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Future Work 
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Organizations are dependent on IS to support business processes- 
extremely important to business success, to make decisions that are 
aligned with the organization's strategy.  

BPM (Business Process Modelling), referred as the modelling of business 

processes in organisations, suffers from many defects, such inability 
of addressing human behaviour and weakness in handling 
exceptions 

It is common to have organisations with very well defined business 
processes that no one uses. 
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Social networks support new ways of communication patterns among 
people.  

Using blogs, wikis or any other kind of social media software, 
stakeholders can provide information for the organisation, capture and 
share their ideas for new products and features. 

How SMS can underpin BPM in modelling business processes inside 
organisations? 

Proposal of a module process framework 

 Case study application in a higher education institution - IPS-ESTSetúbal 
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Computer 
Science 

Communication 
Access to 

Information 
New 

Challenges 

Working 
organisation 

Business 
Processes 

To HEIs 

THE NEW SCHOOL 
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ÃA school in its essence òsellsó the acquisition 

of abilities and generates knowledge. 

Ã  Schools needs to: 

Ä  have one politics of knowledge management 

Äaccess efficiently and in an integrated way to the 

applications that allow them to manage the 

knowledge - its main capital 
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ÃIT will have to: 

Ä support and facilitate the management of 

the activities and business processes 

Ä allow the coordination of the business 

processes and activities 

Äenable the creation of top level indicators. 
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Business Process Management is the achievement of an 
organisationõs objectives through the improvement, 
management and control of essential business processes 
(Jeston & Nelis, 2008) 

Business processes are a set of structured activities and 
metrics designed to result in a specific product for a particular 
customer or market (Mac KNIGHT, 2004). 

Business Process Management aims to provide the alignment 
of business processes with the strategy and goals of the 
organisation, creating a value chain. 



BUSINESS PROCESSES 
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Ã Provide the alignment of business processes with the 

strategy, with goals and create a value chain for the 

organization. 

Mapping of 
Processes 

Modelling 
Determining 
the Level of 

Maturity 

Documentation 
Communication 

Plan 
Automating the 

monitoring 

Establishment of performance indicators and the 
cycle of continuous improvement. 
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Model 

Simulate 

Prototype 

Optimize 

Business 

Process 

Analysis 

Measure 

Report 

Analyse 

Act 
Business 

Activity 

Monitoring 

Integrate 

Deploy 

Execute 

Operate 
Business 

Process 

Implementing 

Adapted from B. Debauche and P. Mégard, 2004 

Supervise Automate 

Improve 
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Three aspects of Business Process Modelling 

(adapted from Weiss & Amyot, 2005) 



What? 

BUSINESS PROCESSES 
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Questions answered by the business model 

(adapted from Mac KNIGHT, 2004) 

Why? How? When? Where? Who? 
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Wiki 

Expert Portal 

SOCIAL MEDIA SOFTWARE 
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Collaborative 

Writing 

Video / Audio 

Sharing 

Virtual 

Classroom 
Multiplayer 

Games 

Music/Video- 

óMash-Upsó 

Web discovery 

service 

AJAX 

RSS-Feed 

Podcast 
Learncasts 

Content Sharing 
Blog 

Instant 

Messaging 
Social Networking 

Websites 
User-generated 

Content 

Chat / IRC 

Newsgroups / Communities 

Entertainment Social exchange Announcement 

of information 

Collecting and 

systematising 

information 
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ÅSMS has the potential to improve an institution, transforming 
business processes into office against the outside world 

ÅFor example, recruitment, marketing, customer relationship 
management and knowledge management. 

  

ÅSMS is based on the idea of common areas shared by many 
individuals 

ÅSMS and processes are not unlikely companions 

ÅHow to bring these two different worlds in order to achieve 
the benefits of SMS to the modelling of business processes? 



BUSINESS PROCESSES AND SMS 
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ÅBPM is usually used to support the distribution of 
structured work management 

ÅThe use of SMS is driven by the initiative and 
motivation of participants in the process themselves. 

  
ÅSo we face a problem of the initiative and motivation 

of participants é. How can we manage that?   

ÅCommunication among people. 
Is it the key word? 
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The focus is on achieving 
the goal set to an instance 
of the communication 
process with the least 
possible interactions in 
order to be effective 

Business Process 
Modelling 



CASE STUDY 
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To underpin business processes with social media software it was 
implemented a case study in a School of Higher Education: the 
Polytechnic Institute of Setúbal - Superior School of Technology. 

It consists in a module process framework that analyses a compilation of 
inputs from a specific forum or social network, create to capture ideas 
about some business processes.  

The target population of this framework are the stakeholders of the 
School: students, professors, the school top and middle managers and 
administrative staff.  



CASE STUDY 
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Started with a forum and a wikié and the development of a framework 

The analysed process consists on students opinions from on-going courses 
and professors 

The school uses surveys at the end of the semester, but the results are not 
as satisfactory 

On analysing framework outcomes the business processes can be 
optimized 



CASE STUDY 
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Setúbal: 50 Km from Lisbon ð The capital of Portugal 



IPS ð POLYTECHNIC INSTITUTE OF 

SETÚBAL 
25 

Setúbal Polytechnic Institute (IPS), a public institution of higher education, was 
created in 1979 and started its activities in 1981. Nowadays is constituted by five 
superior schools and the central services. 

TECHNOLOGY   

Superior School of Technology of Setúbal (ESTSetúbal) 

Superior School of Technology of Barreiro (ESTBarreiro) 

EDUCATION 

Superior School of Education (ESE) 

MANAGEMENT 

Superior School of Management Sciences (ESCE) 

HEALTH 

Superior School of Health (ESS) 



26 

ÅBolonha Courses: 32  

ÅApproved Masters: 19 

Undergraduate 
Courses 

ÅStudents (2007/2008): 6371 

ÅMobility IPS students - ERASMUS (2007/08): 67  

Å% mobility - ERASMUS / students in courses 
(2007/08): 1,12%  

Students 

ÅProfessors (2007/2008): 505  

ÅStudents/ Professors Rate (2007/2008): 13  

Å% PhD Professors (2007/2008): 17% 

ÅAdministrative Staff(2007/2008): 191 

Professors and 
Support Staff 

IPS IN NUMBERS 
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Formaly created at 26th December 1979, the Superior School of 
Technology of Setúbal (ESTSetúbal) started its activity in 1988/89. 

Aims to train qualified professionals through top level in technology 
areas important to the region where it operates 

Courses in Technology and Engineering 

2000 Students; 200 Professors; 65 Administrative staff  
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Strategic Management and Organization Development 

Organization Management and Human Resources 

Global Quality Management 

Knowledge Management 



THE CASE STUDY MODULES 

PROCESS FRAMEWORK 
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Social Media Software 

Collection Module  

Interpretation Module  

BPAnalisys Module 


