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Process Mapping

What is a process map?

Aprocess map is a planning and management tool that visually
describes the flow of work by maps showing a series of events that
produce an end result

What is a process?

® Processes are a series of connected steps or actions that tend to
achieve an outcome e.g, building a house; making a coffee.

They have a start and end point.

They vary in their complexity.

Often linked to other processes.

They are how we deliver a service to our clients.

Very few individuals get to see the entire process.
Consumers/patients see most of it.

Why process map?

® Develop a complete, shared understanding of a ‘process’ as there
is rarely one owner of a process.

 To see things from the customer's perspective.
® Identify inefficiencies including bottlenecks, source of defects and

® Determine if the current process is the best it can be.
o Highlights areas for improvement.

How to create a process map?

 Bring together all the people who know how the eurrent process
works.

 Askthe group to agree the first and last steps in the process so
everyone is clear what process they are working on. Conventionally
first and last steps are represented in an oval shope.

o Askthe group to identify all
the tasks and decision
points in the process. Write
them on post it notes and
stick each task and
decision point on @ wall in
the order it happens now;
writing on post it notes.
allows the steps / decisions
to be moved around if
needed. Conventionally
tasks are represented in a
rectangle and decision
points in @ diamond shape.
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® All group members should review the process map to ensure itis
correct and complete.

® Process maps can be used at different levels from a high level less
detailed map to a more detailed process mop that breaks down
bigger steps into smaller chunks depending on the level of analysis
required

 Analyse the completed map taking in it value adding
steps agreed by the group to identify any steps or decision points
where improvements could be made. For example, steps where
there is unnecessary work, duplication, bottlenecks, delays etc.

What does a process map look like?

Process maps can be as simple as a series of post it notes with lines or

can be developed using software such as VISO, lucid charts or miro
board the most important thing is that it visually represents the
current process.

What can a process map show?
® What wastes exist?

Could the process be simpler, faster, less confusing, more efficient?
Are there unnecessary steps?

Obvious bottlenecks or points where things slow down?

Any steps where errors occur?

What are the risks of changing the process?

Will you be creating a bottleneck elsewhere?
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