
5.0 Conclusion 
In spite of the appearance of a number of the exhibits used in this thesis, process 

mapping is not rocket science. It provides a structured framework for any part of an 

organization to review how it currently provides services to its customers. 

It encourages staff to challenge and then improve the way they carry out their work 

and deliver services. The purpose of process mapping is not to produce complex 

diagrams. It is to assist in services' desire to improve performance. It is a well-proven 

technique that can be used as services plan for continual improvement in their 

performance. 

The following value map (page 36) gives an organization seeking design to delivery 

solution. 

One can develop further the final value flow to suit individual requirement. When 

clustering two or more Strategic Business Units (SBU) together, the developed 

process maps can be used to calculate the new head count required as it clearly gives 

the task flow. 

Finalized processed map can be expanded it into further by drilling down the total 

activities, which is not duplicated anywhere else in the whole map and carry out the 

total timing needs for each activity considering one individuals is performing that 

task. There by getting the total task time per section or department can be arrived to 

the head count requirement for that section or department. 

Including the process owners to the mapped process it's easy to identify who's for 

what when the customer wants to make query. 

Having a clearly defined roles and responsibilities in an organization there can't be 
s 

any unclear or overlapped areas so individuals can be given KPT or Key 

performance indicators which can be directly link to year end performance related 

pay. There by individuals in an organization willingly encourage a positive, challenge 

culture. 

One disadvantage, in Process mapping is, where organizations operates very informal 

manner and change the process very rapidly will have a difficulty in implementing 

and continuing a defined processed map. 
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