
Th P f th Id l Fi l R lt fThe Power of the Ideal Final Result for 
Identifying Process Optimization Potential 

Ralf Laue
University of Applied Sciences

Zwickau, Germany
Ralf.Laue@fh-zwickau.de

1



Survey among German start-up entrepreneurs:y g p p

• Only a minority of them used creativity techniques for y y y q
generating new business models.

• 2.2 people on average were involved in idea generation

(Siemon, D., Narani, S.K., Ostermeier, K., Robra-Bissantz, S.: Creativity and 
entrepreneurship - the role of creativity support systems for start-ups. In: 
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p p y pp y p
10th Mediterranean Conference on Information Systems, 2016)



The TheoryThe Theory

Denner, M., Püschel, L., Röglinger, M.: How to exploit the digitalization potential of 
business processes. Business & Information Systems Engineering 60(4), 331–349, 2018
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Maybe the Best SolutionMaybe the Best Solution
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• Do we actually need the existing business process? y g p

• Which new processes / business models are possible? 

• Do we have any improvement potential by combining 
processes (for example by exchanging data between 
them) instead of discussing them separately? 
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The PracticeThe Practice

• Experience from a workshop (ZuGPM 2020)p p ( )
www.zugpm2021.informatik.uni-rostock.de

• Case Study "Heating out of Order" y g

Customer Journey Map
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Persona
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Customer JourneyCustomer Journey

M tthi B k V lk G h Rüdi St i U i I t ti R fMatthias Book, Volker Gruhn, Rüdiger Striemer: Using an Interaction Room for 
Digitalization Strategy Development (IR:digital), In: Tamed Agility: Pragmatic 
Contracting and Collaboration in Agile Software Projects, Springer 2016
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Personas

Sally (34),

Personas
Tim (40),y ( ),

computer scientist
from Australia

dentist at holiday

wants to attend a
needs a stop along his
cross-Europe bicyclewants to attend a

conference
y

tour

arrives by plane arrives by bike
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Goal Model for SallyGoal Model for Sally

Learn a lot
at a conferenceat a conference

Book flight Book hotel
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Extended Customer Journey:te ded Custo e Jou ey
Touch-Points and Non-Touch-Points
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Touch-Points and Non-Touch-Pointsand

Take
Luggage

Study Bus
Timetable

Study Ticket
Pricesgg g

Find Bus
Lane

Wait for Bus Drive to Hotel

Register at
Reception Get Key

Find & Enter
Room
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Deviations From the Ideal Final ResultDeviations From the Ideal Final Result

Customers

P Processes NatureProcess
Owner

Working 
Staff
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error-prone environmental impact

possible misuse information disclosure

expensive excludes certain groups of 
lpeople

resource-demanding dangerous for human workers
(non-human resources)

resource-demanding psychological / mental stressg
(human resources)

p y g

time-consuming tedious / monotonous taskstime consuming tedious / monotonous tasks

complicated / difficult / hard physical work
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complicated / difficult /
many variants

hard physical work



Touch Points and Non Touch PointsTouch-Points and Non-Touch-Points

Take Luggage
Study Bus
Timetable

Study Ticket
Prices

Find Bus
Lane Wait for Bus Drive to Hotel

Register at
Reception Get Key Find & Enter

Room
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Register atRegister at
Reception

18Image Source: www.hospitalitynet.org
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www bflow orgwww.bflow.org
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Downloads
Template for printing stickers &
Symbol overview (English Russian German):

Downloads

Symbol overview (English, Russian, German):
t1p.de/b57b

Speaking about Ideality…

• Ideal Result - everyone understood very well and likes 
the approach; no further questions necessarythe approach; no further questions necessary.

• But just in case…

• Ralf.Laue@fh-zwickau.de
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