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3. RESEARCH METHODOLOGY  

Based on the literature review we have formalized a suitable re-engineering methodology 

for the Emergency Treatment Unit. The uniqueness is the iterative process with 

significant feedback loops. Since it is a simple as well as practical process the same can 

be gradually extended to other units surrounding the initial unit, thereby creating a ripple 

effect. 
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Illustration 3.1 – Iterative Re-Engineering Model 
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3.1 UNDERSTANDING THE EXISTING SYSTEMS AND PROCESSES  

The initial exercise was to get a good understanding, of the existing systems and the 

processes of the emergency treatment unit and how the organization is structured. An 

overall understanding of the operations of the emergency treatment unit was obtained in 

order to be familiar with the activities. The areas covered included; 

 Organizational structure 

 The activities/processes as currently structured 

 The key players within these processes 

 The flow of activities across functional boundaries 

 Process related documents 

 Physical location of the different units 

 Issues encountered in relation to effectiveness and efficiency 

3.2 IN-DEPTH ANALYSIS OF THE CURRENT PROCESSES  

The current processes were studied in detail and input was obtained from those directly 

involved in the process. At this stage the issues encountered and the probable reasons for 

such issues were also identified. The study was also extended to reviewing the associated 

functions as well as reviewing of various types of related forms used. The overall cycle 

time for the processes was identified through documentation review. 

3.3 POLICY RE-ENGINEERING STAGE 

The following activities were executed as steps in the policy re-engineering stage of the 

iterative re-engineering model. 

 Decide on the Core Processes. 

Core processes were formulated with a prospect of implementing them in an 

automated environment. We have utilised the acquired knowledge of current 

processes, stakeholders as well as related documents and rethought the 

requirements with a clear mind.  
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 Decide on the Process Owners & Responsibilities. 

Process owners were decided by analysing the work specialization, 

departmentalization, chain of command, span of control, formalization, 

centralization, decentralization and accountability. Higher level 

responsibilities were decided in the next step for the smooth existence of core 

processes.  

 Decide on the Information Owners and Responsibilities 

Different information domains were identified in five core processes and 

owners for the domains were defined based on relationship and confidentiality 

of the information. At the same time higher level responsibilities were defined 

to suit the institution.  

 Decide on Process Related Objectives 

Objectives were decided following analysing the requirements of the process 

for efficient delivery of health care to citizens. 

 Stretch Goals 

Stretch goals were decided following analysis of the current processes. There 

is a clear gap between the current health care delivery system and the final 

stretch goals. Therefore stretch goals were defined at three levels following 

completion of re-engineering and it is called tiered stretch goals. 

3.4 OPERATIONAL RE-ENGINEERING STAGE 

In this stage the decisions taken during the Policy Re-engineering Stage are validated by 

walkthroughs of the re-engineered processes and making those operationally feasible. Re-

engineered processes were described in detail with all the stakeholders along with the re-

engineered documents. Defining the new process related documents and input of the new 

process owners makes the operational level re-engineering more practical. 

 



 26

3.5 DOCUMENTATION 

The documentation was prepared based on the findings and conclusions of each process. 

It included all the information of the organization and organization structure, scientific 

drawings of current processes, key players, flows of activities, and process-related 

documents. In the policy re-engineering stage we first documented the re-engineered five 

core processes. In the next step, the administrative owners and their higher level 

responsibilities were listed. Different information domains and the respective owners 

were then documented along with their high higher level responsibilities. This was 

followed by the documentation of the re-engineered process, related objectives, and 

tiered stretch goals. In the operational re-engineering stage processes were documented in 

detail and scientific drawings were done. Many tables and graphs were used in order to 

present this clearly. All the mentioned documentations were improved following brain 

storming sessions. There is no final document since this is an iterative process.  

3.6 STAKEHOLDER FEEDBACK AND EVALUATION 

The brain storming sessions were held with stakeholders on the re-engineered processes 

and fine tuned to address more practical output. It was an interview based on unstructured 

and informal feedback analysis. Responses for all the documents and the process flows 

were taken into consideration. The other important aspect of the feedback from 

stakeholders was to develop a good relationship, since it would minimize the staff 

counterattacks at the re-engineered process implementation. 

3.7 PROCESS PROTOTYPING AND SIMULATION 

Following the iterative documentation phase, the authors intend simulating the major 

functions of these 5 core processes via user interface screen templates. These screen 

templates will be realistically and cost-effectively implemented using an open source 

survey tool. Such tools are typically designed to be used by non-technical people and are 

designed to automatically generate user-friendly screen layouts. In an iterative step, along 

with relevant stakeholder participation, such realistic screen templates would then be 

used to determine the accuracy, consistency and efficacy of the proposed core processes 
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and to evaluate the policy level re-engineering decisions against the currently existing 

scenarios.  

On completion of the simulation and prototyping step, the methodology would yield a 

well documented set of re-engineered processes and policies and a set of well designed 

screen templates – all generated in a cost-effective manner. This would enable the rapid 

development and deployment of an IT system solution that would leverage open source 

technology, thereby improving the efficiency of the ETU functions in a cost-effective 

manner. The services of final-year software engineering students from local universities 

could be utilized for the development and deployment of the IT solutions, if system costs 

need to be reduced further. 

3.8 ANALYTICAL FEEDBACK AND EVALUATION 

Finally, the effectiveness of the business process re-engineering was analyzed through 

questionnaires and interviews. For this purpose a customized effectiveness evaluation 

model based on the Waduge L model, GSEEM; 2009 [31] was utilized.  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Illustration 3.2- Evaluation Model for Operational Effectiveness of BPR 

Economic Perspectives Social Perspectives 

Effectiveness Factors

• Transparency & Openness 

• Service Delivery 

• Empowerment 

• Streamlining processes 

• Increasing revenue 

• Cost reduction & budget 
     



 28

Only effectiveness factors were analyzed through a questionnaire and feedback was 

gathered scientifically. Out of the primary two perspectives, social perspectives were 

fully assessed to cover empowerment, service delivery, transparency and openness. 

Under the economic perspectives increasing revenue, cost reduction and budget were not 

assessed since those factors are beyond the control of the stakeholders. Streamlining of 

processes was assessed comfortably. 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


