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In our recently published White Paper, Quick Reference Guide:
Business Process Frameworks, we outlined the main Business
Process Frameworks commonly in use.

The APQC'’s Process Classification Framework (PCF) has been around
for just over 20 years, with the first version created in 1992. The PCF

is arguably the most well-known and possibly most commonly used
Business Process Framework. The APQC PCF is published in a generic
cross industry framework and 14 industry specific frameworks.

Although the PCF is so widely used, very few people actually fully
understand it, how it is structured, and what other things it can be used
for, such as benchmarking. These are some of the topics we cover in this
Quick Reference Guide.
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Introducing the APQC PCF
Who are APQC?

APQC started as the American Productivity Centre
(APC) in 1977 and was founded to improve
productivity in the US. It became well known as

a source for resources on productivity, quality,
improvement methodologies, training, and advisory
services. Over time, its name was changed to the
American Productivity & Quality Center and then
simply APQC.

The APQC has been involved in benchmarking, which
lead to the development of a business taxonomy
called the Process Classification Framework (PCF).

Figure 1: APQC Home Page in May 2014
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The PCF is one of the APQC’s best known specialty
areas and underpins much of their Intellectual
Property.

The APQC publishes the PCF in cross-industry
versions as well as 14 industry specific versions, for
industries such as:

e Automotive;

e Consumer Products;

e Education;

e Electric Utilities;

e Petroleum Production; and
e Pharmaceutical.

The APQC’s PCF is readily available for download in
either PDF or Microsoft Excel formats. The current
versions of the PCF, i.e. all 14 industry-specific and
cross-industry versions, can be downloaded from
http://www.apqgc.org/process-classification-framework

Figure 2: APQC’s PCF home page in May 2014
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1n 1552, 3 group of business beaders and pro<ess management experts created APOCs PCF to help orgasizations

The latest version of the cross-industry version is
6.1.0 and was published in March 2014. The APQC
has also published a set of Process Descriptions and
Key Measures.

How is the PCF structured?

The PCF is structured using different Levels, as
shown in Figure 3.

Figure 3: APQC PCF Levels Explained

PCF LEVELS EXPLAINED
Level | —Category

Represents the highest kevel of process in the erterprise, such as M
Husman resources.

1.0 Develop Visien and Strategy (10002)

g0 service, Supply chain.

Level 2—Process Group L1 Define the business concept and long-term vision (| 7040}

Indicates the next level of processes and represents a group of processes. Perform after sales repairs. Procurement. Accounts
payable, RecruluSource, and Develop sales strategy are examples of process grougs.

1.1.5 Condwct organization restructuring apportunities (16742)

A gorios of interrolited activities that convert inpus i dut and req for
repeatable performance: and processes respond to contrl systems that direct the quality, rate. and cost of performance.

Level 4—Activity

Level 3—Process

1.1.5.3 Analyze deal optians (16795)

Indicates kery events parfarmed when exscuting a pracess. Examples of activities include Recaive customer requasts, Resche
customer complaings. and Negotate purchasing contracts.

Level 5—Task

115,51 Evaluate acquition optiesn (16796)

Tusks represent th Tevel of b ] sthes. Tasles much mere fine graised vary
widaly across industries. Examples inchude: C Design recogntion and reward

eate and obtain

As you can see, these 4 levels are hierarchical in nature
and therefore each level is a set under the level above it.
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Consequently, in Figure 4 shown below, 1.3.1
Develop strategic initiatives (10057), 1.3.2 Evaluate
strategic initiatives (10058), 1.3.3 Select strategic
initiatives (10059) and 1.3.4 Establish high-level
measures (10060) are grouped under 1.3 Manage
strategic initiatives (10016), which is itself also
grouped under 1.0 Develop Vision and Strategy

Figure 4: Example of PCF Hierarchy

1.3 Manage strategic initiatives (10016)
131 Develop strategic initiatives (10057}
132 Evaluate strategic initiatives {10058
133 Select strategic initiatives (10059)
1.34 Establish high-level measuras (10060}

In addition to the PCF Hierarchy, the PCF also
contains a uniqgue number scheme for each Process
Element. The APQC provide a brief explanation of the
Process Element Number Scheme in the PCF PDF
document:

Figure 5: PCF - Process Element Number Scheme
PROCESS ELEMENT NUMBERING SCHEME
(014, 17 10211 show s i Tos ol s o & gl oo o o s clor

The actual process elements and actual definition may change. but conceptually the decomposition will remain consistent considering the
entire scope of the PCE. A new 5-digit number will be assigned to a process element if its definition substantially changes.

The Process Element Number Scheme is part

of the means by which APQC use the PCF in its
Benchmarking approaches. The number scheme is
designed to allow you to change the name or even
process hierarchy and still keep a link to the original
item in the PCF. Consequently, if you are interested

in or planning to undertake any Benchmarking you
need to pay attention to this number and make sure
that you allocate this number to your processes if you
make customization changes to the PCF.

To keep up-to-date with the latest version of the
PCF, you need to also understand the current version
of the PCF and understand how it varies from the
previous version.

To help with this, the APQC provide two items to
assist in this process:

1. PCF Version Number

The primary and key visual indicator that the APQC
uses on the PCF is the version number on the PCF.
The PCF Version Number is defined by the APQC as
shown in Figure 6.

Figure 6: PCF’s Version Number Scheme

WVERSION NUMBERING SCHEME

PCF veersion numbeers are constructed using a “majoriminon/defisct” version numbering scheme. and refer to the content of
the PCF themsabves, not the documents containing the PCF content.

Within a specific release of the PCF (as identified in the footer of the document; see example below). the
PCF idenrifies each process element with a “dotoed™ number, like'6.1.0%

This numbor is used to provide simpla index to refer to specific precoss elemants within the relase enly.
These numbers will change between releases as needed to reflect the current state of the model.
"

I Y
FOOTER EXAMPLE: Version é.1.0-en-XI March 2014

This number refers 1o a major release (6) and a minor release (.1.0)
in the English language (en) of tha cross-industry PCF (1)

This refors to the specific
release date of the document
APQC may release the same version of the PCF in a number of different contining this verdan of the POFE
channels and at different imes to address typographical errers, etc.

Charges in the document contzining the PCF are identified in the “Release Motes™ saction (page 23).

Overview

The PCF consists of a set of 12 process categories, 5
process categories covering operational areas and 7
process categories covering support areas, as shown
in Figure 7.

Figure 7: APQC PCF Structure for v6.1.0
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7.0 Manage Information Technology

8.0 Manage Financial Resources

10.0 Manage Enterprise Risk, Compli Remediation, and Resili

1 1.0 Manage External Relationships

(
1
(
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Each category consists of process groups that
are further decomposed into individual processes.
For example, 1.0 Develop Vision and Strategy
decomposes Figure 8.
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In addition to the PCF Release Notes shown
previously, the APQC provide a number of documents
to document the PCF.

The primary document is the main PCF document,

Figure 9: APQC’s PCF v6.1.0 Document - Page 1

PROCESS CLASSIFICATION FRAMEWO

Version 6.1.0

OVERVIEW
H H APQC's Process Classification Framework™ OPERATING PROCESSES
WhICh for V6'O' 1 IS a 28 page PDF document and (PCF) is a taxonomy of cross-functional business pr ST 5 T =
. . . processes intended to allow the objective Develop Develop Markes Deliver Manage
prOVldeS a” the baSIC detal'S Of hOW the PCF WOI’kS comparison of organizational perfomance = bt Rzt foed S
. . within and among organizations. The PCF was Strategy Serices Servicas Services
and the full list and breakdown of the PCF hierarchy. dexclope by APOC it memberccmpanies
as an open standard to facilitate improvement
through process management and benchmarking,
- . . regardless of industry, size, or location. The PCF 60 Develop and Manage Human Capital
Flgure 8: PCF decomDOSItlon for 1.0 organizes operating and management processes . )
into 12 enterprise-level categories, including ( 3.0 Henags bferrmsios Tcerbour )
. process groups and more than 1,000 processes
1.1 Define the business concept and long-term vision 1.223  Develop sustainability stratagy maasurea; and defirims arg avallsble for ( 90 A, Conrc e arags vt )
(10014) (141889) download at no charge at orgfpef. :
o ( 100 Hanage Enverprive sk, Compliance, Rervediatcn,and Resiiency |
1.1.1 Assess the extarnal environment (10017} 1.224 Develop global support and shared
1111 Analyze and evaluate competition sarvices strategy (14190) THE FRAMEWORK FOR ( 1110 Mansge Esasrral Relacionships )
(10021} 1225 Develop lean/continuous PROCESS IMPROVEMENT
1112  Identify econemic trends (10022} improvement stratagy (14197} Experience shows that the patential of ( 120 Derslop and Manags Businens Capabiliies )
1.1.1.3  Identify political and regulatory issues 123 Select long-term business stratagy {10039) benchmarking to drive dramatic improvement
(10023) 124 Coordinate and align functional and process lies squarely in making out-of-the-box comparisons and searching for insights nat typically found within intra-industry paradigms
1.1.1.4  Assess naw gy i i ies (10040) To enable this beneficial benchmarking, the APOC Process Classification Framework™ (PCF) serves as a high-level, industry-neutral
[10024) 125 Create organizational design {structura, enterprise process mode! that allows organizations to see their business processes from a y viewpoint. The dustry
1115 Analyze demographics (10025 governance, reporting, stc.} (10041} framework has experienced more than 20 years of creative use by thousands of onganizations worldwide. The PCF provides the
1.1.1.6  Identify social and cultural changes 1.25.1 Evaluate breadth and depth of foundation for APQC's Open Standards Benchmarking™ (0SB) database and the w ork of its advisory council of global industry leaders.
(10026} oroanizational structura (10049) Each version of the PCF will continue to be enhanced as the 0SB database further develops definitions, processes, and measures. The
1.1.1.7  Identify ecological concems {10027) 1.252  Perform job-specific roles mapping PCF and associated measures and henchmarking surveys are available for download from the Open Standards Benchmarking web site
1.1.2 Survey market and determine customer needs and valug-added analyses {10050) at www.apge.ong/osh.
and wants {10018) 1.253  Develop role activity diagrams to
1121 Conduct qualitative/quantitative assess hand-off activity (10051) HISTORY
assessments {10028) 1.254  Perform organization radesign The cross-industry Process Classification Framewnrk wias originally envisioned as a taxonomy of business processes and a common
1122  Capture and assess customar naeds wor!:shnps ‘1DD§2] g language through which APOC member organizations could benchmark their processes. The initial design involved APQL and mare
(10025 1255 De‘“ul_-l th_e mlathnshlps betwaen than B0 organizations with a strong interest in advancing the use of benchmarking in the United States and worldwide. Since its
1.1.3 Perform intarnal analysis {10019) organizational units {10053) inception in 1992, the PCF has seen updates to most of its content. These updates keep the framework current with the ways that
1131 Analyze organizational 1258 D.e\nelup rola analysis and activity organizations do business around the world. In 2014, APOC worked to enhance the cross-industry PCF and updated a number of
characteristics {10030) diagrams for key processes (10054} industry-specific process classification framewarks
1132 Create baselines for current 1.257  Assess organizational implication of
processes (10031) feasible altarnatives (10055) AP—QC
1.1.3.3  Analyze systems and tachnology 1.258  Migrate to new organization (10056} P
{10032} 126 Develop and set organizational goals {10042) Vesine 0am * Mrch2a ®
1134 Analyze financizl positions {10033} 127 Formulate business unit strategies (10043)
1135  Identify enterprisa core COMPAtancies 13 Manage strategic initiatives (10016) . L.
ooy 121 Develop stratgic niiatives (10057) The third type of document is in fact a set of
% 531“:"1'“" e 110020} T 122 Evaluate stratagic initiatives (10058) . . .
Bl = e s 133 Selectswrategic inatives (10059 documents, which are a recent introduction to the
B o 134 Establish high-lavel measuras (10060}
1.142 Communicate sirategic vision to .
stakaholders (11361 document set. These documents provide Process
12 Develop business stratagy (10015) . .
121 Devalop overall mission statament 10037) Description and Key Measures for each Category of
1211 Define current business {10044) .
1212 Formulate mission (10045} the PCF. See Figure 11.
1213  Communicate mission (10046)
1.22 Ewvaluate strategic options to achieve the
objectives (10028)
1221 Define strategic options {10047) . .
1222 Assess and fna,,f; impactof each Figure 10: APQC’s PCF Excel spreadsheet version
option {10043)

The next document (Figure 10) is an Excel
spreadsheet version of the PCF. This is a useful
format if you want to build a database of the PCF and
use it for customization. Each Category of the PCF is
contained in a separate work sheet.
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Figure 11: Example Definition and Key Measures Figure 13: APQC PCF Overview Visio Drawing
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DEVELOP VISION AND STRATEGY RN OPERATING PROCESSES e
DEFINITIONS AND KEY MEASURES e T O e T
HOW TO USE THE APOC PCF and Sirategy Manage Sall Products. Products and Oummar
Version 2.0.0 Products and and Services Senices Servion
e
THE FRAMEWORK FOR PROCESS IMPROVEMENT _— =
Experiznca shows that banchmarking's potential to drive drematic 1.0 Develop Vision and Strategy 2 Y
imprvament liss squarelyin making out-of he-box compariscns
and searching far insights nct typically found within irtra-irustry © Develop and Manage Human Capital |
paradligms. To enable this typs of bensficial benchmarking, the
AP Process Classification Framewaik (POF) serves s a high- [ 7 Marage Information Technalogy
leval, inchustry | el that allows [THE APQC PROCESS CLASSIRCATION
.50 heit acivities from a cross-industry rocess viewpaint. CPEATRGECES FRAMEWORK™ ( 8 Manage Financial Resources
1 o a0 | 40 s The PCF was developad by APGC and fis member
The PIF ensbles ovganiztions to understand thei inner wakings Gumkcp || Do [l Do o = - -
rom & hiorizental prossss perspectiv, rather than 3 vertial e | o | R | il | g U precass maragament and beechmaRkg. | iEhcouka. Coramicl soc Mnoaga Sopay
functiansl viewpeint The PCF daes ot st all processes within & Sy || e e revduse ol ek, e, o geogagiy. Toe PEF - - =
speciic organization, and every procass listed inthe framaworkis T [ 0Meaa0s Ectais Fak. LompRance, soi Raslency
ot prezznt in avery arganizaticn, e 1,000 processes and Kisocisted nethties, The PCF
MANAGEMENT AND SUPPORT SERVICES | il [ 11 Manage External Redationships
Originallycrate in 1957 by APOC nd a roup of mermbers, the - e =
ramawark has experienced mara than twenty years f areative use ] ) sttty | = rre
by thousands of rganizations weelduwide. The PIF is supperted by
APOC's Opan Stardsrds research lis " Bl ]
anianced 53 APOC's Dpen Standands Banchmarting aam further 0 e P e )
develops deli tians, processes, and measures, Pleass vist
PO’ web site parid ally For updates. The PEF is availabla for ( [ ) ;
ool ndttos né e sk chrg by g Note that the drawings used only show PCF levels 1
[—— 100 Mgy Encarpriss Rk Cornplance,ard st hancy ]
5 g e ) to 3, however Orbus also provide other versions of
LD Demiop o e B Eviir )
HISTORY

o e Coicson v s il ond each diagram that contain all PCF levels.
ataxoromy of businass pracesses. The initial design involved more
than 8] crganizatiore from the United States and warkdwide, Since
itz ncaption, the PCF has been updated saveral times to reflect

e 1.0 Develop Vision and Strategy

In respanse to feadback from uzers of tha POF, APOC regulary
angages practitianers, consutants, and academics to devalop
defnitions based on real-wark] expariancs with the processss. . . . .
Thstclaortoo oo rsodnthi dcuman o g Develop vision and strategy establishes a direction
processes with definitions and selected key performance indicators

from APOC's Open Standards Banchmarking repository. This

patsdourart v dspd it sigar e B4 and vision for an organization. It involves defining

The definitions cantained in this document are o be cansidared
in conjurction with the PCF. The content in thi= document will be

et il the business concept and long-term vision, as well

h o APQC@ as developing the business strategy and managing
strategic initiatives. Processes in this category focus on

These documents provide descriptions and explain creating a vision, a mission, and strategic objectives,
each process within the PCF and suggested Key and culminate in creating measures to ensure that the
Measures. Figure 12 for example. organization is moving in the desired direction.
Figure 12: Example Category Definition and Key Measures Figure 14: 1.0 Develop Vision and Strategy
1 Devolop Vision and Strategy
Category 1.0 Develop wision and sirategy establishas a direction and vision far an organization. It invalves defining the business
concapt and lang-tarm vision, zs well as daveloping the business strategy and managing strategic initiatives. Processes m this T e D s o D reccam
categury focus on craating a vision, a mission, end strategic objectivas, and culminzta increating measures to ensura that the 2.1 Diefine the tassiness concept and 1.2 Darvelog tusiness smiegy (0015) 1.3 Manage sirategic intatives 10016}
organization is maving in the dasired direction. KN wibrs (HOU R
(D ) (Do (D | (D |
Key Performancs Indicators: l -.1.1»—-»(-‘;:;- I I 121 Doy o I FETT, J ||.!|D-a‘p‘;;;¢¢m
S reperting. ek (30041)
+ Met mcome | 1 Do (D b | [Brom
I nes-wr:;u-w | 12 w I 1 e ] || 2 " v
Process Insight il
These kay parformance indicators can be viewed per full-time aguivalent amployae [FTE), in yaar-over-yaar growth, or m & way that ﬁ'-'?'*- ] e ] fi"“' - j f‘ﬂ'“‘-'“ ]
makas sensa given tha naeds of the indnidial crganization. l 1 l?’vwlv:;::;—-ww- I 123 l 127 J l 1 e
[ | S iroctn
. . | | | | [ R
APQC PCF in Detail

Background

The following sections contain a description of each
Category and Visio drawings of each Category.
These are sourced from Orbus Software’s APQC PCF
Accelerator, Figure 13 below shows the same high
level view of the PCF as shown in Figure 8:
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2.0 Develop and Manage Products The strategy will inform the development and
and Services management of marketing and sales plans. Processes

in this category include the development of specific
offerings, pricing and channel strategy processes
2 Design and Manage Products and Services . .
T | e e P e through to processes for making budgets, developing
I s the media and putting the plans in place to manage
2 Develop and Manage Products and Services . .
sales on an ongoing basis.

Figure 15: Develop and Manage Products and Services

' process croum 'S Process croR
2.1 Manage product and service portfolio (10061) 2.2 Develop products and services
e 4.0 Deli Product d Servi
. eliver Froaucts an ervices
T rrocess T Process T process
2.1.1 Evaluate performance of 2.1.4 Confirm alignment of 22,1 Design, build, and evaluate Figure 17: Deliver Products and Services
existing concepts with products and services (10080}
against market opporturities business strategy (10066)
06T 4 Deliver Products and Senvices.
o e - e = T o s o
2.1.2 Define productiservics 215 Manage praduct and 2.2.2 Test marke for niew or
develapment requirements servios lite cycle (10067) revised products and services:
(10064) (10081)
T process T rrocess T Frocess
2.1.3 Perform discovery research 2.1.6 Manage product and 2.2.3 Prepare for production
110085) servioe master data (14182) (10082)

Develop and Manage Products and Services involves
analyzing the current portfolio against market
opportunities and designing and developing products
and services in response to these. Processes in

this category focus on developing additions to
products and services and aligning these with the
corporate strategy. The development encompasses
the traditional design, build evaluation through to
manufacturing and final product validation. This
includes identifying and managing the risk.

Deliver Products and Services (supply chain) describes
the planning of supply chain resources, procuring the
materials and services, the physical manufacturing

of the product through to delivery to the customer

and the management of logistics and warehousing.
Processes included are those for scheduling
production to meet demand, selecting suppliers and
developing contracts, the scheduling of production,

3.0 Market and Sell Products and ensuring quality standards are met and the defining
Services of a logistics strategy that includes inbound and
Figure 16: Market and Sell Products & Services outbound transportation and warehousing.
Yot e === 5.0 Manage Customer Service
Figure 18: Manage Customer Service
I | ] ] 5 Manage Customer Service
e | | I P Proces besomponmen [ | [rmer [owmamawan | cmwanes [omstoncman
B = i ) ) ] S
I i) l ) I J | 5 Manage Customer Service
B = il = ) [ B |
{ A I I e J [ J l O T J Y —— T rrocess croue D rrocess araw
5.1 Develop customer carefcustomer 5.2 Plan and manage customer service 5.3 Measure and evaluate customer
|Eﬂ' o ] (D reccma } (D= ] sarvice strategy (10378) operations (10379) service oparations (10380)
=
B ‘ e ‘ e | T FROCESS 1) PROCESS T FROCESS
== 1= = I 5= ' iGN O entes wark ores 103 e
| | || | e | || [ o oot el
T— [ — o= e o
\ = m‘ = ‘ 5.1.2 Define cuslomer service: 5.2.2 Manage customer service 5.3.2 Measure customer
policies and procedures (10382) requesisfinguiries (10388) satisfaction with customer-
D complaint handling and
[
DDWE%S Dwncsst Dbmnsas
5.1.3 Establish service levels for 5.2.3 Manage customer 5.3.3 Measure customer
customers (10383) complaints (10389) satisfaction with products and
. . services (10403)
Market and sell products and services is all about

an organization understanding markets and the
customers, developing the appropriate marketing and

_ When thinking about the distinction between the
sales strategy in response.

delivery of a service and the “customer service”
function, remember that the employee or group that
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delivers an initial service to a customer (such as a
restaurant server or retail store cashier) is often not
the same person or group that deals with customer
inquiries, requests, and complaints after the fact.
Those who deal with customers before and after
the delivery of a service are typically working within
the category 5.0 Manage Customer Service. Those
delivering the service are working within 4.0 Deliver
Products and Services.

Processes included are the development of policies to
govern customer service, the development of plans,
the management standards for the customer service
workforce and the measurement of customer’s
satisfaction with the service that they receive.

6.0 Develop and Manage
Human Capital

Figure 19: Develop and Manage Human Capital

6 Develop and Manags Human Capitsl

6 Devalop and Massge Human Capital

Develop and manage human capital describes

the planning of and the policies to support HR in
recruiting and rewarding employees through to the
retirement of employees’ as well as the management
of employees personal information. Processes
include monitoring and updating HR plans, the
recruiting lifecycle from sourcing the candidates,
through to the selection of a candidate, managing
employee performance, training and development. In
addition it includes processes for the redeployment,
relocation and retirement of employees and finally the
management and maintenance of all employee data
including employee metrics.

Figure 20: Manage Information Technology
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7.0 Manage Information Technology

Manage Information Technology describes managing
the business of IT which includes developing and
managing IT customer relationships and developing
and implementing data protection controls. In addition
it includes defining what information is important to
the organization and how it is managed. To support
the business of IT it includes the development of
technology solutions, the deployment of those
solutions and finally the ongoing support of those
solutions. Processes include managing the strategic
activities that help ensure attainment of IT value,
designing services and solutions; and monitoring
satisfaction with the development, deployment,

and ongoing support of services and solutions;
policies and controls that proactively prevent
security intrusions externally, define and control data
permissions internally, and plan for data security
breaches should they arise; the developing, and
testing of new and enhanced solutions; and meeting
service commitments as measured by customer-
defined service criteria.
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8.0 Manage Financial Resources

Figure 21: Manage Financial Resources

10.0 Manage Enterprise Risk,
Compliance and Resiliency

Figure 23: Manage Enterprise Risk, Compliance
and Resiliency
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Manage Financial Resources describes the activities

of financial planning and revenue accounting as well

as general accounting and reporting. It also includes
managing fixed assets, the managing of employees’
payroll, paying the organization’s bills, monitoring
financial compliance and the management of tax
obligations. Processes include those for preparing
financial statements, maintaining the chart of accounts,
depreciating fixed assets, developing policies and
procedures for accounts payable and receivable through
to filing of tax returns and payment of any tax liabilities.

9.0 Acquire, Construct
and Manage Assets

Figure 22: Acquire, Construct and Manage Assets
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Manage Enterprise Risk, Compliance, and Resiliency
includes managing enterprise risk through establishing
an enterprise risk management framework and policies
and managing environmental health and safety.
Processes include the management of regulatory
compliance and the coordination of risk management
processes. It also covers monitoring and managing
environmental health (EHS) and safety programs and
ensuring compliance with EHS regulations.

11.0 Manage External Relationships

Figure 24: Manage External Relationships
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Acquire, construct and manage includes the
designing and construction or the acquisition of non-
productive assets and the upkeep of these assets. It
also refers to ongoing acquisition and maintenance
policies for productive assets and the disposal of both
productive and non-productive assets. Processes

in this category describe designing engineering
solutions for manufacturing organizations, the testing
of equipment and the process for planning how to
discontinue assets at the end of its life cycle.

Manage external relationships encompasses building
and managing relationships with lenders, external
analysts and shareholders as well as government and
industry bodies and public relationship programs.
Processes describe the lifecycle of managing the
relationships with the different bodies as well as

with the board directors and include the reporting of
financial earnings, operations and audits, and social
responsibility programs. Any processes involved

with corporate giving, volunteerism, and community
partnerships would be included here as well.
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12.0 Develop and Manage Business ® The basis for structuring your process repository,
Capabilities whether you use a tool such as Orbus Software’s
iServer, SharePoint, or a simple set of folders on a
shared network drive;

Figure 25: Develop and Manage Business Capabilities
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The APQC is a useful source of information for finding
ways of using the PCF. They are also a major source
for information on bench marking. The APQC explain
on their website that:

Develop and manage business capability describes
an organization managing their business processes,
managing projects and managing change that results
from implementing project outcomes. In addition

it includes the development and management of

the organization’s knowledge and the measuring

and benchmarking of the organization. Processes
include initiating, executing and closing portfolio The APQC define the Open Standards Benchmarking as:
programs and projects, overseeing quality and
planning for developing, implementing and monitoring
change. Knowledge management is about creating,
identifying, collecting, reviewing, sharing, access of,
and use knowledge.

The PCF is the world’s most widely used process
framework. It gives organizations standardized
definitions for functions, processes, and activities
independent of business model or structure. It also
serves as the structure to the Open Standards
Benchmarking database and assessments.

... a benchmarking effort created by APQC and
underwritten by organizations that support the
creation of common, open frameworks to measure
process. These benchmarking efforts result in a
database that contains more than 1,200 standardized

CO"C'U sion measures spanning people, process, and technology.

If you are interested in finding out more information on
benchmarking, visit the APQC’s Benchmarking Portal
at http://www.apqgc.org/benchmarking-portal

As we have discussed in several of our White Papers,
Understanding the APQC Process Classification
Framework, and Quick Reference Guide, Business
Process Frameworks, the APQC’s PCF can be utilized in
many practical ways, for example the PCF can provide:
e The framework and checklist of processes to use
when you are scoping Process related projects;
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