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The Bottom Line:

We believe that to truly understand one's universe, one must see it
thru multiple “eyes” and also have tools to “communicate” these
views.

To do this, we propose editable and cost-saving process
documentation “plays”
for process developers and participants
to help them quickly and effectively learn, integrate, test,
teach, and work together.

These “plays” may be added to new or existing systems.



Plays describe subprocess execution.
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3. Demonstrating Loans

-Demonstrating Loans-
Planning Loans Manager
Organization Manager

Overall Organizations Manager,
Project Manager

Demponstration Tools Developer
Customer

Business Manager

Loans Designers

Loans Designs Reviewers

Loans Builders

Loans Builds Reviewers

Loans Testers

Loans Tests Reviewers:
Demonstrating Loans

4. Contracting Loans

-Develop Contract-

Planning Loans Manager
Organization Manager

Overall Organizations Manager
Project Manager

Demonstration Tools Dewveloper
Customer:

Develop Contract

-Review Contract-
Planning Loans Manager
Organization Manager
Overall Organizations Manager,
Project Manager
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Benefits:

- Facilitates the collection of system and organizational
requirements,

- Does not anger/upset people whose opinions are heard,
and

- Increases the interaction between managers, process
developers, and participants.
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Our basic approach is to wrap organization's subprocesses in a common envelope
containing '""communication vehicles' that facilitate intra- and inter-organization
communication.
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Descriptions summarize subprocesses.
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1. Overview

’ In this subprocess, we deal with the process of Planning. This is where Projects plan their Loans.

Organization: ORG

All-Files. These are all the view files.
Benefits

2. Play

In this subprocess. the play is divided i several parts: hd
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Plays describe subprocess execution.
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3. Demonstrating Loans

-Demonstrating Loans-
Planning Loans Manager
Organization Manager

Overall Organizations Manager,
Project Manager

Demponstration Tools Developer
Customer

Business Manager

Loans Designers

Loans Designs Reviewers

Loans Builders

Loans Builds Reviewers

Loans Testers

Loans Tests Reviewers:
Demonstrating Loans

4. Contracting Loans

-Develop Contract-

Planning Loans Manager
Organization Manager

Overall Organizations Manager
Project Manager

Demonstration Tools Dewveloper
Customer:

Develop Contract

-Review Contract-
Planning Loans Manager
Organization Manager
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Documents describe subprocess data.
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3. Documents

In this subprocess, we have the following document types:

Demonstration Tools. These are used to represent the Demonstration Tools.
Loans Contract. These are used to represent the Loans Contract.

Process Library. These are used to represent the Process Library.
Implementation Plans. These are used to represent the Implementation Plans.

3 Loans Designs. These are used to represent the Loans Designs.

Loans Designs Reviews These are used to represent the Loans Designs Review.
Loans Builds. These are used to represent the Loans Builds.

Loans Builds Reviews. These are used to represent the Loans Builds Reviews.
Loans Tests. These are used to represent the Loans Tests.

Loans Tests Reviews. These are used to represent the Loans Tests Reviews. —

4. Guidelines

In this subprocess, we have the following roles:

Planning Loans Manager. This is the person managing the Planning Loans subprocess.

Project Manager. This is the person managing the Project.

Demonstration Tools Developer. This is the person managing the Demonstration Tools Development.

Customer. This is the customer for the Loans.

Business Manager. This is the person managing the procurements for the Development Facility |
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Guidelines describe user subprocesses.
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4. Guidelines

In this subprocess, we have the following roles:

Planning Loans Manager. This is the person managing the Planning [oans subprocess.

Project Manager This is the person managing the Project.

Demonstration Tools Developer. This is the person managing the Demonstration Tools Development.
Customer. This is the customer for the Loans.

5 Business Manager. This is the person managing the procurements for the Development Facility
Loans Designers. This is the person managing the Loans designs.

Loans Designs Reviewers. This is the person reviewing the Loans designs..

Loans Builders. This is the person building the Loans..

Loans Builds Reviewers This is the person reviewing the Loans.

Loans Testers This is the person testing the Loans..

Loans Tests Reviewers. This is the person reviewing the testing of the Loans..

Organization Manager This is the person managing the Organization.

Orverall Organizations Manager. This is the person managing the overall Organizations.

5. Others

In this subprocess, we have the following other tools:

“Worlkcsheet. This is the guidelines for the manager/director.
Credits. These are the people partaking in this organization's production. |
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Subprocess Worksheets facilitate subprocess
manager communication with process
and participants.

developers
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References list other related resources.
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Credits acknowledge people’s contributions.
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Credits

Program Executives: Harry Johnson, Michael Battagla, Catl Eay

Frogram Manager: Paul Mexcur

Technology Manager: James Ealshoven

FProcurement Managers: Kathy Weedham, Earen Huth

Eesources Managers: Michael Talley

Infusion Managers: Pam Guzzone, Janet Tew

EHE: Manager: Barry E. Jacobs

suppott Contractors: Samidha Iann, Heather Morgan, Avsen Bankerogl, Mohammed Eahman, Iichael
Tams, Juamta DeButts

Secretary: Margurette Tallent

AFR.C Program; Warren Atai, Geoff Lee, Eyszard Pizarska

DFEC Program: Eod Bogue

GER.C Program: Walter Kim, Dean Bitler, Gynelle Steele, Mare Metzger

GEFC Program: Don Friedman, James Chern

JPL Program: Pat MeGuire, Wayne Shubert; Byron Jackson

I=C Program: Grady Henderson, Terry Hess, JTane Fox, Kumar Erishen, JTames Whittington
ESC Program: Jim Alibenti, Charles Griffin

LaRC Program: Thayer Sheets, Fred Iorell, Eobert L. Tang

MMEFC Program: Helen C. Stinzon; Lynn Garrison

2302 Program: JTames Bryant
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Tools that can be focused on during stages-
by tool.
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Tools that can be focused on during stages-
by stage.
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Tools To Focus On During Stages- By Stage.
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to guickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structure, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

: « Each organization gets worksheets for its own use. These worksheets also help add to the
' database as Managers go thru the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to quickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documnents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structure, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

: « Each organization gets worksheets for its own use. These worksheets also help add to the
' database as Managers go thru the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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Organizations provide different views of the
subprocesses, some of which may be proprietary.
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Bank of America Loans Organizations
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Organizations execute the eight “Play Development” stages.

1) summarizing (descriptions),

2) playwriting (outlines),

3) staging (mockups),

4) dress rehearsal (implementations),

S) performance (implementations),

6) evaluations (implementations),

7) revisions (outlines, mockups, implementations),
and

8) closing.
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Organizations generate
Subprocess Life-Cycle* Views

« Organization subprocess teachers want to quickly learn, integrate, test, and teach their own views of their subprocesses. (Critical)

« Organization subprocess documentors want to quickly learn, integrate, test, and teach their own views of their subprocesses. (Critical)
+ Organization subprocess managers want to quickly learn, integrate, test, and teach their own views of their subprocesses. (Critical)

» Organization subprocess implementors want to quickly learn, integrate, test, and teach their own views of their subprocesses. (Critical)
+ Organization subprocess participants want to quickly learn, integrate, and perform tasks that are part of their views. (Critical)

« Organization subprocess managers want to quickly monitor execution of tasks that are part of their views.

» Organization subprocess teachers, documentors, managers, implementors, and participants want to quickly improve, test, and teach
their subprocesses.

« Organization subprocess teachers, documentors, managers, implementors, and participants want to quickly improve, test, and teach
using other organization's views.

« Organization subprocess teachers, documentors, managers, implementors, and participants become hurt/angry when their views are not
supported.

+» Organization subprocess implementors want to quickly update, test, and teach tools that help facilitate execution of their subprocesses.

« Organization subprocess teachers, documentors, managers, implementors, and participants want to quickly leave when their views
continue not to be supported.

* Alsp, called the "Universal Subprocess".
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The "Game of Telephone" Syndrome:
Where People Pass-On Only Parts of the
"Message"
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Overview of how editable and
cost-saving process documentation tools can solve problems.

Problem

Solution

Develop Internet-based tools to support the paperless
documentation and management of complex distributed
processes.

Editable process documentation tools can be tailored to
each subprocess.

Organizations provide different views of the subprocesses.

Editable process documentation tools can be tailored to
reflect different organization's views of the subprocess.

Organizations execute the eight "play development" stages.

Editable process documentation tools can be tailored to
reflect the eight "play development" stages.

People in organizations provide different views of the
subprocesses.

Editable process doecumentation tools can be tailored to

communicate different people's views of the subprocess.

Organizations cenerate Subprocess Life-Cycle Views.

Editable process decumentation tools can be tailored to
reflect different Life-Cyvcle views of the subprocess.

The "Game of Telephone" Syndrome: Where People
Pass-On Only Parts of the "Message".

Editable process doecumentation tools can be tailored to
laver below different people’s views of the subprocess.
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to quickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structure, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

: « Each organization gets worksheets for its own use. These worksheets also help add to the
' database as Managers go thru the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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Bank of America Loans Process Library

Overview (Demao)

Integrated Problems-Sohitions Database

Planning Loans

Solicitation Development

Submission

| Review and Approval

WNegotiation and Award

» Loan Administration

Closeout

Post-Closeout
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Total 11 Entries
Classification: Product Realization Subprocesses (T4-00-00-00!
Subprocess: Planning Loans  (T4-3-00-00)

Create View
View Steps

Checking Division Update

Lee, Geoff (geoff.lee@boa.com) Copy

Fetch Delete —

Savings Division Update

Bogue, Rodney (rod.bogue@boa.com; Copy

Fetch CDelete

CD= Division - Update

Kim, Walter 5. (walter.s.Kimnoa.com) Copy

Fetch Delete

IRAs Division Update

Chern, Dr. E. James (Engmin.J.Chermn@hboa.com) Copy

Fetch Delete

Investments Division Update

Ray, Carl G. (carl.g.ray@hboa.com) Copy

Fetch Delete

Mortgages Division Update

Schober, Wayne R. (Wayne.R.Schober@jpl.hoa.com) Copy

Fetch Delete

Credit Cards Division Update

Krishen, Dr. Kumar (kumar.krishen-1@hoa.com; Copy

Fetch Delete =
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Our basic approach is to wrap organization's subprocesses in a common envelope
containing '""communication vehicles' that facilitate intra- and inter-organization
communication.
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Planning Loans

Table of Contents

Orverview
DPlav
Documents
Guidelines
Others

N

1. Overview

' In this subprocess, we deal with the process of Planning. This is where Projects plan thewr Loans.

Organization: ORG

All-Files. These are all the view files.
Benefits

2. Play

In this subprocess, the plav is divided in several parts: hd
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3. Demonstrating Loans

-Demon=trating Loans-
Flanning Loans Manager
Organization Manager

Overall Organizations Manager,

Project Manager
Demonstration Tools Developer
Customer

Business Manager

Loans Designers

Loans Designs Reviewers
Loans Builders

Loans Builds Reviewers
Loans Testers

Loans Tests Reviewers:
Demonstrating Loans

4. Contracting Loans

-Develop Contract-

Planning Loans Manager
Crganization Manager

Cverall Organizations Manager
Project Manager

Demonstration Tools Developer
Customer:

Develop Contract

-Review Contract-

Planning Loans Manager
Crganization Manager

Cverall Organizations Manager,

Project Manager
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3. Documents

In this subprocess, we have the following document tvpes:

Demonstration Tools. These are used to represent the Demonstration Tools.
Loans Contract. These are used to represent the Loans Contract.

Process Library. These are used to represent the Process Library.
Implementation Plans. These are used to represent the Implementation Plans.

. Loans Designs. These are used to represent the Loans Designs.

Loans Designs Eeviews These are used to represent the Loans Designs Review.
Loans Builds. These are used to represent the Loans Builds.

Loans Builds Reviews These are used to represent the Loans Builds Reviews.
Loans Tests. These are used to represent the Loans Tests.

Loans Tests Eeviews. These are used to represent the Loans Tests Reviews. —

4. Guidelines

In this subprocess, we have the following roles:

Planning Loans Manager. This is the person managing the Planning Loans subprocess.

Project Manager_ This is the person managing the Project.

Demonstration Tools Developer. This is the person managing the Demonstration Tools Development.

Customer. This is the customer for the Loans.

Business Manager. This is the person managing the procurements for the Development Facility |
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4. Guidelines

In this subprocess, we have the following roles:

Planning Loans Manager. This is the person managing the Planning [.oans subprocess.

Project Manager. This is the person managing the Project.

Demonstration Tools Developer. This is the person managing the Demonstration Tools Development.
Customer. This is the customer for the Loans.

: Business Manager. This is the person managing the procurements for the Development Facility
Loans Designers. This is the person managing the Loans designs._

Loans Designs Reviewers. This is the person reviewing the Loans designs..

Loans Builders. This is the person building the Loans

Loans Builds Eeviewers This is the person reviewing the Loans.

Loans Testers This is the person testing the Loans_.

. Loans Tests Eeviewers This is the person reviewing the testing of the Loans..

Organization Manager. This is the person managing the Organization

Overall Organizations Manager. This is the person managing the overall Organizations.

5. Others

In this subprocess, we have the following other tools:

Worksheet. This is the guidelines for the manager/director.
Credits. These are the people partaking in this organization's production. |
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Subprocess Worksheets facilitate subprocess
manager communication with process
and participants.
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Subprocess Worksheet
Subprocess: Planning Loans &
In this subprocess, we deal with the planning of Loans
Estimated Acbhual | De
| Suggenbed Task - - stirnated Actual
i Task Purpose Reles L Cemplation | Comnplaion Instructions and i Document || & y " Do curnent
: eadis) Date Date Docurnend Complaion || Compleion -
: Famnples Leadis) Loqationgs)
Daxe Date
Task Lead
Subitack Lead,
Subtack
Iflariber,
i The purpose of this tack is to admmister Project Reierer, Jarnes Istnactions snd TJarmes Library
; L :
| Admdndsiration Dewel A w Cirsen O7i2307 05423007 Donmmernt Library: B Tes [ 062307 072307 Hea054
Project
-
Doonnerds
Dlanagzer
Taski Lead, Critical Design Feies Istoacticrs sl T Library
Subtask Lead, iy mes :
Suibrtask (CDE)D oonts s Samples Cireer, 0623107 ORi230T HE2034
Tfrher,
The prrpose of this tack is to administer Critical . ’ Jarnes Lrsft Project Fequiranerts Betmactione sd TJarties Likrary
Critical Design Review (CDR) Design Review (CDE).. w Cirsen 0642307 06/23/07 Do 2 Tes [ 06#33/07 072307 Hea054
Project
= N Istoactiones ard Tarries Library:
Doomuerts Project Plam r— e 06423707 072307 HEa0a4
Task Lead, Resource Analysis Office (RADY || hstmctions snd Tames 062307 07T Litaary:
Subtask Lead, Data Dnnnp Doomaerts Sarrples Cireat H520%4
Subtack
hlearber, . Ietmacticons sl TJarmes ‘ ‘ Library
- Froject Plan 062307 072307
Rocenrren dmahrcic (fica Tha romnaca of thic tarls ic tn_shwinictar Racomra Rewierrer, Tamac | ! Green HE2034 ....v..j
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Program Executives: Hatry Johnzon, Michael Battaglia, Catl Eay
Program Manager: Paul Mexcur, Fobert MNelson

Technology Manager: JTames Ealshoven

Procurement Managers: Eathy Needham, Earen Huth

Eesources Managers: Michael Talley

Infiusion Managers: Pam Guzzone, Janet Jew

EHE: Manager: Barty E. Jacohbs

support Contractors: Satmidha Manu, Heather Morgan, Awvsen Bankerogh, Mohamimed Eahiman, Iichael
Tams, Juamta DeButts
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Tools that can be focused on during stages-
by tool.
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Tools To Focus On During Stages- By Tool.
Toal Process Developer Proces: Participast
Learn, Lnra,
Imtegrate, Incegrate Docoments Using Role Goidelne: THE:,
Dhescriptions ‘Test, Tesit,
Tesch, Teach.
Work Topeiher Waork Tezecher
Learn, Lesrs,
Imizerate, Integraie Docaments Using Reole GuoideSnes THE:,
Flays ‘Tast, T,
Tench, Teach,
Work Together Waork Tegether
Learn,
N Imivgrate, Integraie Docamenis Using Role Guidelnes FHE:,
:’ Deocaments Test, Tesi,
: Tanch, Teach,
Work Together Waork Tegether
Learn, Lears,
Eale Imizerate, Integraie Docaments Using Reole GuoideSnes THE:,
: _— ‘Tast, T,
: Guideline: THE
: HE Teack, Teach,
o Work Together Waork Tegether
Learn, Lnra,
Subproces: Imtegrate, Incegrate Docoments Using Role Goidelne: THE:,
Werlkzhest: Test, Tesi,
Tanch, Teach,
Work Togeiher Waork Tegecher
Learn, Lesrs,
Imtegrate, Incegrate Docoments Using Keole GoideBne: EHE:,
Fefersnces ‘Tast, T,
Tench, Teach,
TWork Togeiber Work Tegether
Learn, Lnra,
Imtegrate, Incegrate Docoments Using Role Goidelne: THE:, i
Credits Test, Tesi,
Tanch, Teach,
Work Topeiher Waork Tezecher
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Tools that can be focused on during stages-
by stage.
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Tools To Focus On During Stages- By Stage.

Stage Process Developer Process Participant
Diescriptions, Descriptions,
Plays, Plays,
Documents, Documents,
Lesrn E.ole Guidelines EHBs, Fole Guidelines EHEs,
Sobprocess Worksheets, Subprocess Worksheets,
Referemces, EReferemces,
and Credits. and Credits.
Descriptions,
Plays,
Documents,
Integrate Role Guidelines FHBs, Documents Using Role Guidelines EHBs_
Sobprocess Worlahests,
Eeferemces,
and Credits.
Deescriptions, Diescriptions,
Plays, Plays,
Documents, Documents,
Test Eale Guidelines EHBs, Fuole Guidelines EHBs,
Subprocess Worlsheets, Subprocess Worksheets,
Referemces, Eeferences,
and Credits. and Cradits.
Descriptions, Descriptions,
Plays, Plays,
Documents, Documents,
Teach E.ole Guidelines EHBs, Fole Guidelines EHEs,
Sobprocess Worksheets, Subprocess Worksheets,
Referemces, EReferemces,
and Credits. and Credits.
Descriptions, Descriptions,
Plays, Plays,
Worlk Documents, Documents,
Tosether Role Guidelines FHBs, Fole Guidelines EHEs,
= Sobprocess Worlahests, Subprocess Worlisheets,
Eeferemces, Eeferences,
and Credits. and Credits.
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Our basic approach is to wrap organization's subprocesses in a common envelope
containing '""communication vehicles' that facilitate intra- and inter-organization
communication.
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Qutline Mockups Implementation Outline Outline
Subprocess Subprocess Subprocess
Play Flay Play
Outline Mockups Implementation
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] Implementation Imptementation
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Process Libraries (PLs) and Electronic
# Handbooks (EHBs) are where Shakespeare
r meets Freud

» In Process Libraries (PLs), subprocesses are represented as ""plays' where
"actors" communicate thru the Internet. Each organization puts on its own
"productions'. For each role, Electronic Handbooks (EHBs) (also called
Guidelines) guide "actors" thru their parts. Managers are "directors' using
Worksheets as learning/management tools. Documentors serve as ""playwrights''.
[Shakespearean]

« Organizations are represented as ""families’ having "multiple personalities".
Subprocess "plays" and its ""components' provide communication vehicles
between members of the same family, different families, and families from
different subprocesses. Documentors also serve as ""family therapists'. [Freudian]
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The approach uses a modernization of the Socratic Method or Dialogue to gain
consensus between Teachers, Documentors, Managers, Implementors, and Participants
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Some Applications

DOTI's Screen AVailable and Exchange-Sales (SAVES)- Property
DOJ s Bulletproof Vests Partnerslap Program (BVE)- Grants
DT s Local Law Enforcement Block Grants (LLEBG) - Grants
DOT s Office of Justice Program IT Itives (OJP IT) - Grants
DT s Southwest Border Patrol naative {SWEBPT) - Grants
Federal Fmergency Management Administration (FEMA) - Grants
FENA s TS Fire Adhmimistration (TSFA)- Grants
HHS' s Health Services Eesomrces Adimmstraton (HESA) - Grants
NASA's Earth Sciences Technology Office (FSTO)- Contracts
NASA's Educational Program Data Collection and Evaluation Program (EDCATs) - Program Evaluations
NASA s Small Business imovation Besearch (SBIR)- Contracts
USDA's Finergency Response Information Svstem (ERIS) - Grants
USDA's Integrated Item Tracking System-Reagents Ordering-Shipping System (TITS-ROSS) - Grants
TUSDA's Karmal Bundt Information Svstem (EBIS) - Grants
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Subprocess Life-Cycle Views that are supported.

# Drganization subprocess teachers want to guickly learn, integrate, test, and teach their own views of their subprocesses. (Critical) Organization subprocess teachers copy relevant

organization subprocess Plays Documents'Gmdelimnes Workshests m the Process Library and then learn, integrate, test, and teach their new orgamization subprocess Playe/ Documents/ Gudalines
Workshests

# Dreganization subprocess documentors want to guickly learn, intesrate, test, and teach their own views of their subprocesses. (Critical) Orgamization subprocess docomentors copy relevant
organization subprocess Plays Documents'Gmdelines Werkshests m the Process Library and then learn, intesrate, test, and teach their new creamization subprocess Plave/ Docoments/ Gindalines
[Worksheats.

+ Drganization subprocess managers want to guickly learn, integrate, test, and teach their own views of their subprocesses. (Critical) Orzani=ation subprocess managers copy relevant

organrzation subprocess Plays Documents'Gmdelines Workshests m the Process Library and then learn, intasrate, test, and teach their mew orgamization subprocezs Plave Docoments/ Guudalmes
[Workshests.

# Dreganization subprocess implementors want to gquickhy learn, integrate, test, and teach their own views of their subprocesses, (Critical) Organization subprocess implementors copy
relevant orgamzation subprocess Plays Diocuments' Gudelmes Worksheatz in the Process Library and then leam, integrate, test, and teach their new organization subprocess Playvs Documents
/Gmdelines Worksheats

» Drganization subprocess participants want to quickly learn, integrate, and perform tasks that are part of their views. (Critical) Orzamezafion subprocess participants study the steps of their
orzanization subprocess wew Guidelines.

# Dreganization subprocess manazers want to quickly monitor execution of tasks that are part of their views, Orgamization subprocess manarers monttor the exscution of tazks using ther
organization subprocess Plays Diocuments'Gudelmes Worksheats.

s Dreganization subprocess teachers, documentors, managers, implementors, and participants want to quickly update, test and teach their subprocesses. Organization subprocsss teachars,
documentors, managers, implementors, and participants update, test, and teach their crganization subprocess Plave Documents Guidalines Worksheets,

# Drganization subprocess teachers, documentors, managers, implementors, and participants want to guickly update, test, and teach osing other organization's views, Organization
subprocess taachers, documeantors, managars, implementors, and participants update, test, and teach using other relevant orgamization subprocess Plave Docurnents Guidalines Worksheets in the
Process Library.

# Drganization subprocess teachers, documentors, managers, implementors, and participants become hurt'angry when their views are not supported. Organization subprocess feachers,
documentors, managers, implementors, and participants update, test, and teach their crgamzation subprocess Playe Documents/ Guidalines Workshaets.

* Drganization subprocess implementors want to gquickly npdate, test and teach tools that help facihitate execution of their subprocesses. Orgamization subprocess implementors update, test,
and teach tools vamg requirements from Plays Documents Gmdelines Werksheats m the Process Library.

# Dreganization subprocess teachers, documentors, managers, implementors, and participants want to quickly leave when their views continue not to be supported. Orzamzation subprocsess
teachers, documentors, managers, mnplementors, and participants archive their crgamization subprocess Plays Documents'Gomdelines Worksheets.

# The Key Human Factor Issue: Communication Within and Across Orzanizations, Organization subprocess Plays Documents'Gudelines Work=hests m Process Libranies facilitate intra- and
inter- orEamization communication.
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Basic People Principles that are supported.

D=

Subprocesses determine tools. The approach supports people doing their jobs as they see it. Forcing
additional tools on people only adds more burdens to their jobs and they will likely ignore them. Additional
requirements should be integrated into existing subprocesses.

Evervone's subprocesses should be supported as best as possible. The approach supports people seeing
their jobs differently. This is often a good thing for subprocess improvement.

Tools are role-based so that data is collected during subprocess execution. As people partake in the
subprocesses, the approach supports data entry in the system. If data collection is done after the fact, the quality
of the data generally suffers.

Tools are people-based so that users require minimal training. The approach helps people to determine
which steps to use. For each of the substeps (i.e., forms and documents), the approach should have clear
templates, instructions, and samples.

Tools are web-based so that users can easily partake. The web-based approach supports the reduced need
to install special software on user's computers. This is especially important in the case where the number of
participants is large.

Evervone helps build the tools. The approach supports joint ownership in the subprocesses and the underlving
systems which is crucial for overall acceptance.
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Subprocess/Play Developments that are supported.

¢ Presentation & Paper/Marketing. The approach supports presentation & paper/marketing using the contents of
Descriptions, Plays. Documents, Guidelines, Worksheets, Contacts, References, and Credits.

¢ Worksheet/Outlining. The approach supports worksheet/outlining using the drafting of Descriptions, Plays,
Documents, Guidelines, Worlcsheets, Contacts, References, and Credits.

¢ Temporal Flow/Playwriting. The approach suppotts temporal flow/playwriting using the drafting of Descriptions,
Plays, Documents, Guidelines, Worksheets, Contacts, References, and Credits.

¢ Examples/Rehearsal. The approach supports examples/rehearsals using the mockups of Descriptions, Plays,
Documents, Guidelines, Worlcsheets, Contacts, References, and Credits.

¢ Implementation/Staging. The approach supports implementation/staging using the building of Descriptions, Plays,
Documents, Guidelines, Worlcsheets, Contacts, References, and Credits.

¢ Utilization/Performance. The approach supports users utilization‘performance using execution of Descriptions,
Plays, Documents, Guidelines, Worksheets, Contacts, References, and Credits.

¢ Revision/New Production. The approach supports revision‘new production using updates of the Descriptions,
Plays, Documents, Guidelines, Worksheets, Contacts, References, and Credits.

¢ Closeout/End Production. The approach supports closeout’ end performance using storage of the Descriptions,
Plays, Documents, Guidelines, Worksheets, Contacts, References, and Credits.
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Process Library Operations that are supported.

¢ Organization Subprocess Formulation. The approach supports the introduction of new organizations and their
subprocesses into the library.

¢ Organization Subprocess Implementation. The approach supports implementation of common tools for organizations in
the library.

¢ Organization Subprocess Customer Support. The approach supports user requests for the library.
¢ Organization Subprocess Evaluation. The approach supports organization subprocess evaluations.

¢ Organization Subprocess Update. The approach supports the updating of organizations and their subprocesses in the
library.

¢ Organization Subprocess Closeout. The approach supports the closeouts of organizations and their subprocesses from
the library.
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to quickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structire, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

: « Each organization gets worksheets for its own use. These worksheets also help add to the
' database as Managers go thru the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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Planning Loans

Loans Builds

Document

Overview
The purpose of Loans Builds is to provide Loans Builds documents for the Planning Loans subprocess.

Organization: ORG

' Document

Template (doc)
Example(s) (html)
Instructions (html}

Implementation:

Mockup (html) LI
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Document

Template (doc)
Example(s) (html}
Instructions (html}

Implementation:

v Mockup (html)
Implementation (himl)

Contacts:

Name- Phone-Email (mailto-hypertink)

References:

Title- Author- Library (himl)
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Fetch Integration

Read Integration

Classification Product Realization Subprocesses
Subprocess Planning Loans

Type Glidelines

Title subprocess Manager

Id T4-4-3-00

Integration Url Fetch

Ordinal 33

Date Created 03-MAY-2005

Date Updated 18-MAY-2005

Samples From Views

Checking Division Date Created: 23-Jun-2005
Fetch Date Updated: 23-Jun-2005
Savings Division Date Created: 23-Jun-2002
Fetch Date Updated: 23-Jun-2005
CDs Division Date Created: 23-Jun-2005
Fetch Date Updated: 23-Jun-2005
IRAs Division Diate Created: 23-Jun-2005
Fetch Date Updated: 23-Jun-2005
Investments Division Date Created: 23-Jun-2005
I Date Updated: 23-Jun-2005
Fetch
Mortgages Division |Date Created: 23-Jun-2005
Fetch Date Updated: 23-Jun-2005
Credit Cards Division Diate Created: 23-Jun-2005
Date Updated: 23-Jun-2005
Fetch

Check Cards Division Date Created: 23-Jun-2002
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to quickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structure, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

: « Each organization gets worksheets for its own use. These worksheets also help add to the
' database as Managers go thru the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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Documents in Process Libraries have three levels of access.

+ Unconditionally Distributable Documents. Here the document's hyperlink will point
directly to the organization's document.

+ Documents (On-Line/Off-Line) Maintained In Organization Libraries. Here the
document's hyperlink will point into the organization's library maintaiming the document.

+ Proprietary Documents. Here the document's hyperlink will point to the organization's
person/persons responsible for the document from whom permission must be obtained.

Done
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. Iniroduction

In this paper, we deal with the important problem of managing complex distnbuted processes involving
potentially thowsands of participants. An example of such a process is the management of Bank of
Amenica Loans. Bank of Amenca Loans 15 a key mgredient of Bank of Amenica Corporation
Managing complex distnbuted processes is difficult due to the complexity of the subprocesses, the
diversity of views of different organizations, and the diversity of views of managers and participants
taking part in the subprocesses.

An outline of the paper 15 as follows:

In Section 1, we exanune common problems that anise in the management of complex distributed
processes. In Section 2, we provide an overview of tools that are solutions to these problems. In Section
3, we provide examples of these tools. In Section 4, we outline some complex distributed processes in
the Federal Government that are applications of the methodology.

1. Problems

We discuss here some of the problems that are intrinsic to the management of complex dismbuted
processes.

First, complex distnbuted processes tend to have lots of related subprocesses. For example, Figure 1(a)
shows some of the subprocesses of Bank of Amenica Loans. Notice that we organize the subprocesses
nto five categories: Product Realization, Product Distmbution, Suppert, Improvement, and Common

Second, for each subprocess, we tend to have multiple organizations, each having their own view of the
subprocesses. For example, Figure 1(b) shows some of the crganizations participating m the Bank of
America Loans. In addition, there are also organizations that distribute the products that come out of the
subprocesses as well as organizations that support and improve the subprocesses.

Third within each subprocess organization, we have numerous managers and participants, each person
having their own view of the subprocess. See Figure 1(c). It 15 very muportant that both managers and
participants quickly leam and then establish integrated views for their roles in the subprocess.

Fourth, there are a number of mportant human factor issues that have to be dealt with in the
management of subprocesses. See Figure 1(d). These factors reflect the life cycle of crganizations that
participate i the subprocesses. Solutions to these problems are discussed m the next section At the end
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to quickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structure, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

_ « Each organization gets worksheets for its own use. These worksheets also help add to the
’ database as Managers go thrn the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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Overview of Bank of America Loans Process Library

The objective of this tool is to help Bank of America Loans Managers (and Staff) to quickly learn to
build and manage Loans. We present our approach in five bullets.

* We focus on the documents that Bank of America Loans Managers prepare. These documents
appear within various subprocesses (e.g., 1) and within multiple organizations (e.g., 2).

e For each subprocess, we create a directory of documents for that subprocess. (e.g., 1, 2)

s For each document type, we create files to help prepare the document. These files include
document overview, organization, related links, structure, references, organization samples,
organization contacts, and sample documents from other organizafions. (e.g., 1, 2)

e Sample documents have three levels of access: a) Unconditionally Distributable (e.g., 1. 2). b)
Maintained In Organization Libraries (e.g., 1, 2), and c) Proprietary (e.g., 1, 2).

: « Each organization gets worksheets for its own use. These worksheets also help add to the
' database as Managers go thru the subprocesses. (e.g., 1, 2)

For more information on the Bank of America Loans Process Library see: paper, smminary, and
other process libravies.
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. Iniroduction

In this paper, we deal with the important problem of managing complex distnbuted processes involving
potentially thowsands of participants. An example of such a process is the management of Bank of
Amenica Loans. Bank of Amenca Loans 15 a key mgredient of Bank of Amenica Corporation
Managing complex distnbuted processes is difficult due to the complexity of the subprocesses, the
diversity of views of different organizations, and the diversity of views of managers and participants
taking part in the subprocesses.

An outline of the paper 15 as follows:

In Section 1, we exanune common problems that anise in the management of complex distributed
processes. In Section 2, we provide an overview of tools that are solutions to these problems. In Section
3, we provide examples of these tools. In Section 4, we outline some complex distributed processes in
the Federal Government that are applications of the methodology.

1. Problems

We discuss here some of the problems that are intrinsic to the management of complex dismbuted
processes.

First, complex distnbuted processes tend to have lots of related subprocesses. For example, Figure 1(a)
shows some of the subprocesses of Bank of Amenica Loans. Notice that we organize the subprocesses
nto five categories: Product Realization, Product Distmbution, Suppert, Improvement, and Common

Second, for each subprocess, we tend to have multiple organizations, each having their own view of the
subprocesses. For example, Figure 1(b) shows some of the crganizations participating m the Bank of
America Loans. In addition, there are also organizations that distribute the products that come out of the
subprocesses as well as organizations that support and improve the subprocesses.

Third within each subprocess organization, we have numerous managers and participants, each person
having their own view of the subprocess. See Figure 1(c). It 15 very muportant that both managers and
participants quickly leam and then establish integrated views for their roles in the subprocess.

Fourth, there are a number of mportant human factor issues that have to be dealt with in the
management of subprocesses. See Figure 1(d). These factors reflect the life cycle of crganizations that
participate i the subprocesses. Solutions to these problems are discussed m the next section At the end
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Summary
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(Quick Summary)
(Paper)
(Demonstration)
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Cover
The Bottom Line: Provide editable and cost-saving process documentation tools for process developers and participants to help them quicklv and
effectivelv learn. adapt. test. teach. and work together. These tools mav be added to new or existing svstems.

* Objective: Develop Internet-based tools to support the paperless documentation and management of complex distnibuted processes.

Plays describe subprocess execution.

Owr basic approach is to wrap organiration's subprocesses in a common envelope containing "communication vehicles" that facilitate learning plas
intra-organization communication.

Outline of Presentation.

Objective: Develop Internet-based tools to support the paperless documentation and manasement of complex distributed processes.

Plays describe subprocess execution.

Organizations provide different views of the subprocesses. some of which mav be proprietary.

People in organizations provide different views of the subprocesses.

Organizations generate Subprocess Life-Cyele Views.

-suhere people pass-on onlv parts of the "message”.
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We believe that to truly understand one's universe, one must see it thru multiple
"eves' and also have tools to "communicate" these views.
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All the world's a stage ...

Jaques:

All the world's a stage,

And all the men and women merely players;
They have their exits and their entrances,

5 And one man in his time plays many parts,
His acts being seven ages.

William Shakespeare
As You Like It, Act 2, Scene 7.
(Full Quote)
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Some Effects of Separation

"Men hate each other because they fear each other;
They fear each other because they don't know each other;
They don't know each other because they can't communicate with each other;

They can't communicate with each other because they are separated from
each other. "

Dr. Martin Luther King Jr.
September 3, 1957
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Theatre of Dionysus- Athens, Greece




For More Details

File Edit View History Bookmarks Tools Help - ] ﬂ

+ e
ﬁ4'| "; Liﬁ ehbs.us ‘q. .WHQhEEWﬁ gaum.m @
&

Complex Process Management

Using Process Libraries and
Flectronic Handbooks

[Where Shakespeare Meets Freud]

BY D'ANGELO FOR THE WASHINGTON FOST |

Dr. Barry E. Jacobs

barrv.e jacobs@comeast net
(301) 681-7816

[Mini-Bio]
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