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Abstract

The business value of Business Process
Management (BPM) systems is a prominent topic for
research and  practice. Several existing
conceptualizations of BPM business value inform on the
benefits afforded by BPM systems and their
measurements. Most of the knowledge on business value
follows the imperative BPM paradigm, since this is the
more widely followed process conceptualization. Yet,
there are alternative conceptualizations and they afford
different business value instances, with the declarative
paradigm being one of them. By applying conceptual
frameworks built for the imperative paradigm to the
declarative applications creates mismatches and misses
the unique business value dimensions afforded
specifically from the declarative paradigm. We address
this problem, by conducting a longitudinal single case
study on the business value of a set of declarative BPM
systems. We identify themes and measurements for the
declarative BPM business value, offering conceptual
clarity and actionable measurements that can benefit
both researchers and practitioners.

Keywords: business value, declarative, declarative
business process modeling, declarative business process
management, BPM business value.

1. Introduction

The business value of Business Process
Management (BPM) technologies is a prominent topic
for both academics and practitioners. Prior studies attest
to the value-creating potential of BPM related
techniques and technologies, with business process
modeling (Vom Brocke et al., 2010), automation (Durao
& dos Reis, 2024; Vitzethum et al., 2024), and mining
(Badakhshan et al., 2022) being only few of the
examples. Naturally, there are several
conceptualizations of the business value of BPM, which
offer considerable clarity on the various dimensions of
this  concept, while simultaneously assisting
practitioners in their efforts to assess and realize the
business value (Abdulkader et al., 2020; Rosemann &
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vom Brocke, 2014; Vom Brocke & Sonnenberg, 2014;
Vom Brocke et al., 2010).

Within the BPM domain and industry, the
imperative paradigm, with the Business Process
Modeling Notation (BPMN) being its most prominent
instantiation, is the most widely followed (van der Aalst
et al., 2024; 2009). Accordingly, most of the knowledge
we possess on BPM corresponds to this paradigm
(Antunes & Tate, 2022), which extends to the
knowledge on the BPM business value. Yet the
conceptualizations for process models affect the
modeling itself and in turn the business value realized
(Antunes & Tate, 2022). As a result, constraining the
majority of the knowledge of the business value of BPM
to one conceptual paradigm leads to limited clarity on
the business value. That is because literature cannot
explore the unique (or more extensively manifesting)
business value instances which come as a result of
alternative conceptualizations.

One alternative conceptualization of process
models is the declarative paradigm. Contrary to its
imperative counterparts, declarative process models do
not explicitly define the sequence of activities to be
executed, rather define the constraints of the execution
(Hildebrandt & Mukkamala, 2011; van der Aalst et al.,
2009). That can lead to different business value
instances, or at least instances that manifest more
extensively than they would in an imperative
application, with flexibility being one often discussed
instance (Antunes & Tate, 2022; van der Aalst et al.,
2009). Yet, while often discussed about its potential
among researchers (Reijers et al., 2013), there is not
much formalized knowledge on the business value
particularly afforded by the declarative BPM tools. This
condition is problematic, because literature bends
frameworks for imperative BPM business value to the
declarative paradigm, which leads to inconsistencies
and often misses the unique value-adding considerations
of this paradigm. There is a need for investigations
specifically in declarative industrial applications, to
formalize its business value potential.

We address this need by answering the research
question: “What is the business value of declarative
BPM systems?”. We conducted a longitudinal single
case study (Yin, 2003) around the declarative BPM tools
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of a company, and we employed interviews with their
clients using their tools triangulated with meeting
observations over three years. Our research design
allows us to delve deep into the themes around business
value, due to the qualitative data sources, and to do so
not in a snapshot, but have insights over three years.

We identify three broad themes of business value
associated with the declarative BPM tools, pertaining to
benefits on operational, work practice and
organizational levels. We offer a comprehensive
framework of business value themes and indicative
measurements, grounded on our empirical findings. We
contribute to prior BPM literature, by offering
conceptual clarity on the topic of BPM business value.
Specifically, our findings inform about the business
value of the declarative BPM approaches, an
increasingly relevant domain of BPM application. Our
framework can be utilized by both researchers
investigating the business value of declarative BPM
tools and by practitioners willing to assess and measure
the business value of such tools.

The paper is structured as follows: in the next
section we offer the literature background of our study.
Then, we elaborate on our methodology, as it pertains to
empirical setting, data collection and analysis.
Afterwards we present our findings and discuss them
with prior knowledge, delineating our contributions and
limitations. The final section concludes the study.

2. Background

This section provides the literature background that
informs our study. We begin by outlining the prior
knowledge on the business value of BPM applications,
and we inform on the status quo of prior literature. Then,
we present more knowledge on the declarative BPM
paradigm, which relates to our phenomenon of interest
and its peculiarities.

2.1. Business value of BPM

BPM tools offer considerable potential for business
value to the organizations adopting them. Some of the
instances of business value include performance
improvement (Dijkman et al., 2016), compliance
(Kirchmer, 2017) and process innovation (vom Brocke
et al.,, 2016). Being a domain so close to industry
(Reijers et al., 2010), BPM has retained a keen interest
in investigating the business value of its applications.

When conceptualizing the business value of BPM,
scholars have examined it on different levels. On the
operational level, the business value of BPM refers to its
process use value, with instances including costs and
time reduction and process quality improvement (Vom
Brocke et al., 2010; Vom Brocke & Sonnenberg, 2014).

When examining it on a firm level, issues such as
strategic  fit, innovation, decision-making and
organizational performance become also relevant
(Abdulkader et al., 2020; Rosemann & vom Brocke,
2014; Vom Brocke et al., 2010). Finally, when
extending beyond the firm’s boundaries, the
conceptualizations include aspects not directly linked to
economic value, but also cultural values and
environmental considerations (Rosemann & vom
Brocke, 2014; Vom Brocke & Sonnenberg, 2014). As a
result, we can appreciate that the business value of BPM
is a multifaceted concept that can be examined on
different levels.

Yet, the majority of knowledge of the business
value of BPM rests on assumptions drawn from the
imperative paradigm, that is modeling that defines a
specific order of executing the activities (Lam, 2015).
That is because the de facto industry standard, namely
BPMN, and other prominent modeling techniques adopt
the imperative paradigm, and thus it is the most
prominent topic of investigations (Mertens et al., 2020;
Reijers et al., 2013). This is problematic, because some
of the business value instances are more relevant to
other alternative paradigms, and by not explicitly
focusing on them, literature lacks conceptual clarity on
the business value of BPM when following these
paradigms. The declarative paradigm is the most
relevant example of this need for exploration of
alternative paradigms.

2.2. The declarative paradigm

There are few process modeling languages that
follow the declarative paradigm, with the most
prominent being Declare (Pesic et al., 2007; Pesic &
Van der Aalst, 2006), Dynamic Condition Response
graphs (DCR Graphs) (Hildebrandt & Mukkamala,
2011), and the guard-stage-milestone models (Hull et
al., 2011). Contrary to the traditional, imperative
paradigm in modeling processes, the declarative
paradigm defines the constraints and conditions of a
process to be executed but not the exact way it ought to
be executed (Goedertier et al., 2015). Because it does
not specify a specific path to be followed (i.e., “anything
is possible as long as it is not explicitly forbidden”), the
declarative approach gives more flexibility for the
process execution (van Der Aalst et al., 2009).

Indeed, the fit of declarative BPM for processes
with flexible execution and wide variety of potential
outcomes is established in literature (Cognini et al.,
2018; De Smedt et al., 2016; Mertens et al., 2020). Yet,
vivid discussions can be found in literature on the trade-
offs between flexibility and support that characterizes
the juxtaposition of declarative and imperative
approaches (Antunes & Tate, 2022; De Smedt et al.,
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2016). That is, while declarative models are more
expressive and afford flexibility in their processes, they
are also found to be considered more cognitively
demanding (De Smedt et al., 2016; Reijers et al., 2013).
Thus, there needs to be a careful consideration of the
context of application of the declarative modeling
approaches, so that its advantages can be utilized to the
greatest extent when appropriate.

In fact, recent studies have examined the usability
of declarative approaches (Abbad Andaloussi et al.,
2021; De Smedt et al., 2018; Jensen & Lopez, 2024),
which is advantageous for our understanding of how
users perceive the benefits associated with this
paradigm. Yet, the knowledge we possess on assessing
the appropriateness of declarative BPM in terms of its
business value potential remains limited. There are a
few reasons behind this, the prime being that there are
not too many industrial applications of declarative BPM
yet. However, because the business value afforded from
the BPM rests on the conceptual premises of its specific
modeling approach - for instance in the case of support
versus flexibility (Antunes & Tate, 2022) - there is a
need for investigating the declarative BPM approaches
specifically to understand its business value. We
investigate this exact topic through our empirical study.

3. Methodology

The study follows a longitudinal single case study
approach, which entails studying the same phenomenon
at two or more points in time (Pettigrew, 1990; Yin,
2003). In our case, the phenomenon is the value creation
of the declarative business process management
systems. The single case study design affords specific
benefits, such as in-depth insights of the phenomenon
(Walsham, 1995).

3.1. Empirical setting

The empirical setting selected corresponds to a
certain set of tools that support declarative business
process modeling, digitalization and mining. The tools
are provided by a startup company that was established
in 2018. The company is in close collaboration with
academia, since their tools adopt the modeling
formalism that emerged from the academic
environment, and many innovations that the company
introduces have been initiated through academic
projects.

The declarative formalism in the case corresponds
to an event-based process model that focuses on rules
instead of a rigidly defined sequence of steps. The tools
support the formalism through a modeling environment
that represents semantic connections (logical inclusion,
exclusion, precondition etc.) between process activities

through different types of lines (or arrows). Once
modeled, the processes can be executed digitally and
also be automated through an execution environment
offered by the company. Alternatively, the models can
be executed in partner organizations’ platforms and
systems. Finally, the company also offers process
mining services, based on the same formalism, that can
assist in the organizations using the tools by analyzing
and optimizing their processes.

As mentioned, the company collaborates with
different types of partners. One category is larger
software vendors who use their tools as technology
modules for their platforms and systems. Another
category is consulting firms offering training for the
specific formalism, or consulting services for
optimizing process models. The clients that use the tools
are typically public authorities or large private
companies, such as insurance firms or finance
companies. The similarity across the organizations
adopting the tools is the complexity of their processes,
since one of the reasons they chose the tools is that they
have complex, in terms of rules they need to adhere to,
processes and the formalism supports them by explicitly
defining and following rules.

The study followed this particular case because, to
the best of our knowledge, it is one of the few industrial
applications of a declarative process modeling
formalism, making it a revelatory case for declarative
process modeling business value creation (Yin, 2003).
The insights gained from this case can inform more
researchers studying the organizational effects of this
novel process modeling paradigm, but also the
practitioners aspiring to utilize it for business value
creation.

3.2. Data collection

Typical with interpretive qualitative studies, we
wished to give voice to “knowledgeable agents” (Gioia
et al., 2013), that is to people who know what they are
doing in their organizations and can express it to give
insights for our study. For that reason, and to understand
the value creation afforded by the declarative modeling
tools, we asked the people who are actually involved in
their usage in client organizations. Accordingly, we
relied primarily on interviews with client stakeholders
using the tools. The access to these organizations was
provided by the company itself.

More specifically, we conducted 20 interviews with
client stakeholders that use the tools. These could be
process owners responsible for designing the tools, case
handlers responsible for executing the processes, IT
systems experts, who are responsible for the overall
implementation besides the process modeling, and in
one case a head of department, who was setting the
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directions for the adoption of the tools. Through our
purposeful sampling we were able to capture
information-rich accounts (Patton, 2003), given by
people who have first-hand experience on how to create
value through these declarative process modeling tools.

As mentioned, our study followed a longitudinal
perspective (Yin, 2003). For that reason, and to not have
only a snapshot period of data collection, some of the
interviews were in the first year of our data collection,
while some others were in the last year of our data
collection (from 2023 to 2025 respectively). In other
words, we had two rounds of interviews, some of which
were with the same stakeholders, to capture the changes
in perspectives over the two-year period. That enhanced
the robustness of our analysis and gave more mature
insights on the value creation, since the interviewees
were also more knowledgeable on how to use the tools.
More details on our interview strategy can be found in
Appendix A.

The questions asked ranged from their motivation
to incorporate the tools, the ways they use them, the
outcomes and business value they received. The
questions in the second round of interviews were
similar, but also explicitly asking how things changed
over the two-year period regarding the usage of the tools
and their organizational adoption.

The interviews were triangulated with observation
data, to increase the validity of our insights. From the
beginning of 2023 until the time of writing (mid 2025)
the first author acts as a non-participant observer in the
setting, attending meetings between company and
clients or partners. The author attended 47 company
meetings, 11 of those were with clients and/or partners.
This data collection point afforded more nuanced
insights on the business value of the tools, since these
were real, on-sight interactions that manifest the
business value perceptions of the various stakeholders.

3.3. Data analysis

The data analysis followed the Gioia method (Gioia
et al., 2013). The reason for choosing the method is that
it affords novel theoretical knowledge creation,
appropriate for the underinvestigated phenomenon of
declarative process management value creation (ibid.).
Simultaneously, such a method supports the grounded
theory approach to give a structure and rigour in our
qualitative study (ibid.).

Once we transcribed and anonymized our interview
material, we started with open coding. We stayed close
to the interviewees’ discussed concepts (Gioia et al.,
2013), trying not to enforce any literature term on their
words. Afterwards, we engaged in axial coding (Gioia
et al., 2013; Strauss & Corbin, 1998), relating the first-
order codes emerging from the open coding to more

theoretically informed codes. To give a more concrete
example, during the open coding, several of the
interviewees noted that the value created pertains to the
fact they were more mindful of their deadlines and they
were able to meet them more easily, they also saw a
reduction in case execution time, but their speed of
delivery increased too. All these open codes were
related together under the time-related improvements,
which was a more abstract conceptualization of all these
benefits.

In the final stage, we clustered the codes into
aggregate themes (Gioia et al., 2013), which stand as the
main pillars of our findings. Here, we related our
findings to prior conceptualizations in IS business value
(Schryen, 2013) and BPM business value (Marjanovic,
2010; Vom Brocke et al., 2010). The data structure of
our analysis (Gioia et al., 2013) can be found in
Appendix B.

4. Findings

The findings highlighted three dimensions of value
creation attributed to the declarative process
management tools, namely operational, work-practices
and organizational benefits.

4.1. Operational

The operational benefits are probably the most
expected business value dimensions. The participants
often expressed their positive views on the time saved
for their process modeling and execution. Indeed, time
is probably the most expected benefit.

The participants also elaborated on the process
improvements. Mentions of process simplification and
quality improvement were among the chief instances of
business value created. Interestingly enough, and more
uniquely referring to the declarative formalism the tools
follow, occasionally participants noted that the fact that
they could formalize their process rules was in itself a
beneficial outcome. Particularly, because the rules
might be complicated:

“Actually, I'm really, really surprised at what I said
in the beginning, how powerful and simple it is to
express the complicated administrative processes and
rules.” 1.15.2.

Because the formalism affords explicit modeling of
rules, clients realized that they can model specific
actions within their systems, and now we progress to
another type of benefits, related to their IT systems’
usage enhancement. The most prominent instantiation is
the one of automation, since the clients often use the
modeling tools to create little no code automations to be
executed within their systems:
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“There's a lot of data that needs to be in place. But
1 don't want my case handlers to worry about all of the
data. So for me [Company] making sure that all of these
data are filled in [...] So all of the data that [Company]
can put in automatically, by rules.” 1.16.2.

Oftentimes, especially as clients become more
experienced with the full capabilities of the modeling
tools, the formalism is considered a middle ground
between a flowchart and a programming language,
which points to the many advanced modeling
capabilities afforded by the formalism.

4.2. Work practices

Because of the properties of the modeling
formalism, the clients have noted that there have been
changes in their work practices. One of the changes
refers to the agency the modelers feel. One example
pertains to the flexibility of the formalism in terms of
changes performed in the models. Because the
formalism is more modular than traditional, flow-based
approaches, the modelers can change the models if they
want to perform some changes without necessarily
affecting the rest of the model. An interviewee notes:

“It's really flexible. When I work with, when I sit in
the project, I always tell my colleagues, how do you do
it now? And then they tell me and maybe sometimes they
are hesitant [...], but then I say, ‘Let's start here’. And
when we test, if we think it should be any different, we
Just correct it. And I love that about the product that it
is so easy to fix.” 1.11.1.

The most prominent instance of agency relates to
the fact that business experts can express complex
processes and rules without knowing to hard-code them
or to ask their IT departments, and this partly points
back to the automation capabilities. An interviewee
notes on the independence the business experts
experience:

“then the user said, I need this and this and the IT
people will go back [...] they make some code and they
bring it back and then a user tests it and they said, ‘No,
I don't want this. You have misunderstood what [ want’.
And then you pay a lot of money for nothing. [...] But
when you sit with the business who know, they have the
knowledge about the processes, they can start the
process to tell how it should be and they can draw it
themselves and you get the process.” 1.9.1.

Another instance of change in work practices refers
to the guidance the employees feel when executing their
processes, since the system gives them all the legally
allowed process steps without dictating them a specific
step. As a client process owner notes:

“the social worker told me this ‘When I use the case
manager, the case system, it is more efficient than it was
before. I can easier understand where I am in the

process due to me having back and forward through
cases. Then when I get into this case, I may be quick to
see where I am in the process’. So that's one of the
measurements.” 1.3.1.

4.3. Organizational

But the effects of the adoption of the declarative
modeling tools extend to the organizational level. That
pertains to the internal organizational performance
indicators. For instance, the stakeholders note that the
system allows the case employees to focus on the
meaningful tasks of their job, removing tedious tasks, or
as an interviewee notes:

“And these lawyers, they do not like to work in IT
systems. They want to work at what they're good with.
They want to work with people and with laws. So when
we can help them a lot in these case systems, I think that
that brings great value.” 1.14.2.

Related to this, the tools improve employee
happiness by removing the tedious tasks. However,
there are other instances of internal organizational
effects, such as the cost reduction, due to the processes
being executed more efficiently.

But the tools also improve the organization with
regard to its external responsibilities. For instance,
because the tools allow for quicker process execution,
this leads to customer satisfaction. Another instance is
legal compliance. Because these organizations have
complex and often heavily regulated processes,
explicitly modeling the rules they need to follow ensures
they will remain compliant in their process execution.
As an interviewee comments:

“So the idea of getting the data more structured and
also clarify if they were really live up to the law so to
say. So that was the motivation that will be possible
through digitalization of these processes and then have
also a business information available about that area.”
L3.1.

5. Discussion

Our findings highlighted business value themes on
different levels of abstraction, from operational, to
work-practice related to broader organizational themes.
While some of the findings are also typical for non-
declarative BPM applications, particularly instances of
time (Lopes & Guerreiro, 2023), or quality
improvement (Lindman et al., 2016), there are certain
themes which are more specific to the declarative aspect
of the BPM examined. For instance, the flexibility in
performing changes in the models is something prior
studies have attributed to declarative modeling
(Goedertier et al., 2015; Pesic & Van der Aalst, 2006;
van Der Aalst et al., 2009), or the fact that the non-
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technical employees can model complex (in terms of
rules) and highly automated processes without the
involvement of IT experts or external consultants is
something that has been previously characterized in
declarative modeling settings (Stremsted et al., 2018).

Our findings can be synthesized into Table 1, where
we offer a comprehensive account on the business value
themes (on the various levels they emerged during the
analysis). Besides the themes, and to enhance the
applicability of our conceptual framework, we
extrapolated indicative measurements of the business
value (in italics), based on our quotes. We must note, of
course, that not all themes correspond to easily
quantifiable business value measures.

Table 1. The business value of declarative BPM
(with indicative themes and measurements).

Operational
Time Process-related System
enhancements
- Case close time | - Quality - Automation
- Task time improvement - Information
- Modeling time | - Rules recording
- Evaluation time | formalization

- Deadlines met

same as themes

cases closed,
mistakes avoided,
models made,
rules formalized

number of clicks,
tasks automated,
data stored

Work practices

Agency

Guidance

- Independence (from IT
experts/external
consultants)

- Flexibility

- Employee guidance
- Decision support
- Options availability

models made by non-IT
employees, modeling time
needed by non-1T
employees, external
consulting sessions needed

decisions supported, law/
policy articles formalized

- Employees focus

Organizational
Internal External
- Employee happiness - Customer satisfaction

- Compliance

- Costs reduction

customer complaints,
compliant cases

administrative costs,
delivery costs, number of
internal meetings required

5.1. Theoretical contributions

Our findings contribute to the literature stream
dedicated to the business value of BPM (Lindman et al.,
2016; Vom Brocke et al.,, 2010; Vom Brocke &
Sonnenberg, 2014). Much like prior frameworks on the
business value of BPM (Marjanovic, 2010; Vom
Brocke et al., 2010) we offer insights on the business
value of BPM categorized in different levels of
abstraction  (operational, =~ work  practice, and
organizational). Yet, the novelty of our own framework
and contributions rests on our focus on the declarative
BPM approach.

The distinction is indeed important, because
different conceptualizations and modeling approaches
afford different business value instances - such as the
case of flexibility versus support in the declarative
versus imperative paradigms (Antunes & Tate, 2022).
We offer empirically grounded insights on the specific
business value themes associated with the declarative
paradigm, such as the agency the users enjoy, or the
rules formalization which leads to increased
compliance. Accordingly, we complement prior
knowledge on the business value of BPM, which
traditionally has investigated imperative paradigms (van
der Aalst et al., 2009), and extend its explanatory power
to BPM technologies more comprehensively.

We also join the growing academic discussion on
declarative process modeling and management
technologies and their implications for organizations
(Reijers et al., 2013). In recent years we have seen more
industrial applications of declarative BPM (Debois et
al., 2014; Rovani et al., 2015), and thus the necessity of
understanding the value of such applications becomes
apparent. Our empirically grounded framework offers
conceptual clarity on the business value of declarative
BPM, and it does so based on longitudinal insights of
users applying it in their operations. Our framework can
be operationalized by scholars who wish to investigate
the organizational effects and the business value of
declarative BPM.

5.2. Practical contributions

Our study can inform practitioners too. Since it
follows one of the few industrial applications of
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declarative BPM, the study offers valuable insights for
organizations aspiring to adopt this technological
paradigm. By offering themes of business value on
different levels of abstraction, we can inform
organizations on performance indicators they may target
on the operational, practice and organizational level.
Some of the indicators are typical for any BPM
application, while others are more specific to the
peculiarities of the declarative approach.

The organizations that could benefit from this study
rest both on the supply and the demand of the IT
provision. Organizations adopting such BPM tools can
use our framework to measure and assess whether the
tools offer them value. The organizations offering the
tools can orient their development initiatives towards
satisfying the themes discussed in this study,
considering they are indicative of real organizations’
needs, both in the early stage and the more experienced
stage (due to the longitudinal approach we pursued).

5.3. Limitations and future work

As with any study, ours has a few limitations. First,
typical with single case studies, our sample is limited to
the insights afforded by one set of tools and their
respective users. However, given the limited industrial
application of declarative BPM tools, we believe that
our findings offer relatively indicative insights. Still, we
invite more studies on diverse declarative applications
to have broader representation of the industry.

Second, because our priority was to offer a
comprehensive account on the business value of BPM,
we did not specify the business value themes afforded
by the specific tools in our empirical setting. Indeed,
declarative is a paradigm that characterizes modeling,
mining and automation of processes, and each of these
techniques afford different business value instances.
Future research can be more specific in the application
context of the business value.

Third, while our objective was to conceptualize the
business value of the declarative BPM tools and
paradigm, we do not claim that this paradigm is a
panacea. Much like their imperative counterparts, the
declarative tools may lead to challenges for the
organizations adopting them, so organizations and
researchers investigating the topic must remain diligent
and not be overly optimistic about the tools. Future
research can focus on the challenges and limitations
organizations face when adopting the declarative
paradigm.

Finally, while we offer themes and measurements
for the business value of declarative BPM, ours is not a
prescriptive study. That means that we do not claim that
we know what are the determinants of achieving each
value theme, nor can we inform researchers and

practitioners as to how to optimally create and capture
the business value of the declarative BPM, as much as
we find it very intriguing. We invite future research to
explore the mechanisms for creating and capturing value
of declarative BPM.

6. Conclusion

The relevance of the business value of BPM
applications as a research topic is widely accepted, both
among academics and practitioners. Yet, most of the
knowledge and the conceptualizations we possess on the
business value of BPM follow the imperative paradigm,
ignoring unique, value-creating business value instances
afforded by other paradigms, for instance the declarative
paradigm, which is also an often discussed alternative
paradigm. Our study addresses this problem, by
conducting a longitudinal single case study on the
empirical setting around the adoption of a set of
declarative BPM tools. We identify three themes of
business value of the tools and offer a framework for the
business value of the declarative BPM tools. Our
findings contribute to both research and practice around
the business value of BPM.
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decision tool for the case officers
in order to apply to the rules”
1.2.1

And what's the next steps...”
L3.1

Costs reduction

Employees focus

“It was, say for the management
that would be a more efficient
social worker due to they
shouldn't use that much thought
on where they are in the process.

Internal

Organiza-
tional

Customer satisfaction

Compliance

“Also to remember and also to
manage the law correctly. When
you have a large case flow, you
always forget stuff.” 1.4.1

External
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