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PCF LEVELS EXPLAINED

Level | - Categor'y 10.0 Manage Enterprise Risk, Compliance, Remediation and Resiliency (16437)

Represents the highest level of process in the enterprise, such as Manage customer service, Supply chain, Financial organization, and
Human resources.

Level 2 - Process Group 10.1 Manage enterprise risk (17060)

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

Level 3 - Process 10.1.4 Manage business unit and function risk (17061)

A process is the next level of decomposition after a process group.The process may include elements related to variants and rework
in addition to the core elements needed to accomplish the process.

Level 4 - Activity 10.1.4.3 Develop mitigation plans for risks (16458)

Indicates key events performed when executing a process. Examples of activities include Receive customer requests, Resolve
customer complaints, and Negotiate purchasing contracts.

Level 5 -Task 10.1.4.3.1 Assess adequacy of insurance cover (18129)

Tasks represent the next level of hierarchical decomposition after activities. Tasks are generally much more fine grained and may vary

widely across industries. Examples include: Create business case and obtain funding and Design recognition and reward approaches.
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[ 1.0 > 20 Eds 30 > 40 b 4= 50 S ds 6.0
Develop and Market Manage Supply Deliver Manage
Manage Products and Sell Chain for Services
and Services Products and Physical Products
Services

MANAGEMENT AND SUPPORT SERVICES
[ 7.0 Develop and Manage Human Capital ]

I 8.0 Manage Information Technology (IT) l
l 90 Manage Financial Resources l
l 0.0 Acquire, Construct,and Manage Assets l
l | 1.0 Manage Enterprise Risk, Compliance, Remediation, and Resiliency l
l [2.0 Manage External Relationships l
l 3.0 Develop and Manage Business Capabilities |
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6.0 Manage Customer Service (20085)

6.1 Develop customer care/customer service strategy (10378) redressal (19072)
6.1.1 Define customer service requirements across the 6.2.4  Process returns (20094)
enterprise (20086) 6.24.1  Authorize return (10364)
6.1.2 Define customer service experience (20087) 6.24.2  Process return and record reason (20095)
6.1.3 Define and manage customer service channel strategy 6.2.5 Report incidents and risks to regulatory bodies (12840
(20088) 6.3 Service products after sales (12658)

6.1.4 Define customer service policies and procedures (10382)

6.1.5 Establish target service level for each customer segment
(10383)

6.1.6  Define warranty offering (20089)
6.1.6.1  Determine and document warranty policies

6.3.1 Register products (20605)
6.3.2 Process warranty claims (12669)

6.3.2.1  Receive warranty claim (20096)
6.3.2.2 Validate warranty claim (12671)

(16893) 6.3.2.3 Investigate warranty issues (20097

6.1.6.2  Create and manage warranty rules/claim codes 6.3.2.3.1 Define issue (20098)
for products (16890) 6.3.2.3.2 Schedule field service (12677)

6.1.6.3  Agree warranty responsiblities with suppliers 6.3.2.3.3 Request and receive defective part
(20090) (12678)

6.1.6.4  Define warranty related offerings for customers 6.3.2.3.4 Investigate issue/perform root cause
(20091) analysis (20099)

6.1.6.5  Communicate warranty policies and offerings 6.3.2.3.5 Receive investigation result/
(12673) recommendation for corrective

6.1.7 Develop recall strategy (20092) action (20100)

6.3.24  Determine responsible party (20101)

6.2 Plan and manage customer service contacts (10379) o
6.3.25  Manaae pre-authorizations (20102)
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ISO

Accreditation
Body

" UKAS, DAR/TGA
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Certification
Body
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Key Performance Indicators (KPI)
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KPI Mega Library oUs

KPlI MEGA
LIBRARY

# milestones per project plan

# of milestones missed

# of new project/program issues

# of non conformities during vendor inspection

# planned hours per task

% of "killed" projects

% of assigned FTE actually working on project

% of early no's on project proposals

17,000 KEY PERFORMANCE INDICATORS

RACHAD BAROUDI PhD

% of FTE actually working on project that were not initially assigned

% of milestones missed

% of time coordinating project

% progress reports submitted as planned

% resource planning

Asset Yield

Average # of interdependencies between project tasks

Average # of projects managed by project managers

Average # of years working as project managers

Break-even time

Deviation of planned break-even time

Deviation of planned hours of work

Deviation of planned time schedule for project/program

Effective planning %

Estimate at completion {EAC)

Internal rate of return (IRR)

Modified internal rate of return (MIRR)

Net present value (NPV)

Project issue queue rate

Project issues addressed ratio

Ratio of project managers to total project staff

Requisition to item Issuance time

Schedule variance {SV)




KPI

A single data point to track and monitor
performance of a particular area
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A framework to drive strategic objectives
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Your goal is direct,
; S P E C | F I C detailed, and meaningful.

M MEASURABLE Your goal is quantifiable to OMQT ).) dS o3 l LS.“ > 4&.§m

track progress or success.
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BABOK

A GUIDE TO THE BUSINESS ANALYSIS

BODY OF KNOWLEDGE®

° International Institute
of Business Analysis™
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Acceptance and Evaluation Criteria 217
Backlog Management 220
Balanced Scorecard 223
Benchmarking and Market Analysis 226
Brainstorming 227

Business Capability Analysis 230
Business Cases 234

Business Model Canvas 236
Business Rules Analysis 240
Collaborative Games 243
Concept Modelling 245

Data Dictionary 247

Data How Diagrams 250

Data Mining 253

Data Modelling 256

Decision Analysis 261

Decision Modelling 265
Document Analysis 269
Estimation 271

Financial Analysis 274

Focus Groups 279

Functional Decompaosition 283
Glossary 286

Interface Analysis 287
Interviews 290

10.26
10.27
10.28
10.29
10.30
10.31
10.32
10.33
10.34
10.35
10.36
10.37
10.38
10.39
10.40
10.41
10.42
10.43
10.44
10.45
10.46
10.47
10.48
10.49
10.50

[tem Tracking 294

Lessons Learned 296

Metrics and Key Performance Indicators (KPls) 297
Mind Mapping 299

Non-Functional Requirements Analysis 302
Observation 305

Organizational Modelling 308
Prioritization 311

Process Analysis 314

Process Modelling 318

Prototyping 323

Reviews 326

Risk Analysis and Management 329
Roles and Permissions Matrix 333

Root Cause Analysis 335

Scope Modelling 338

Sequence Diagrams 341

Stakeholder List, Map, or Personas 344
State Modelling 348

Survey or Questionnaire 350

SWOT Analysis 353

Use Cases and Scenarios 356

User Stories 359

Vendor Assessment 361

Workshops 363
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AN MANAGEME

1. Identify Value

2. Map the Value

LEAN
MANAGEMENT
PRINCIPLES

Management?

3. Create Flow
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