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WHAT IS PROCESS MANAGEMENT? 
 

Process Management is an “operating system” designed to provide the processes, procedures, 
policies, work instructions, job aides, training, forms, tools, and templates that your employees need 
to do their job efficiently and effectively. 

Effective Process Management delivers these resources  
to employees when they are needed, and equips them  
to perform consistently, and at the highest level. 
 
 

WHY DOES A COMPANY NEED PROCESS MANAGEMENT? 
 

Everything we do in our jobs is a “process”.  And while most people do not think in terms of  
“processes” (or have visions of  flowcharts dancing in their heads), from the owner of  a sole 
proprietorship to any member of  a 100,000-employee company, we all use processes…all 
day…every day.  And while most employees to not use, or even have, documented processes, most 
people will agree that there is a “best” way to perform any given function, and that “best” way 
should be executed consistently and proficiently by anyone performing that task. 

Whether you are a salesperson preparing for a presentation to a client, a recruiter preparing a job 
posting, a marketer designing an ad, a technician fixing a broken computer, an assembly-line worker 
performing your step in the manufacturing process, a customer service representative handling a 
customer’s call, a supervisor coaching an employee, or an executive performing a quarterly business 
review with a client, these are all critical processes which must be done efficiently, effectively, and 
accurately.  And if  you have several (or several thousand) employees in your company, how do you 
know that they are all doing this consistently?   

Consistent execution leads to consistent results.  And consistently great execution leads to 
consistently great results.   

Without documented work instructions, without confirmation that your processes are 
representative of  best practices, and without a good system of  delivering these work instructions 
(and other related content) to your employees, the reality is that there is no way to know that they 
are all performing consistently and effectively.  This is why “process management” is so critical. 

  



 

 
 

3 

THE SOLVX ENGAGE(X) METHODOLOGY 
 

Implementing a solution to facilitate process management is important.  But it is doomed to fail 
if  not backed by the right methodology.  The Solvx Process Improvement Methodology was built 
over a period of  more than 25 years and has evolved to take advantage of  the tools and 
technology available in today’s world.  It is backed by the Solvx Engage(x) Platform.  The 
combination of  the methodology and the platform will enable your business to achieve new 
levels of  execution, consistency, and business results. 

PILLARS OF EFFECTIVE PROCESS MANAGEMENT 
 

Effective process management is predicated on several factors, all working in concert.  These are 
(1) effective process documentation (best practices), (2) an effective platform designed to deliver 
process documentation to the user, (3) effective and consistent execution of  the processes by the 
users, and (4) a governance program that facilitates all of  these elements. 

 

CONTENT 
Your process management system is only as good as the content within it.  For best practices to be 
executed, they must be documented and made available to your employees. 

BEST PRACTICES 

Having and executing documented “processes” may help your organization achieve consistent 
performance. But having and executing documented “best practices” will help your organization 
achieve consistently great performance. 

PROCESS OWNERSHIP 

Ensuring that you have great content (best practices) starts with the concept of  process 
ownership.  A core component of  our methodology is ensuring that every piece of  content 
(process, policy, form, checklist, template, etc.) has an “owner”.   

Furthermore, the owner should be accountable to producing and maintaining a great content 
product.  When an organization has process owners who are accountable for the quality of  their 
content and users are able to provide feedback (see below) processes are transformed into best 
practices. 

Content Platform Execution Governance
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USER FEEDBACK 

With accountable process owners in-place, collecting feedback from users is one of  the most 
important aspects of  the Solvx Process Management Methodology.  Users should be able to 
evaluate the content and provide specific feedback (both positive feedback and feedback for 
improvement). 

By users rating the content and by process owners being accountable to 
these ratings, process owners are compelled to understand any causes of  
low ratings and improve the process accordingly.  In addition to the 
ratings, the users should have an easy way to provide specific feedback 
directly to the process owner.  And the process owner should be able to 
collaborate directly to the person submitting the feedback.  Some of  the 
best ideas come from the people performing that function every day. 

By having a means of  providing ratings and feedback, process owners can evaluate their own 
performance relative to their important role of  creating process content for their company.  They 
can use feedback to identify specific gaps.  And they can improve the content based on this 
feedback. 

CONTINUOUS IMPROVEMENT 

As mentioned above, user feedback to the process owners is critical in evaluating the 
effectiveness of  the process content.  And once this feedback is received, process owners have an 
opportunity to improve the content. 

Whether the feedback is related to something as minor as a misspelling or a broken link, or as 
significant as a new best practice developed in one of  the company’s locations, process owners 
should take this feedback seriously and continually look for ways to improve the processes. 

There is a balance between ensuring consistent execution of  processes vs. allowing controlled 
pilots or experiments to drive process improvement and new best practices.  The methodology 
and company culture should facilitate this balance and drive continuous improvement. 

USABILITY 

Most people don’t love to read process documents…that’s a fact.  But if  you want your 
employees to be educated on the process, and capable of  executing it consistently, they will need 
to understand the process, and this will require viewing the content (at least once). 

Since users will need to review the content, and since user’s don’t love to read process documents, 
it is imperative that this content be very user-friendly.  We doubt that your users will ever “love” 
to follow process documents, but you can certainly create a good experience for them when they 
do. 

This starts with the content having a consistent look and feel (template).  A user should not be 
able to discern that different pieces of  content were created by different authors because of  the 
look and feel.  There should be a consistent style guide, and graphics, screenshots, and process 
maps should be easy to read and helpful. 
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Most users will only need the high-level view of  the process because they use the process on a 
regular basis and there is no need to inundate them with  
unnecessary details.  However, some users will need a  
very detailed description of  all of  the process steps.   
This is especially important when a user is new in a  
role or a process is new or has recently been updated.   
Effective content and an effective method of  delivering this content will accomplish both 
objectives; a summary for the people who only need a summary and the details for people who 
need the details. 

Lastly, while some organizations require attributes such as document number, revision history, 
and author to appear on the document, they should not distract the user from the content itself.  
The user is looking for the process steps, not these administrative details.  Make them available 
but not front and center. 

LINKAGE BETWEEN TRAINING AND PROCESS CONTENT 

There is often a blurry line between “process” and “training”.  We have all seen process 
documents that are ten or even twenty pages long and recognize that the line has been crossed.  
Process documents should contain enough detail to equip the user with an understanding of  the 
process but not so much detail that the content becomes unwieldly for an experienced employee. 

Process and training content should be separated.  However, when an employee needs the 
additional training on the process, this should be easily accessed via the process document.  The 
process document should have links directly to the training content, whether it be a participant’s 
guide from a previous training class, a stand-alone instructional video, or a training video housed 
within the company’s LMS (Learning Management System). 

REVISION CONTROL 

In an environment where processes can change and improve (which should be all environments), 
it is critical that employees are using the current process.  When content is only available in hard 
copy or accessed via the user’s email, hard drive, shared network drive, or SharePoint, it is 
difficult to know if  the most recent document is being used by the employee base.  The system 
that houses the process content should easily facilitate revision control, and there should be no 
chance that employees are not using the current version of  the process documents.   

Platform 
There are several platforms available to help your company manage its processes.  However, with 
the investment that you make in your content and your culture of  process management and process 
improvement, you want to make sure that you implement a platform that delivers your content to 
your employees in the best possible way. 



 

 
 

6 

EASY ACCESS TO CONTENT 

Some companies have thousands of  processes and hundreds of  roles.  With this complex web of  
combinations, you want to make sure that employees can easily find the process they need when 
they need it. 

Given the possible volume of  content, the easiest way to serve content to your employees via a 
robust search engine.  In addition to this, when the user is viewing a piece of  content that has 
related content (forms, templates, policies, etc.), you want to ensure that they can easily identify 
and access this related content.   

CONTENT ASSOCIATED WITH YOUR ROLE AND DEMOGRAPHICS 

In addition to being able to search for applicable content, it should 
be easy for a user to navigate to relevant content.  Therefore, 
content should be associated with the role and demographics 
(department, location, etc.) of  the individual.  The platform should 
recognize the user’s role and demographics, and serve content most 
frequently needed to perform that role. 

PROVIDE AWARENESS TO NEW/UPDATED CONTENT 

If  your organization is updating and improving processes (which you should be), it is critical that 
employees are made aware when new content is made available, or an existing piece of  content is 
updated.  The platform should be able to send alerts to users when these events occur, so they 
are equipped with the most recent knowledge to perform their job, and not have employees have 
to rely on treasure hunts to find it. 

USER-FRIENDLY UI AND AUTHORING INTERFACE 

In addition to having user-friendly content, the platform should serve the content in a way that is 
user-friendly to employees.  Employees should have access to the detailed information when 
needed, but also be able to access a summary view and to get bogged down in the details what 
that is more appropriate.  It should be easy to navigate to related content, forms, templates, 
images, process flowcharts, training videos, etc. 

Additionally, since you may have several different process owners in your company, many of  
whom are non-technical or semi-technical, the content authoring interface should be very user-
friendly.  You should not need an IT expert or software developer to author the processes and 
make them available to the end-users.  

DOCUMENT SECURITY 

In most companies, most users should be able to access most processes.  However, if  there is a 
user, department, or role that needs access to restricted information this should be secure but 
also easy to configure.  The platform should be able to cater to the rule, but also the exception.  
Permissions should be able to be assigned or restricted for certain documents, employees, roles, 
departments, etc. 
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ONE-STOP-SHOP FOR ALL RESOURCES 

Employees have many tools that they use to do their job, and if  you are introducing a new 
process management platform, this is one more tool to add to the list.  Therefore, your process 
management platform should be able to serve as a portal or one-stop-shop for all of  your tools 
and resources.  By making this the “go-to” place for employees, it will further encourage them to 
utilize the content within the process management platform. 

Execution 
You can have the best content in the world and the best platform in the world, but this will not 
deliver improved results unless your employees consistently utilize and execute the best practices.  
The good news is that there are a few key things that you can do to maximize your likelihood of  
success regarding execution. 

TEACHING EMPLOYEES TO FISH 

One of  the most important things that this methodology is built on is the concept of  “teaching 
employees to fish”.  We are all familiar with this Chinese proverb. 
In many organizations, when an employee asks another employee or  
leader how to do something, the easy thing to do in that moment is  
to show or tell them how to do it.  However, this creates two  
problems.   First, it ties up the time of  two people, the person asking  
and the person answering. And secondly, it creates a dependency on  
the person providing the answer.  The next time the employee has a  
question, they will likely demonstrate the same behavior. 

Organizations should encourage leaders to respond to these scenarios by saying  
“I won’t tell you the answer, but I will show you where to find it.”  After a few  
instances of  receiving this response, it is much more likely that they employee  
will stop asking and will become more self-sufficient.  If  employees know that  
they can always get the most current and accurate information by utilizing the  
content in the process management platform, they will begin to do so. 

LEADING BY EXAMPLE 

In addition to teaching their employees to utilize the process management platform, leaders 
should also model this same behavior when performing their own role.  By expecting leaders to 
behave this way you can avoid the “do what I say, not what I do” perception.  When employees 
see their leaders behaving in a way that is inconsistent from the behavior they are coaching, it will 
deteriorate confidence in the content and the platform. 

RECOGNITION AND GAMIFICATION 

Another way to promote execution and usage of  the content and platform is to recognize and 
reward contributors and those people who exemplify the expected behavior and results.  Process 
owners can be recognized for their effort, as well as the quality (ratings) of  their processes. 
Executives and other leaders can be recognized for equipping their location or function to 
achieve process management-related goals.  And users can be recognized for their consistent 
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usage and execution, and especially for their contributions.  Recognizing a user for providing 
feedback that leads to a key process change or development of  a new best practice sets a great 
example when trying to build a process management culture. 

PROCESS-ORIENTED CULTURE 

All of  these things come down to “culture.”  Teaching new employees “to fish” and leading by 
example should be engrained in leaders throughout their employee life cycle.  The top leaders in 
the organization should “walk the walk” and promote process management as part of  the core 
tenets of  the company.  Reporting and inspection processes should  
be in-place to identify failures in this regard and create  
opportunities to coach and train employees how and why  
to use the process management platform.  And the “voice  
of  the customer” should be sought out through periodic  
surveys and focus groups, in addition to the feedback  
mechanisms built into the platform. 

Governance 
Supporting these three areas (content, platform, and execution) is governance.  The right 
governance structure should be in-place to maximize your company’s ability to achieve your goals 
through effective process management. 

EXECUTIVE SPONSORSHIP 

For a process management approach to be successful, a company must have executive 
sponsorship.  While a process management platform does not need to be expensive, there is an 
organizational investment in time, compliance, and accountability.  These things are typically 
most successful when supported by the top leaders of  the organization, with top and middle 
management “teaching to fish” and leading by example. 

PROGRAM MANAGEMENT 

Given that there are several factors that contribute to the success of  a program like this, there 
should be one person within the organization who maintains accountability for keeping these 
pieces working together.  A Program Manager can be a full-time or part-time role depending on 
the size of  the organization.   

This person is responsible for the overall health of  the process management platform; typically 
developing the templates, maintaining the tools, ensuring that champions are engraining the 
methodology within their sites and functions, providing reporting and analysis to the 
organization, and ensuring that leaders are equipped to hold process owners accountable for the 
quality of  their content. 

PROCESS OWNERSHIP 

As mentioned above, process ownership is critical to the success of  this program.  Process 
owners should ensure that all processes are documented relative to their functions, feedback is 
acknowledged and responded to, processes are transformed into best practices based on input 
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from the users, and that users are satisfied with the content and enabled to perform their 
functions at the highest level. 

When a process owner leaves the organization or assumes a new role, a system should be in place 
to transition processes to the new process owner.  This ensures that processes do not fall into a 
black hole. 

PROCESS MANAGEMENT CHAMPIONS 

In large organizations, it may be beneficial to have process champions serving different locations 
of  functions.  For example, a global BPO company may have process champions in each location 
and additional process champions for each support function (IT, HR, Finance, etc.).  These 
champions facilitate process management and process improvement relative to their location 
and/or function.  Good process champions will drive effective usage as well as helping to escalate 
process improvements from their function or site to the program manager and process owners. 

REPORTING AND ANALYSIS 

In order to facilitate process management accountability 
within the organization, reporting should be in-place to 
measure key attributes.  Reporting should be available 
showing the usage rates for individuals, teams, 
departments, and sites as well as the details like which 
processes are used most frequently by each person.   

Additionally, reporting should be available to measure 
the process owners.  This reporting will show the 
number of  views, ratings, and comments on their 
processes as well as the user ratings of  each process. 

SUMMARY 
There is clearly an organizational investment involved in implementing a process management 
methodology and platform.  However, with the right blueprint, implementation, and governance, 
this investment can create a sizeable return. 

How critical is consistently great execution of  your processes?  Because without this, it is much 
more difficult, if  not impossible, to achieve consistently great performance.  And with 
consistently great performance, how big of  an incremental impact can you have on your 
business?  Can you improve employee satisfaction by 10%, client satisfaction by 15%, financial 
performance by 20%? 

The Solvx Engage(x) Platform has been built upon this proven methodology, and by partnering 
with Solvx to implement this solution, you will be equipped for maximum long-term success. 


