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Presenter background...

Alec Sharp, Clariteq Systems Consulting — asharp@clariteq.com \‘*)
» 45 years global experience as an independent consultant:
» Business Process Change LN Business Process Modelling
» _Application Requirements Specification '
« Data Modelling and Management | My roots! Use Case Modelling

P ST Application
« Facilitation & Organisational Change

* Project Recovery

Service Specification

Data Concept Modelling

« Awarded DAMA's global Professional Achievement Award for
contributions to "human-friendly" data modelling

« Author of “Workflow Modeling”

- best-selling book on process modelling & improvement
- second edition — a complete re-write

il

Check out the nice reviews
on Amazon - http://amzn.to/dHun1o
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0 Always start with terminology

Masterclass

From one-on-one interviews with 8-10 key stakeholders we gathered ~200 terms related to
CSMP (Client Safety Management Program) — "anything that went by a name."
Here are 24 that met the criteria to be a "thing"- the candidate Entities.

Device Client Unit Location Company Site
: Pressure . '
Applicant Vessel Operator Owner Boiler Licensee
Slug Operation  Verification = Customer Plant Inspection
Pig Facili issi
ty Permission Authorisation License Confirmation
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Identify synonyms and select a term for the initiative

Terminology analysis (continued):

Let's arrange these terms into columns of synonyms. It's always a surprise for the business

to see how many terms are used to describe the same fundamental thing!

| | | |

Device P\r/eesssstge : Plant : Licensee Company : Confirmation :
| | | |

| | | |

Boi : - : Client : ; |
oiler Slug | Facility | Operator I Inspection |
| | | |

| | | |

| | . | |

Unit . | Site | ARRIEEIE | G | |

Pig Verification

| | | |

| | | |

| | | |

: Customer

| Location | | |

1 | | |

| | | |

| | | |

: Operation : : :

| | | |

License

CSMP
Authorisation

Permission

P e e e e e

- o oy,

Unit

Facility

Client

Inspection

CSMP
Authorisation

- m-m a-m =

e e e e o o o o o o o o O o o e Ew e = = o
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Concept Model - what are the "things" we care about?

At a regulatory agency, the "things were:

Unit [ Inspection J
[ (a piece of J

equipment)

{Authorisation} [ Facility }
[ Client }
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Concept Model - what do we inspect and authorise?

Organising the things:

e TS =~
- <
/” \\\
-
e
. .
.
Client ’
,
.
4
4
4
/
,
’
,
’
’

Inspection
Facility wlolo
Unit Authorisation
(a piece of

equipment)

- -
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» A description of a business in terms of “Things” first,
» things it needs to maintain records of — Entities data later!
» facts about those things — Relationships & Attributes
» policies & rules governing those things and facts

« Models a view of the real world, not a technical design Narrative component
(therefore, stable and flexible)

* Can be comprehended by mere mortals Student definition:

(at least initially) A Student is any person who has been admitted to the
University, has accepted, and has enrolled in a course
within a designated time. Faculty and staff members

Graphic component may also be Students
/ Entity (thing)
a distinct thing of interest “ . ” -
p—— about which the business Plus Assertlo.ns (policies & rules)
. must maintain information - Each Course is offered through one or more Classes
Attribute (faCt) Department . . . e
A property of an entity \ Number teaches [ — Each Class is an offering of a single, specific Course
that can be expressed as a piece of data et — - Each Instructor teaches one or more Classes
N .
Pre-requisites Nome. - Each Class is taught by one Instructor
Toffered via (which may or may not be true...)
Student offering of taugst Room
Yy .
Nomber registers in Class Number Many rules can't be showq on the diagram...
Name — bays location of| BUIHNE - A Student can not register in two Classes of the
Address is registered by | Times 1 Seating Capacity 0 B .
Major ocatoq T Eauipment ne same Course in the same Academic Term
GPA

Relationship (fact)
A named association between Many
two Entities (or “Multiple” or “One or more”)
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A better looking version of the model on the previous slide

Independent entities across the top

< >
Student Course Instructor Building
> -
|
1 | 1 1
|
I A\
I
| Class > | R/\
| oom
e e, J
L~
Class Registration
Drawn top-down by dependency
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In general,
"technical data people"
can make "data"
far too difficult

Confusion between
data modelling and
database design...

"Help —
everyone hates our
data model! ”




The need seems obvious, but...
"We don't need data modelling because..."

"We're going Client-Server!" (~1986)

Agile ("We'll refacter rehacktor as necessary!")
Packaged software / COTS

("The vendor has this all figured out!")

Big Data and loT ("It's schema-less!")

Data Science/Analytics

("The algos will discover all the connections!")
Data Lake, Data Mesh, Data Lakehouse, ...
("Fill it and they will come!")

...and many other Silver Bullets that will Save The Day!
(Chat GPT, Gen Al, LLM, ...7?)

11



Concept Modelling / Data Modelling — cause for optimism

And then, starting ~ 5 years ago:

* One of the world's largest

tech companies asked "Could you build a
'‘Data Modelling for Data Scientists' class?"
At a public workshop, a data pro said

"We aren't building a Data Lake,

OREILLY

we're building a Data Swamp!" Fundamentals
At Big Data London 2024 & 2025, of Data
Engineering

Concept Modelling was the hot topic
Joe Reis, "Mr. Data Engineering," T
IS writing a book on

Data Modelling for Data Engineering —

I'll be on his podcast soon. . s oas
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"8 An analogy for Conceptual and Logical models
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A Concept Model is like a A Logical Data Model is
sketch of a floor plan like construction blueprints

" ﬁ—
CARAGE. FL—T Jf o
T i

!
ON
o lem o

?"‘y: L {¢
& ol
B .

o2

Easy to understand, and provides Requires specialised skills to interpret
enough detail for the homeowner to and provides enough detail (along with
decide if the layout will work for them. other design views and callouts) for the

builder to construct the building.
13
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A simple example — Concept Modelling to clarify the process

Analyst struggles to model “Evaluate Education” — timing disconnects,
1:M and M:1 connections within the process, token changes, ...

A few minutes of Concept Modelling showed two distinct tokens and
processes. “Education” was a “mushy noun.”

Education

Processes:
Evaluate Education???

Not a good entity name, therefore not a WELD 101
good noun in a "verb - noun" process Introduction to

name.

Overhead Welding

- It's not a singular noun we can
imagine single instances of.

- "What is an education?" or
"What is a single education”
doesn't sound quite right.

WELD 101

Nov 07-09 2017
MPL Main Campus
Room T-2114

[ Course ]
N
Class }

A delivery of a

Course

Also known as
"Training Event"

Processes:
Develop Course
Evaluate Course
Retire Course

Processes:

Schedule Class

Enrol Participant in Class
Conduct Class

Evaluate Class

14
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Another simple example— Concept Modelling to clarify the process

A session to model the “Design Component” process at a pipeline operator is going in circles.
Concept Modelling clarifies the company doesn't actually “design components,” they:

* Develop Component Type Specifications
« Approve Manufacturer Make/Model (“AML”)

Valve
Mixer
Pump
Motor
Meter

etc.

Check Valve
Relief Valve
Gate Valve
2" Ball Valve
etc

Component
Category

Component
Type Manufacturer | We Design and

Make/Model Assess Reliabiliity

L of these
isa
Equivpmem We Install and
Unit Maintain these
- < (a unit of property)
isa

15
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Data modelling — many detractors over the years (but it's where | start!)

’

“Data modelers won't be needed
anymore, because the software
company has already done it!”

The beginning of the end?
Various commentators on my
data modelling career, mid-1990s
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| Redemption, via a SAP implementation 8

Masterclass

The client... Alec...
Could you come on
over and do that thing 4
you do? | guess.
- — What thing in particular?

That entity data stuff with —

the boxes and lines

Oh, data modelling.
Sure - what's the project?
o

-
We're implementing

something called SAP. Our ~
ws to! Ah... sounds familiar.
How can | help?
/~When you did this with our N

Work Order Management

system, we all felt we ——
understood our business better Nice. And what do your SAP

than we ever had. consultants say about me
V [_coming out?

They say it's a terrible idea, a e
waste of time, and will you .
I'm on my way.

please stay home!

\_ 17
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The problem:
* Application selected by decree
* Desire to understand as-is business to map
to package and decide on configuration options
» Client felt they were being coerced by integrator

The approach: \éend?r
. . oun
Team of 7 builds 45 entity concept model Plant i
over two days Plant Location
Identify “what's good, what's not good” Equipment Item & Type
about current model, and revise PO, PO Line Item

Req, Req Line Item
Release, Release Line Item
Work Definition, WD Iltem
etc. etc. etc.

Use this on configuration activities with
concept model as an overall map

The key points:
Client-initiated, not IT
Now a global showcase account

Client — “More value from those two days
than anything else we did!”

Me — “I'm not irrelevant!”

18
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Case study: “Why do we hate this application? ”

Client conducts feature-based evaluation of system

Etelia to track job applicants. SuperApp 1.0 is selected.

Client spends >10x the purchase price modifyino
SuperApp to match their business needs. »

- one-

Configuration

Nobody likes the syste~; o heor..un, including the
federal regulatr\"e"-\f yO“ . yetting the required info.
uStoP

Vendor announces SuperApp 2.0, which has a cool
new UX and a host of new features.

Realisation

Salvation

“If we go to SuperApp 2.0, we'll lose our massive
investment in customisation! We need a W’

Desperation

A bald, Canadian consultant
19
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Overview of a typical reverse-engineering effort

- The model

- Sample data
- Scenarios

- Impacts!

- “Dephysicalise”

- Abstract to logical
then to conceptual
level — "things and
facts about things"

The usual:

- tables

- foreign keys
- columns

Develop a
presentation

-
-

Present to

Represent it
asa

concept model

|

Discover
physical
data structure

|
|

» business and IT
stakeholders

|

This is where it gets interesting...

Note —

Michael Scofield says
"for purchased systems,
do this before money
changes hands!"

20
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= Show the business, possible reactions

Masterclass

W=ty

“Oh, nooooo....” “Gee, that's swell! ”

- Horror - Retain it = "It's better than we realised!"
- "OMG, now | understand..." & adapt us—to it
- Glum acceptance, - Adaptit—to us

SOrrow, - Abandon it

shock & awe...
21
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= The approach — two parallel streams

Masterclass

Understand the business Understand SuperApp
Interview
stakeholders Request data model
from vendor.
for problems
 /  /
Isolate data-related Receive
factors SQL Server DDL
(and ignore the rest!) via FedEx
Y
Develop Reverse-engineer
conceptual logical and
data model conceptual models

22
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At the presentation...

How you see the world...

=

| | How SuperApp sees the world...

Drawn,
not projected

“‘World view ”

not ‘data model”
| L

Training manager:

HR director:

“That's the clearest description “This has been a revelation!”
of what we do I've ever seen.

Can we get that for our
orientation material? ”

23



BODM-MC:

Business-

i At the presentation...

Masterclass

How you see the world...

Company
Area Region
Division
Department
Section Team

etc. Job
Type
Worker Position Requisition

How SuperApp sees the world...

€ N Job

Company Type
\§ J

I
4 N
Division Requisition
\§ J
4 N
Department

\§ J

HR director:

Your world view:

» Company breaks into Divisions into Department, Sections, Teams, Squads,
and so on (there are several types of Organisation Units)

» Each Position contained in exactly one Co, Div, or Dept (or Org Unit)

» Each Position is classified into one “HR approved” Job Type

» Each Position is typically filled by one Worker at a time, but may be more
than one at a time

» Each Requisition is for one Position

* One Hire per Requisition!

SuperApp’s world view:

+ Unrelated Co, Div, Dept. (and only those)

* Requisition specifies Co, Div, Dept. (no checking of “parent”)
» Omigod - that's why so many Requisitions are invalid!

» Requisition is for a Job Type

* No “Position” concept, no limit on Hires per Req.

24

“This has been a revelation!”
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2 Influencing the vendor

Masterclass

The approach for assessing app and
negotiating with the vendor:

Classify issues into 3 tier framework
Assign severity

Focus only on “High” severity Data
Management issues

Discuss desired changes with vendor
(and have a nice weekend on the East
Coast, too!)

Vendor chooses to ignore requests. Company

name is now owned by two guys in a garage
somewhere overseas.

Presentation / Reporting
Severity Description

riri=E|=S =SS |T|T

IBusiness Rules / Logic
Severity Description

|Data Management
Severity Description

rFEEIII’rI—EEIII

25



1| Retrospective

The senior IT manager involved in this project said
“I usually think consultants are a waste of space, but
this was great — you really delivered value.”

This was a very successful consulting engagement,
even though the outcome was abandoning SuperApp.

Without my involvement,

they would never have considered inspecting the
underlying data models.

26
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.8 Bottom-up Concept Modelling with top-level executives

Client: mid-size credit union (a "member-owned bank") in US southwest

« Bl team wants to improve modelling of complex operational data —

schedule in-house delivery of our
Business-Oriented Data Modelling Masterclass

» Bl team invites Chief Strategy Officer (CSO) to attend Day 1

* In-class example shows how important
terms and definitions are

« The example — one of the world's largest credit card issuers
responds to competitor's goals.

« CSOisimpressed!

2
e
s
=
—
m
s
=
-
=
3N
/8
—_
X%
-

27
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"What is a Customer?” at the credit card issuer

Competitor: "We will have 1 billion customers by the year :
Credit Card Issuer CEO (Famously aggressive and competitive): "We'll have more!”

« CEO, later: "But how many Customers do we have now?"
» IT folks try to answer the question by counting Customers
« Answers start coming in — varying by orders of magnitude!

« CEO was unimpressed:
"IT, you have a $330M annual budget
and you can't tell me how many Customers we have?!"

* IT (bravely) pushes back —
"It's not an IT problem, it's a business problem.
There's no definition of a Customer."

« *Note*— CEO was impressed by the pushback and the
first Data Resource Management group was formed

* The exercise — what were people counting?




Corporate
Account
ccount-
Aho\ der Persong|
Account

Statuses
~ (active,
Inactive, ...)

Cardholder

Card Person

Using a
Name & Address match
— good luck with that!

Imprint
Machine /

chant
Mer P Npad

CSO, to Steve, the Bl lead: "Hey, Steve, do we know how many Members we have?"

Steve: "Not even close..."

CSO: "We need to get the Leadership Team together and do some of this stuff."

29
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Preparation —

« Schedule three sessions, Mon-Tue-Wed, 08:30 — 14:30. Not Full Days!!!
« Virtual first, in-person later

* Via email, we gave a "homework assignment”
* Please spend ~10 minutes listing terms you use daily.
« Please identify information you need but can't get, or don't trust it
* No right or wrong — goal is familiarity with your terminology

 The text of our email...

Before the session, it would be very helpful if everyone could do two things:

That’s the whole point of our sessions next week. :-)

Spend up to 10 minutes or so listing any terms that come to mind that you use on a frequent basis. Each
item in your list could be the name of something you need to track, a fact about a thing, a spreadsheet, a
report, a metric, a system, a database, or anything else that comes to mind. I'm hoping everyone can list
thirty or forty things. There is no “right or wrong” — this helps me learn the language and provides clues to
what the most critical terms might be.

Think of one to three examples of information you’d like to be able to get, but either you can’t, or you’re not
sure how accurate it is. For instance, at a US university last week, a Vice-Provost said she would like to
know “How many non-resident, tenure-track Faculty do we have.” Of course, this means agreeing what is
meant by “Faculty,” “tenure-track,” and “non-resident.” (I've done a LOT of work in higher education and can
promise you there is not agreement on what those terms mean.)

30
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i Some had little to say, others had lots

Masterclass

e What do we consider a Member in reporting?
e What do we consider an Account in reporting?

e How do we determine how many members we have? Is it based on number

of individual memberships or unique SSN?

General Terms

Member
Membership
Individual
Account
Services
Co-borrower
Primary

Joint

Pay off

FIS (Clientlink)
Co — op (Springboard)
DMI

Past due

Total due

Member Solutions Terms

Carmpro (collections system)

ARM ( recovery system in Carmpro)
Promise to Pay (PTP)

Payment by interval i.e by hour or day
Call by interval i.e. by hour or day
Balances saved by interval i.e by hour or day
Charge off

Repossession

Penny loan

Workout loan

Fixed Payment Plan

Loan Extension

Bankruptcy by chapter 7,11,13
Delinquency

Delinquency rate

60 day + delinquency rate

Charge off rate

Net Charge off rate

Recovery

Recovery rate

Forced closed

Lexis nexis

Credit bureau /credit report

Skip tracing

Net flow rate

Leading edge rate

Roll rate
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8 All were useful
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Terms:

Household income

Member growth | went through all the "nomework"

Loan originations per member

Average relationship balance and SeleCted ~4O terms that
Average relationship account quallfled as "things"

Fee income per member

Net income per member (Or entities, or business ObjeCtS,
Marketing expense per member

Momber fronds or classes, or...)
Market segmentation

Mobile/Online banking penetration

Member investment products

Member retirement products

Lending market overview (credit card, mortgage, auto, home equity)

Benchmarking P e

Payment information (how cards are used)

Examples:

e Product/Service adoption based on campaigns

e Track acceptance rates on promotions

e Tracking the new member sales path (similar to what we are doing with the
organic growth project)

32
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Present 40 potential "things" from "homework™
More than enough to work with — here are 30:

\ 3 Yo ‘
0 Teatiz) 2l Ve W24 ' { Yottt t}\\mc)& 2 }
' = Teler
} Sha C &\\ I‘(Le\SL(,‘hW\ 1'\‘\1(‘-["'\0(\
| | tlansho . | \ Co boccouec (‘L((}\ Q(‘NI%\(
eer
Employee el Borend
[
¢ O

' ofe.--
They added M
i OSYSS 0 1 ‘

SeLoNeCy

T oo Ewglovee
BTl [Pomaty "Wow — you actually did something
\;\033 A(r\(‘:w(g“’ ' Wlth our homeWOrk'll
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= And now we have a plan!

Masterclass

Thinas Ceatdes) Yo fows on £icsy They decided

(Cinc(y  S0-Dotcoueq

).
H’(‘xCr\

a

DU Siae sy
O( [ T\
,"(?" \BL ‘3.‘:11\ § r\‘\’\;\!
e brars s

on Monday we will focus on —

Member
Membership
Person
Individual
Account
Organisation
Business Entity
Primary
Co-Borrower
Relationship
Product
Product/Service

34
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... Wwhich is different than "Membership"
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7 ... Which is different than "Customer”
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... Which is different than "Party”
" — N

ﬁ' QM“Y S & Lcy‘ cn+\'|7 (Qccmn o

{)(‘)a,\\gd\m\ of Wyecest

betase Wwe have & (c\d\ms\mq Yo e
Celetimshg 15 wob netessaaly on achy,
Enenoz {t\a’nms\“q - {he QQLH\’
Col\d be ¢ M?m\m\ Cushomer

qu\ol‘(f\\; ?(r(*t\ff\ (,.U\V\m\lh\\'yef(ié“'
ete. Yt oce Yhe  Coles” ( Qpcd

€l s
ki f V\ {p?l_ bu\’ 56‘\’ ct l-\ul\

I~ \o\u‘ @ Po(1r7 hes le | sM-nAu%
Lrd C0B bubze Lok higetatnt s oc
Lo b Lyume 05\‘5‘~+\m\s the

¥u\\ \\S‘\ - Ge ﬁ»ouwhun‘ Cog o(c:hm,
Qe nec thig , geoga :t;-)ft(s\f\.()‘\(vS‘\', o< n«&v;,.ég@;

by e (
hos ) o

38



BODM-MC:
Business-

Oriented
Data Modelling
Masterclass

39



BODM-MC:

Business-

Oriented
Data Modelling
Masterclass

40



BODM-MC:

% Three partial days, and a ~40 entity concept model emerges

= » -

Plus...

" Qver 50 flipcharts of == = | S

notes — issues, e F | = ;
goals, decisions, Sy o e ot ey | Pl
etc. T — -

® Definitions for all ;,
entities 0 —

" Very positive i
feedback
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Global mining company
hires me to help with
Business Process in
support of ERP
changeover.

| "snuck in" some
quick, informal
Concept Modelling.

This highlighted many
areas lacking clarity:

» Program vs. Project
» Site vs. BU Location vs. Country
» Requisition vs. Quote vs. Purchase Order

» The 1:1 relationships among PO/PO Line Item, Packing Slip/Packing Slip Item, and
Invoice/Invoice Line Item showed that Invoiceless Payment, a major process change, was possible

| did not use any data modelling terminology until the end!
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= Example: If you ignore the process and the data...

U.S. University implementing cloud-based
Human Resources and Payroll systems from
the same vendor.

« Total spend US$80M, nothing salvageable
* University leadership unamused
« | was brought in for “project recovery”
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Project recovery

My assignment —

take a large team through a process model
and data model-based approach —

run 4-day offsite in “The Capsule”

(we felt like astronauts)

What we learned: A "Futuro” house by
° Little time on “business prOCGSS” Finnish architect Matti Suuronen
* very generic / unrecognisable as “what we do”
« team tires of this
« Zero time on “data” (no “concept model”)
« Management: "Get on with it — the vendor has seen it all before."
« 100+ programmers begin detailed configuration of
application rules and logic — “Straight to task.”
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Application Process

Data

Application

requirements

Initial focus — too much on "requirements”

Over 100 developers coded detailed business
rules and contract terms separately into

« Payroll Application

 HR Application

Note: university had over 35 labour unions with
complex payroll and benefits policies/rules —
no rethinking whatsoever!
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Remediation — focus on process and data

|dentified, modelled, analysed, redesigned significant
process — “Recruit, Hire, and Onboard Employee,"
the Case was "Tenure-Track Faculty”

* Developed scope model (invaluable!)

« Developed augmented scope model

Assessed and redesigned based on “what”

« Added “who & how” to create a to-be

augmented scope model

Business

Process

Application Process

Modelled seven critical concepts in data —
“what do we mean by...”

« Supervisory-Organisational Hierarchy
» Position-Based Management

» Visible Application Workflow

* etc.

Business

Data

Data
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=0 And of course, Concept Modelling was really important

Masterclass

Organisation

Inception Date
Legal Name

etc

Tparti(ioned into

Supervisory-Organisational Hierarchy

is part of classifies Organisation Unit Type
controls A Description
1 Organisation Unit
Name
Create Date
 dstatus is classified as
is controlled by  [organisation Unit Type
etc.
" contains
Job (Role) - is contained in
= classifies —~
Title — = Position assignment of Worker
Description Title b )
" N <] Description assigned t0 [Name
is classified as ;
Supervises Flag Status
etc etc

Position-Based Management

Goes With

Logon IDs, Access
Rights, Permissions, etc.
etc. etc.
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Prepare Recruit Extend Hire Complete
to Recruit | | Employee Offer Employee Onboarding
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w0 Augmented Scope Model ("what") for the full process

Masterclass

[ Recruit, Hire, and Onboard Employee ]
=
f HES S
= E N E | G S’rtq Nor H\(Q
oL Peegece +o Vedcoik ‘\‘ELM pee of (e cussibued, Engloger Comglete
SEP. (1) Emgloyec . T Sl Secue Ochuiciog
——— = CTivyne
[dent,fy DNA"Q feccntat 3 ((t“"— (°*Q¢ASLJL~\ = Seak Vire i (amlc\o F\:z\ 0“? . m Ocie~¥cde
. Svade Q“"—‘&- (,aa'((mzh,,. LC'HC( U" el Cende Aty
Payroll Title & Job Title Y L Voia b ) B B - Condtte Checkluy
) VOS"’A 05 ten G ("Q‘ O%tein (omp. 0O (w;‘\ (‘A& E ( Y "““‘5"\5 (
* Develop Job Description SN dech e 4§ il 573 ‘I'_\f“["; y (E-q- fo} "\-uqc)
« Obtain Ve lewe it : Ckbt\‘\{%t{fC(nCt} < & Sp ecty Degictmente
Funding, Compensation, 5((:(n s Boghcent - Ixbeadn (Q( . Schedle Ok .‘éﬂ - WY
< - eek Dego
& Spgce Approvals me\ Q-in\ns c .f-(e . No*( Otkec Comdedites o Reguest Sysem B : Y:.l Deqosek
° Identlfy & ety koe " of )*‘L'h)s G te © ‘T’\ x
- c.ug{ $S e ey (D\s Schiom Conde cite Vegt Hle :
Supervising Manager go-titen Lio M“) E*(\v“u, - Configin Eengloyec
* Determine Tdle ad L‘"ﬁ') ] NC‘)O‘\’\LR 0“:( - ‘lu\w 4 '7«-&5(, (ohq\d\ !
Recruiting Method I\x - ﬁ(‘lq\’ 06fc (Owven Brece \’CML\) Com o\ Tedeans) (Nﬂ—to e,
* Assemble . I:je;v}th{]'ﬁ (\‘u&\z Ye( (ome\ﬂ*’t bl(LS(Whlk (L(UL NH\{\(AWM Ly MUUnI EM)“\ ;l“k;»s 3
ays ' ~ ) o~ «tels) . O my tovLey
Recruiting Resources iy (4.\,1 TPUBE G vt G dehivs | .. n“.{:f‘ (’L e €

(e.g., search committee)

Active verbs & nouns

* For the first time, the entire end-to-end process is visible
« A surprise to everyone how much work it is, and how many functions participate!
« Still no reference to “who or how,” just "what" — active verb + noun

This is critical to build support for change — it “depersonalises” in a good way! .,
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Next, add “who” (which role) and

“how” (which tool or system function) and "notes."

Now we have the basics of a to-be process design, and an understanding of
which steps will be supported by which system functions — great for
understanding if the COTS app will actually work!
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2 A more complex example — is a new process concept viable?

Masterclass

Classroom tech support at major US research university

= Goal: “Uber-style” tech support for classrooms —
when an Incident is raised in a Classroom,
dispatch it to one or more appropriate Techs
(qualified, available, assigned to the appropriate Support Unit)
who will bid on it.

=  Approximately 20 “assertions” described the planned state:

= Each Tech may be badged for one or more Service Category Levels, and for each Service Category Level
there may be one or more Badged Techs.

= Each Tech may be assigned to one or more Support Units during a given time period,
and for each Support Unit there may be one or more assigned Techs.
A Tech can only be assigned to one Support Unit at a time.

= An Incident for a particular Classroom can be raised by
either a Customer (the “reporter” — Faculty, Staff, Tech, ...?)
or an automated Alert raised by an Equipment Unit located in a particular GP Classroom.

" many more...

» The assertions led to the development of an ERD.
Note — the complete “Concept Model”

is the combination of the definitions, the assertions, and the graphic (ERD)
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v Example 5 — Assertions. Lots of assertions.

Masterclass

Classroom Support

Assertions, for review and validation:

Support is provided by different Support Units (organizations) for
different Service Levels (tiers) and different Service Categories
(Computers, Audio-Visual, Learning Technologies, Networking,
Scheduling, and Facilities.) We are concerned with support for
Computers, Audio-Visual, Learning Technologies, and Networks.
Scheduling is supported by the Registrar’s Office, and Facilities is
supported by (shockingly) Facilities.
If we only cared about one Service Category, say “Computers,” there
would be no need to model the “Support Category / Support Unit”
concept, because it would be a given — there would only be one.
Each Support Unit could support one or more Service Categories. E.g.,
Sam'’s Call Center provides Tier 1 support for Computers, Audio-Visual,
Learning Technologies, and Networking.
Support for Department-owned rooms is not within the scope of this
initiative; support will be provided by the owning Department’s Local
Support Unit.
Support for Classrooms (GPC and non-GPCs) or a Room Block of GPCs
will be provided by a Support Unit during a Time Block for a Support
Level (Tier.) That is, for a given Room Block (available via the Classroom
reporting the Incident) for a given Service Category Level (e.g.,
Computers — Tier 1) during a particular Time Block, a particular Support
Unit will provide support. This concept is represented via the “Support
Responsibility” concept, an associative entity which indicates the
responsibility of a Support Unit to provide support for a Service Category
Level for a Room Block during a Time Block. There are three general
possibilities:
1. Support for the Room Block will be provided exclusively by the Local
Support Unit (the Department);
- this only applies to non-General Purpose Classrooms (Department
“owned”)
2. Support for the Room Block will be provided exclusively by the
Central Support Unit;
- Will this happen? Is this a goal?
3. Support for the Room Block) will be provided by the Local Support
Unit during “normal business hours” (a Time Block) and by the
Central Support Unit outside of “normal business hours.”

Classroom Support

- Is this the “normal” case?
- Should it read “after normal business hours?” That is, will Central
ever provide support both before and after normal business hours?

* Each Tech may be badged for one or more Service Category Levels, and
for each Service Category Level there may be one or more Badged
Techs. A M:M relationship.

* Each Tech may be assigned to one or more Support Units during a given
time period, and for each Support Unit there may be one or more
assigned Techs. A M:M relationship, but will a constraint be that a Tech
can only be assigned to one Support Unit at a time?

* An Incident for a particular GP Classroom can be raised by either a
Customer (the “reporter” — Faculty, Staff, Tech, ...?) or an automated
Alert raised by a an Equipment Unit located on a particular GP
Classroom.

* The “dispatcher” or “CSR” at Room Support (?) assigns (or routes?) an
Incident to the appropriate Support Unit based on the Support
Responsibility.

Putting all this to work...

The goal is to automatically route an Incident to one or more Techs.

When an Incident is raised, Dispatch will always create a Ticket, and then

route it to the appropriate Tech(s) based on Service Category Level (Service

Category and Service Level,) Time Block, Room, and Support Unit. Here’s

how...

* When an Incident is raised, we know the Room Block (via Room,) the
Time Block, and the Service Category Level, therefore we know the
Support Responsibility, and therefore the Support Unit.

* We also know which Techs are badged for that Service Category Level,
and which Techs are assigned to that Support Unit at that time.

* Now we have a pool of Techs the Incident could be dispatched to, for
them to “bid on,” Uber-style.
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o8| The underlying "Concept Plus" Model

Masterclass

Region Service Level
Service Category (Tier)
(Computers, AV, (Tier 1, Tier 2,
Networking, LT, etc.) etc.)
A +
Building
Support Unit /}\ /f\
Tech Service
Central Dept (Technician) Category
T : Level
Department Employment Type
(e.g., AV
Room Block I Equipment
Emergency Contact + + ’ 1 T -Tier 2
I support)
T 1 A A TT T
A I
- Classroom Tech Assignment !
Equipment N Badge
Type m non-GP Times / Shifts I (Qualification)
L S il N
Number, Size, y
Emerg. Contact —
/ t .- A *
Equipment ” Support Time Block
Unit Cuysamer / 7 Responsibility
(‘reporter” - | ! CSR (For this Room
Prof Stafh, |- A . A o Tioket Block by this
-le Tech, EIC') Incident maker" or Suppon Unit at
~ “dispatcher" this SC Level
o P ) during this
Severity Time Block)
}\ Impact
Response
Alert .
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Summary of findings

The assertions and the ERD showed the idea could be implemented:

= When an Incident is raised, we know the Room Block (via Room,) the Time Block,
and the Service Category Level, therefore we know the Support Responsibility, and
therefore the Support Unit.

= We also know which Techs are badged for that Service Category Level, and which
Techs are assigned to that Support Unit at that time.

= Now we have a pool of Techs the Incident could be dispatched to, for them to “bid on.”
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Thank you — stay in touch!

Alec Sharp
Clariteq Systems Consulting Ltd.
West Vancouver, BC, Canada

» asharp@oclariteg.com
* ig: @alecsharp01

« www.clariteq.com

» http://amzn.to/dHun10

.

And most of all, if you have questions or comments...
don't be shy — send me a note!
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