary of the content of
the guideling

This guideline prowides two alternative manners to construct a change process model

Bady of the guideline : i fells how fo
ackieve the intengion by praviding
steps, choices, activities fo be
performed and the related models to be
usad.

In the right side example, the guideline

affers two alternative ways (choices) ta
achieve the iniention af consiructing a

change process madel.

Select your alternative

Follow goal deployment strategy Tollow participative strategy
Current enterprise goals and requiremants for the
future are not agreed upon. Therefare, a
participative session allowing emergence,
exchange and discussion of ideas is needad.

Current enterprise goals, requiraments jor the
future and contextual forces driving the change
are known. Stakeholders call for & guided
process.

Situation : i precizes when the
guideline can be applied

P
N..# There is aneed to move the organisation from the current state to a future state

Product model : Ii refers fo the
EKD-CMM modsl used for the
application of the guidsline. In the
right side example, the product model
is the Enterprise goal modsl as the
outpui of the guided process is a goal
hierarchy called change pracess model,

@ Enterprize goal model

il
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Guideline Types

nderstandTypeGuideline - Netscape
Fichier Edition Affichage Aller Communicatar 2

Understand Types of Guidelines

This page describes and illustrates with examples the types of guidelines used to present any EED-CWM guideline available in this electronic guidebools, respectively
choice, plan and executable guidelines. The description is given in the left part whereas the example 15 shown n the right part.

formalism used choice guideline plan guideline executable gnideline

Construct change process model
The body of a Cheice Guideline offers different alternative ways for
achieving the process mtention. For ezample, the guideline shown m the
right side is a choice guideline introducing two alternatives to the
construction of the change process model, each alternative proposing a

Select your alternative

specific strategy. ..
Follow goal deployment strategy Follow participative strategy
Arpuments (in ttalics) are prowided to help i the selection of the most
appropriate alternative in the actual process. For example, the Follow er.eni enterprisa goals, C'urr.erxz enterpriss goals and
goal deplayment stratezy is the tight decision to male when current requiremaents for the future and requiremenis for the future are not
enterprise goals, requirements for the future and contexiual forces drving contentual forces driving the agre.en.f upon. Therefore, a
the change are known charge are known. Stakeholders | participative session allowing
call for a guided process. emergence, exchange and
Click here for more information discussion of ideas is needed.

Top of Page

é
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Guideline Types

UnderstandTypeGuideline - Netscape
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Follow goal deployment strategy

The body of a Plan Guideline proposes a set of steps to

be followed for achisving the process intention Follow these steps
For example, the guideline Follow goal deployment
strategy shown in the right side is a plan guideline Construct The canstruction of the hierarchy of changs goals is an iterative
composed of two component guidelines (steps), namely . process which consists of progressively generating the changs goals
Clanstruct a hierarehy of change goals, and Attach hierarch by studying the impact of the external constraints onto the curvent
processes. This means that, when using the zoal —‘L‘]f goals of the entarpriss. Change goals are gensrated sither as
deployment strategy, the EI‘(D-CM:M b S change goals possible evelutions of the current goals or by infroducing new
construct the hierarchy of change goals and then to attach EES
processes to the leaves of this hierarchy. Tnorder fo the © i i
Attach state, this step suggests to aftach current business processes to

. rocesses change goals. Depanding af the tvpe of the changa goal, the

Click here for more information processes By 2 2 af o j By
= atiached process shall be maintained, improved or extended.

Top of Page
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UnderstandTypeGuideline - Netscape
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The body of an

Executahle

Guideline -

eroposts a seh of Construct a hierarchy of change goals

activities to be

carried out. Each Perform the following activities

achwty 15

associated to

techniques and Activity Techniques and Comments

tools and a short tools

description D L. » ieve busi

(comments) fEtEHmtni;nal;?t meW;eWU usess Thare are five ways fo type the impact of the contexiual force on
Oﬂ the tside, ol a conte: orce on a experis. Use

the exe:.lgtlztble current goal GroupSysters. 2 AR ot

tghdehnE suggests Elicit change goal and Use BXD-poal A change goal is elicited based on the Hwe of impact and the goal

e following introduce it in the hierarchy modelling editor being impacied.
tivities : 1) £
activities : 1) to
determine the .. Interview business A change goal can be ackieved in several ways with respect to
Envision
impact of an Alternative experis. Use different factors (quality reg ;, market v, ele.).
external constramt GroupSystem. Use Envisioning alternative goals means describing all alfernative
s g & g

on current goals; g Patierns. ways for fulfilling the change goal.

2) to elicit change

goals; and 3) to

ENW1S101

alternative goals. —

Top of Page =ls
=] | Document: chargé
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A Walk Through the Bottom-up Route

YisualizeBottomUp - Hetscape
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Follow the Bottom-up Route

The bottom-up route compriges six steps, namely B1 to B, The guideline to perform each step 15 accessible by the name of the
corresponding modeling strategy (the blue underlined statement in the following table).

Bl : Conceptualise Current BPM from Stard following Analyst Driven Strategy

B2 : Elicii Curreni Goal Structure from Curveni BPM following Pr
B3 : Elicit Future Gaal Structure from Curvent Goal Structire fo Analyst Driven Strategy
B4 : Elicit Change Goal Structure from Current Godl Structure following Goal Deployment Strategy

B5 : Elicit Mast Suitable Change Goal Structure fiom Change Goal Siruciure followng Evaluation Strategy

Bb6 : Siap from Change Geal Structure following Completeness Strategy

aneafnating

la

E [ | Documernt: chargé
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Conceptualise Current BPM from Start
Following Analyst Driven Strategy
This guideline suggests to observe the current context of the enterprise and to model it using enterprize business process models.
Perform the following activities
g Techniques
Activity q Comments
and tools
Ohserve the Top tmatiagers The observation of the current sfafe of the enferprise is required fo undersfand fhe enferprise
current state of andfor domain processes, fo idenfify acfors and resouwrces which are involved, fhe dependencies befween
the enterprise experts interview | actors and the business objects which are used i fhe enferprise processes.
Define actorfrole | EKD This acfivify leads fo the descripfion of business processes by idenfifying collections of
g responsibilifies feach such collecfion consfifufing a role) and fhe or gavisafional enfifies
diagrams ActorFole ey X .
defline sdi (the actors) that fulfil these responsibiliftes. The dependencies (authority, resource, goal)
modelling editor | 4,y oon involved roles are also described. |-
Define EKD This acfivity complefes fthe descripfion enferprise processes by defailing how roles are
rolefactivity Fole/a& ctivity or garised in ferms of activifies in order fo achieve the enferprise oljectives. Each role is fhus
diagrams modelling editor | analysed i1 a sequence of acfivifies that the respective acfor performs in playing the role.
Define . This activity aims fo define first business objects which are used in fhe enferprise processes.
class/association, | EKD Enterprise Then event diagrams describing the impact of what happens in the enferprise on fhese
state transition Chject objects are produced. For insfance, for a new connecfion request a New account is creafed.
and event modelling editor Finally, for each idenfified object, 1fs life-cyele describing the state chavges induced by fthese
diagrams avenfs are described in a state fransifion diagram.
Check
consistency This acfivify verifies If objects required for fhe performance of business processes as
Tt it e amd described in the rolesactivify diagrams are defined in the class/ association diagrams, if all LI
E| | Document: charge
Y .
District Serviced Processes
CS: Customer Section ALl - Electricity Supply Application Fulfillment
TS: Technical Section A2 - Network Resitation
AO: Administration Office A3 - Meter Disconnection
A4 - Meter Re-connection
A5 - Meter Check
AB6 - Installation Modification
Centrally Serviced Requests A7 - Failure Restoration
i A8 - Billing Correction
C1 - New 15/20 KV Substations Construction (Attica) A9 - New 20/0.4 KV Substations Construction
C2 - New U/G 150 KV Lines Construction (Attica) A10 - New 20 KV Line Construction
C3 - New Underwater Lines Construction (Islands) l Al1 - New U/G 20 KV Line (non Attica) Construction
C4 - New Substation Buildings Construction (Attica) A12 - New Building Construction for 20/0.4 KV S/S
C5 - New Housing Construction for Distribution Units A13 - U/G Cable Re-routing for 20KV Lines
C6 - Underground 150 KV Cable Re-routing ¢
C7 - New 20 KV Outgoing Feeders Installation (Attica) AL’ - Meter Reading
C8 - Provision of Charts and Topographical Equipment A2’ - Payment Collection
C9 - Technical Queries Answering A3’ - Electricity Cut-off
C10 - Provision of Equipment for Maintenance A4’ - Electricity Re-connection

C11 - Materials & Working Procedures Improvement
Region Serviced Requests

C1’ - Forecasting

C2’ - Contractor Selection B1 - New Outgoing Feeders Installation

C3’ - Technology Watch (network) B2 - Meter & Safety Device Calibration for MV Customers

C4’ - MSE Technology Watch B3 - Meter Checking, Repair & Maintenance

C5’ - MSE Planning B4 - Technical Advice Provision on Meters

C6’ - Network Quality & Protection Insulation Coordination Studies B5 - Transformer Repair

C7’ - Network Quality & Protection Insulation Coordination Works B6 - U/G cable Line Fault Pinpointing

C8’ - Billing B7 - Automatic Control of Public Lighting, TOD, Network Remote Controlling
C9’ - Accounting B8 - Technical Support Provision to Public Organisations

C10’ - Provision of IT Support B9 - Material Supply

B10 - Vehicle Maintenance
B11 - Technical Advice on Network Resiting

se‘r of E KD—CMM models B12 - Authorisation for Technical Study for MV Customers
. B13 - Personnel Supply for Failure Restoration
for over 150 business processes
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Elicit Current Goal Structure from Current BPM
Following Process Clustering Strategy

This guideline suggests to define the goal hierarchy of the enterprise corresponding to its current state, by clustering the business processes
aiminng to achieve the same high-level business goal. Itiz based on the understanding of objectives corresponding to the current functionning
of the enterprise. The current state of the enterprise should be formally described previously using enterprise business process models.

Perform the following activities

Activity Techniques and toals | Comments
Identify goals A business process provides some desived oufput fo an infernal or exfernal
reached by Top managers and/or customer. Roughly speaking, when a process is defined in a defailed level, the
current business domait experts interview delivery of the outpuf can be considered as the operafional goal affached fo the
processes Process.
Tdentify FProcesses do nof operafe independently but arve related in different wayps. (i) They
MACI0-PIOCESSES can have femporal relafionships expressing the friggering of a process by another
and the Modelling sessions one. (1) Aprocess defined in a detailed way at the operafional level can be seen
corresponding as an activify in a macro-process. This leads fo the idenfificafion of
enterprise goals macro-processes characterised by higher level goals
Organise The recursive application of the process aggregation mechanism leads fo the
enterprise goals EKD . 7 consfruction of a Werarchy of goals describing fthe current objecfives of the
inageal Eoalmodeliseditas enferprise. The leaves of fhis hierarchy correspond fo operational goals classified
hierarchy 11 more and more general goals.

.

pe
S & Cusrent enterprise business process models are formally deseribed

FPN T cnivion il vl

il | Dacument: chargé

An Excerpt of the Current Distribution Goal Hierarchy

. Legend
Intentional [ Provide safe and uninterrupted supply of } = God

fe?fur‘es electricity at a reasonable cost /A\ AND resolution

/,6,\ OR resolution
— Process

=e==ap» realisation

Minimise operational [Ensuré product quali’rﬁ Satisfy customer
costs demand for electricity

Satisfy load
increase

Serve efficiently

Ensure safe and continuous
customer requests

network operation

[Offer services fo Public

Satisfy customer Ensure safe and continuous
Organisations s

electrification request: electricity supply
A 3

/ \ \
v / \

Operational Provision of technical support Electricity supply Bailluie festarian
features to Public Organisations application fulfillment

\
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EvaluationStrategy - Netscape
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Elicit Future Goal Structure from Current Goal Structure
Following Analyst Driven Strategy

This guideline provides a structured approach towards

Perform the following activities

Activity Technigues and taels | Comments

Top managers andfor
domain experts interview,
Capture Goals list | Group System
(Brainstorming or Topic
Commenter)

A ivifial list of goals has fo be acquired either fhrough inferviews or during o
bramstorming session.

The inifial list of goals resulting from fheprevzous acfivity may be improved. This
list may contain reds g5, TMEOMET, ! L efe. or parfially
Improve Geals list | Group System (Categonizer) | overlapping goals that shouid be corrected. Thzs acfivity shaII be performed in
different ways, through elecfronic discussions based on anvofafions of goals, by
cafegorizing goals co-operafively and through open discussions.

Prioritise Goals Chroup System (Voting) It migth be appropriafe fo rank the different goals and eliminate those fhat are
comsidered as wimporfant.

Organise Goals Group System (Group The list of selected goals can be hierarchically or gavised wusing for example the

list into hierarchy | outliner) Growp Oufliner facilify provided by Group Sypsfem.

o,

¥
L. 2 The organisational matueity of modslling and the degres of «participatives involvement ars low,

the organisational culture is hierarchical; and the external pressures are known. LI
= | Dacument: chargé

An Excerpt of the Future Requirements
I8! GroupSystems - PPC Goal Modelling Session [Athens 8-10 Sep 1997] - [Goal hierarchy conce.._ [Ei[=] E3

& File Edit Outiner Group Options ‘'window Help -8 x|

@ /@ ﬁ %
Folders Agenda FPeople i Manitar

HOE DRoRREE

minirnize the duration and number of programmed interrupts of the power,

oo 'Ei Impraove efficiency of current pracesses -
00 B custormer senices
nio E  |rroduct guality
010 | Ensure always accurate billing
o/ | Imprave reliability of the supply systerm and constant voltage and frequency
0:0 |

0o minimize the duration of planning and construction of new networks

|

| i |
/o I Improve network guality ;

|

|

nio B Efficiency and effectiveness i
oo EE! —Hurnan resources |
oo Improve employee trainning towards customer needs B3
nio ' Create new incentive palicies
nio I Imprave the allocation of personnel to projects
| Define joh profiles and competencies
46 topics E 0 comments | 118 | Yagelio Kavakli
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GoalDeployment - Netscape
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Flicit Enterprise Change Goal Structure from Current Goal Structure
Following Goal Deployment Strategy

Thiz guideline provides a way to construct the change process model in terms of a hierarchy of change goals and to highlight
the impacts of the change on the current processes. The change process maodelincludes the description of alternative change
scenana that the enterprise could follow m order to reorgamse ttself to meet its specific requirements for the future and to
commply with the external constramnts called "contextual forces".

Follow these steps

Thiz steps aimes at constructing the Merarchy aof change goals

Construct change ; . ! - .
oal hierarch ;vkk;;Z:escnbes the different envisionable scenaria jor

Far each leave of the kierarchy af change goal, current
Attach processes processes which will be maintained, extended ar improved
will be attached.

i : : 2 REEE
A\, ,,\Hlerarchy of current goals, contextual forces, future requirements, documentation on existing processes
Enterprize goal model

E [ | Document: chargé

S [
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|»

Construct change goal hierarchy

This guideline prowides tweo different ways to construct the hierarchy of change goals depending of the scurces of
kenowledge to a) tnprove the current situation, b) enwision future options for the enterprise.

Select your alternative

Follow one shot strategy Follow two phases sirate
The stakeholders that will be invaived | There exists two different groups of siakeholders that
in the definition of the change process | will be invalved in the definition af the change process
madel are aware af hoth what should | model. These two groups have differant knowledge. One
be changed in the current functioning | group is aware of what should be changed in the current
af the enterprise as well what showld | functioning of the enterprise. The second group is aware
be intraduced. af what shauld be introduced. &

} Hierarchy of current geals, contextual forces, fiture requirements % b

£
. \
Enterprize goal model
A =

I@ | | Document: chargé
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Construct change goal hierarchy

This gwdeline organises the construction of change goals in twe distinet steps. The hierachy of change goals 15 ncrementaly
generated by first, studying the impact of the contextual forces on the hierarchy of current goals and second by introducing
new goals.

Follow these steps

The process congists first af pri ssively ating the kerarchy af
change goals by studving the impact aof contextual forces onto current
Deploy goals goals. The current goal kierarchy is considered in a top dovwn manner and

the kierarchy of change goals is constructed accordingly by generating the
change goals as improvements or maintenance of the current goals.

Then, the kisrarchy af change goals gensrated in the previous siep is

g ; .
Al rar plh considered again io introduce new goals
'i,,_ ‘ Hierarchy of current goals, contextual forces, future requirements S
Enterpnise goal model
‘ _—
%

=N

= |Document: chargé i _SL'_
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Deploy goals

The guideline organises goal deployment by studying the impact of the contextual forces on the current goals, eliciting and
mntroducing the change goals reflecting the impact and enwisioning alternative solutions.

Perform the following activities

Activity Technigues and tools Comments

Determine impact of a
contextual force on a
cwrrent goal

Business experts mterview | There are five ways io Lype the impact of the contextual
GroupSystem Jfarce on the current goal.

Elicit change goal and
introduce it in the EE.D-goal modelling editor
hierarchy

A change goal is eiicited based on the fype af impact
and the goal being impacied.

A goal can be ackieved in several aliernative ways with

Fnvision alternative Business experts mterview | respect fo different factors (quality requirements,

GroupSystem market opporfurity, technology avialabiiity, etc ).
goals
Patterns Envisioming alternative goals means describing all —
passible alternative ways for fulfilling the change goal.
{, ,,:}\One goal and its immediate sub-goals, a contextual force
Enterprise goal model
@| | Document: chargé PARIS 1
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An Excerpt of the Change Process Model

-~ top level

- Reorganise the N ;
! Distribution to comply with
\ the EU rules

INTRODUCE INTRODUCE
Cus:;‘[::gf‘;fisted & . IMPROVE e ; Introduce new means to
~ Serve efficiently / serve efficiently eligible
culture AN . /
N non eligible i customers
customers !
|

INTRODUCE :
INTRODUCE |
Introduce one H
point contact ) Introduce special | /
procedure / training programs : INTRODUCE INTRODUCE
Introduce intelligent front Introduce adaptations of

existing practices for serving

INTROBUCE !
desk for serving efficiently

efficiently eligible customers|

Introduce the following - [
up of customer IMPROVE ; customers
satisfaction survey Improve current /
liaisons procedures . ‘\\ ______ ——
INTRODUCE IMPROVE INTRODUCE | 7
Introduce means for the Improve current practices Introduce intelligent front
investigation of customer yd for serving efficiently desk for serving efficiently
new needs < non eligible customers non eligible customers
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Elicit Most Suitable Change Goal Structure from Change Goal Structure
Following Evaluation Strategy
This guideline provides a structured approach towards the identification and evaluation of altemative scenaria for change. The pre-requisites

for this approach is a change process model (see Follow goal deplaypment sfrafegy). The change process model is revisited 50 as to identify
atid then evaluate alternative scenatia against pre-defined ctiteria. Based on this evaluation, compatisons of alternative scenaria ocour and

recommendations are made concerning the most appropriate scenaria.

Follow these steps

This step atms af pruning the change process model tn order fo limit the
number af scenaria fo be examined, evaluated and compared.

Prune the change process

model

In order io lmit the complexity af the evaluation process, sach branch af the
pruned change process model is considersd separately. Bach scenario in a
branch is evaluated first qualitatively and then, guantitatively. Cualitative
evaluation is based an criteria whereas guantitative evaluaiion uses metrics. A
preferred set af scenaria is selecied by branch.

Perform branch evaly tion

In this siep, the appropriateness af the preferred scenaria defined as sets af
branch scenaria resuliing af the previous siep are globally evaluated. This can
resuit in backiracking on choices made localiy.

Perform global evaluation

The praferred set af scenaria is documented and recowpmendations jor

Derive the preferred set of
selection af the most suitable one are provided.

scenaria

o,

iy
S ,‘) Change process model
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Perform Branch Evaluation

This guideline provides a systematic approach for performing scenanio evaluation within a branch of the pruned change process model
The term branch refers to a sub-hierarchy of the top level goal of the change process model

Perform the following steps

Compile the list of

= A description of all possible scenaria within a branch is produced.
scenaria

Far each alternative scenaric in the branch, a qualitative evaluation
Evaluate scenario in a based an predefined criteria is performed by several business experts .

gualitative manner Individual opinions are aggregated in order to get an average
evaluation jor each scenario against each criferion.

Assess the level of

agreement of the
qualitative evaluation

The discrepancy among individual evaluations is used to asssss if there
i5 cansensis or nat on the average evaluation af each scenaria.

The preferred set af scenaria is selected affer performing a guaniitative
Choose preferred scenaria | evaluation (for scenaria with low consensus) and a comparative
avaluarion.

f\., :’ A branch of the pruned change process model

@ Scenario model
=l
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Two Examples of Alternative Scenarios for Change

Reorganise the PPC distribution
to comply with the EU rules

A

INTRODUCE INTRODUCE
cu SLZ‘;}Z?%C&?“ ed IMPROVE Introduce new means to
culture Serve efficiently serve efficiently eligible
2 non eligible customers
customers ’A
v /
Reorganise the PPC distribution A
to comply with the EU rules Q
ind INTRODUCE IMPROVE
Introduce special Improve current
training programs liaisons procedures INTRODUCE
Introduce adaptations of
IMPROVE existing practices for serving
INTRODUCE efficiently eligible customers|
— INTRODUCE Improve current practices fo —
m&:ﬁig Etfgﬁger IMPROVE Introduce new means to serving efficiently non
Serve efficiently serve efficiently eligible eligible customers
non eligible customers
cus(o“ers
INTRODUCE INTRODUCE
Introduce the following - Introduce one
up of customer point szad INTRODUCE
N . roceaure
satisfaction survey P Introduce intelligent front
INTRODUCE desk for serving efficiently
eligible customers

Introduce intelligent front
desk for serving efficiently

IS1
non eligible customers

SORBONNE
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Bl vote Spread - Qualitative evaluation : Evolutionary scenario Vote]
[ [ Ballot ltem [vH &[H @ [A @ L@ v aova @] Total [Mean [ sTO [~
1 CH.5: Time to implementation 2 2 0 0 0 0 18 440 058
1.1 : Ability to get necessary resources | 1 3 1] 0 1]
3 1.2 : Ability to utilise necessary expertise 1 3 o a o a 17 425 050
4 3.1 Implementation costs 1 2 1 1} 1) 1} 16 400 082
5 C4.1: Concern for people {employees of PPCY vs. busine 1 2 1 1] 1] 1] 16 400 o082
3] 4.1 : Customer satisfaction 1 2z 1 1] 0 1] 16 400 082
T CA.3: Accuracy of services provided 1 2 1 1] u] 1] 16 400 082
g CAa.4: Reliahility 1 2 1 0 1) 0 16 400/ 082
=] CE.1: Throughput{Customers! employes) 1 1 2 1] 1] 1] 18 375 096
10 CE.3: Salesfemployeeikwhiemployee) 1 1 2 a o a 18 375 086
11 C2.2: Globalimpact (Change affects the whale org.y 1} 2 2 1} 1) 1} 14 34600 058
12 C6.4: Rightsizing 1] 2 2 1] 1) 1] 14 3580 058
13 3.2 Operation costs a 3 1] 1 1] 1] 14 350 1.00
14 CH.2:Timeliness 1 1 1 1 1) 1} 14 34800 1.29
15 4.2 Responsiveness 0 1 3 0 o 1} 13 325 050
16 G20 : Local impact (Change affects a small number of pr 1] 1 2 1 1] a 12 300 082 =
1 3
Selected row: C1.1: Ahility to get necessary resources ;l
=
Total number of voters [N]: 4
options | Sort | Graph Print Shift Close | Help
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EKD-CMM provides a framework within which we can :

% share an understanding of how the enterprise functions
% share a vision for whatever change is required

%  develop scenaria for implementing the change

% develop arguments for and against the various scenaria
< keep a history of decisions made during the process

% manage all the descriptions in a central repository

% provide map and guidelines to guide the change process
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