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A process

A series of sequentially-oriented, repeatable
tasks/steps/operations having both a start 

and finish, and which results in either a 
product or service

Jack B. ReVelle
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Series = A collection of two or more tasks

Sequentially-oriented = Tasks occur in 
virtually the same order each time the process 
occurs

Repeatable = Process happens more than 
once
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Start and finish = Specific, agreed upon  
process points

Product = Tangible process output 
(can see, taste, and/or touch result; e.g., 
piece of furniture)

Service = Intangible process output 
(cannot see, taste, and/or touch results; e.g., 
delivery of furniture) 7

Maps

high-level vs. detailed
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Focus
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current
as-is

should-be
future

ideal
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Types of maps

• SIPOC
• Top-down
• Deployment (swim lanes)
• Detailed

• Value stream
• Work flow
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What SIPOC does
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Clarifies core processes at a high level

Identifies 4-7 key steps

Provides broad view of key process 
elements
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SIPOC

Suppliers

Input 
requirements

Outputs 
requirements

Inputs Process Outputs Customers
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How to do it

1. Define process and boundaries

2. Identify outputs

3. Identify requirements of outputs

4. Identify inputs for all outputs
Input = previous output

5. Identify requirements of inputs

6. Identify internal and external customers

7. Identify internal and external suppliers for each 
input

8. Verify with those involved in process 14

SIPOC

Suppliers

Input 
requirements

Outputs 
requirements

Inputs Process Outputs Customers

Identify ~4-7 
highest level steps

Clear boundaries
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SIPOC

Suppliers Input requirements
Outputs 

requirements
Inputs CustomersProcess

Output or deliverable for a given step
• Hardware, software
• Service 
• Data
• Information 
• System

Outputs
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SIPOC

Suppliers Input requirementsInputs CustomersProcess

Preliminary requirements/must-haves (and 
measures) for respective output for given step
• Timely (e.g., within two hours)
• P&P XYZ

Outputs
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Outputs 
requirements

SIPOC

Suppliers Input requirements CustomersProcess

Inputs to the process step 
(to obtain the intended output)
Examples:  People, materials, information

OutputsOutputs 
requirementsInputs
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SIPOC

Suppliers CustomersProcess

Requirements/must-haves for respective inputs

OutputsOutputs 
requirements
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Inputs
Input 

requirements

SIPOC

Input requirements CustomersProcess

Who supplies the input

OutputsOutputs 
requirements

InputsSuppliers

20
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Exercise

22

T
op

-d
ow

n 
flo

w
 c

ha
rt

23

24

Exercise
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Denotes beginning & ending steps
One arrow in OR out

Denotes a task or activity performed in process
One arrow in AND out

Denotes decision point:  
Yes/No; Go/No Go; Pass/Fail  
One arrow in & two out

Shows the direction or flow of the process
Connects all symbols

Denotes delay due to wait

Bridge when one flow line crosses another

Assist

Using symbols
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Keep sizes same

Align horizontally and vertically

Uniform space between symbols

Diamonds:  Phrase as short question with two 
answer options

Who does:  Use titles or departments (not 
individual names)

Swim lanes:  Keep lanes with greatest number 
interactions together, if possible (limit connector 
length)

Using connectors
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Maintain consistent directions

Avoid cross-overs

Interchange yes/no to avoid cross-overs

Join symbols/boxes at same point

Reduce number of bends
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Deployment flow chart
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Personal Management Plan Process

Employee Supervisor Human Resources
Designated Customers

(including CFMC employees)

Initiates process & provides
Personal Management Plan (PMP)

packet to employee

Documents verbal feedback

Stores feedback documents
in plan folder

Sends acknowledgments, if
desired

Completes Feedback
Summary Form

Schedules appointment with
supervisor to review Personal
Management Plan by annual

meeting date

Meet to discuss and complete items on
Annual Employee/Supervisor Meeting form

Files Annual Employee/
Supervisor Meeting form

Takes any planned actions

Provides completed copy of
Annual Employee/Supervisor

Meeting form to employee

Retains copy of Annual
Employee/Supervisor Meeting

form for department file &
sends original to HR

Reviews and file Annual
Employee/Supervisor Meeting

form in employee file

Provide verbal &/or written
feedback throughout year

Solicits/obtains verbal &
written feedback throughout

year

Reviews PMP packet

Provides verbal &/or written
feedback throughout year

Refers to Disciplinary Process
P&P#  HR-P-703, if employee not

meeting expectations

Sends reminder to employee
with cc:  to supervisor re:

annual meeting date

Updates HR files

Takes any planned actions

Provides updated job
description to employee &
supervisor, when revised

Completes ESN
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Exercise Personal Management Plan Process

Employee Supervisor Human Resources Designated Customers
(including CFMC employees)

Initiates process & provides
Personal Management Plan (PMP)

packet to employee

Documents verbal feedback

Stores feedback documents
in plan folder

Sends acknowledgments, if
desired

Completes Feedback
Summary Form

Schedules appointment with
supervisor to review Personal
Management Plan by annual

meeting date

Meet to discuss and complete items on
Annual Employee/Supervisor Meeting form

Files Annual Employee/
Supervisor Meeting form

Takes any planned actions

Provides completed copy of
Annual Employee/Supervisor
Meeting form to employee

Retains copy of Annual
Employee/Supervisor Meeting

form for department file &
sends original to HR

Reviews and file Annual
Employee/Supervisor Meeting

form in employee file

Provide verbal &/or written
feedback throughout year

Solicits/obtains verbal &
written feedback throughout

year

Reviews PMP packet

Provides verbal &/or written
feedback throughout year

Refers to Disciplinary Process
P&P#  HR-P-703, if employee not

meeting expectations

Sends reminder to employee
with cc:  to supervisor re:

annual meeting date

Updates HR files

Takes any planned actions

Provides updated job
description to employee &
supervisor, when revised

Completes ESN

30
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Value stream maps 
(VSMs)
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VSM:  current state with 
problems identified
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Icons & metrics

35

Metrics

36

• Actual time to complete task 
assuming no interruptions (touch 
time).  May display as a range.

Process time

• Time work delayed or interrupted, 
between or inside step due to 
handoffs, waiting, queue, in-box.  
Work waiting, not operator waiting.

Wait time

• Estimate how frequently work 
coming into step is not reworked, 
revised, or corrected due to errors, 
omissions.

% Complete & 
accurate 
(1st time)
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37

Current state map

Necessary to get the 
work done / accomplish 

goal

Required 
(e.g., regulatory)

Potential to reduce 
errors or work done

Exercise
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Analyzing map

40
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Questions?  Comments?  
Thoughts?  Ideas?

42
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