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Something else you were 
hoping to learn? Ask 

questions in the chat or email 
me after the webinar: 

smathues@brookdalecc.edu 

Goal for participants 

■  Begin to examine your work and business practices through a process-oriented lens. 

■  Understand the purpose of a process map and the utility of the mapping process 
towards continuous quality improvement. 

■  Consider the appropriate level of scope and detail necessary to meet your goals for 
the mapping process. 

■  Consider who should be involved in the mapping process. 

■  Explore tools available to assist in the mapping process. 



“Any Given Sunday: Designing the play versus running the play” 
(or “Process in theory versus process in practice”) 
(or, most realistically, “5 year olds running amok”) 



Why map processes? 
Who is telling him 
what to do? The 

coach? The 
referee? What he 

intuits? Mom yelling 
from the sidelines? 

What happens 
when he gets the 

ball, but meets the 
defenders and has 

to readjust? 

How does the player 
get information on 
how to run the play 
(who, what, when, 

where, how)? 

What is the goal? 
Get a down? Score 
a touchdown? Run 
in every direction to 

not get your flag 
pulled?  

Get on the field. See it from the player’s perspective. 



The purpose of the 
process map (n.) and the 
mapping process (v.): 
■  To understand and improve a process  

■  To understand the interactions and 
relationships between people/units/
systems 

■  To identify duplication, inefficiencies, and 
wasted effort 

■  To identify broken processes 

■  To help individuals see how their work fits 
into the organization 

 



Where does this idea of mapping originate? 

(Hope, 1995) 



So what is a process map?  
What does it look like? 
■  A visual representation of the workflow within a 

process or within an organization 

■  A record of activities 

■  An overview of complex processes 

 

Often presented as a hierarchy with the process 
demonstrated in increasing detail at lower levels 

(Pojasek, 2005) 



Designated categories by shape 

EXAMPLE KEY 1 

Start point (Goal)/ 
end point (Deliverable 
or met goal) 

Action/Activity 

Decision 

Indicates 
chronological or 
hierarchal direction of 
workflow 

Decision 

Action 

Start point 

Action 
End point 



Designated categories by shape (other examples) 

EXAMPLE KEY 2  
(Provided by Achieving the Dream at the 

Advising Redesign Institute)  

Student action 

Technology 

Institution Action 

Additional Notes 

EXAMPLE KEY 3 
(Not recommended,  

just for the sake of discussion) 

Break in the process 

They’re doing 
something we don’t 
want them to do, but 
they’re doing it anyway! 

A step we think is 
happening, but we’re 
not certain because 
only one person is in 
charge of this and no 
one is quite sure how 
they do it.  



Pojasek’s (2005) Hierarchal Process Mapping Conventions 
•  Select a main process that supports the organization’s mission. 

•  Top-level main processes should contain three to six work steps. 

•  Use boxes for work steps. 

•  Use arrows to represent process flow. 

•  Define the boundaries of the process. 

•  The sequence goes from left to right. 

•  Keep the drawings visually simple, with boxes all the same size and about the same distance apart. 

•  Use lower-level maps for work steps with three to six sub-work steps for each level. 

•  Use a fourth level of maps only if absolutely necessary. 

•  Number work steps in outline fashion.  

•  Name work steps with verb phrases. 

•  Maintain the perspective of the main process throughout the process map. 

•  Link “accounting sheets” at the lowest, most detailed level. 

•  Link supporting processes to the main processes with “accounting sheets”.  

•  Prepare a preliminary “as is” process map first.  

•  Verify the accuracy of the process map by talking to employees who are involved in the process. 

•  Computerize the hierarchal process map and the supporting process documentation. 

How to 
map 











Scope 

■  First, differentiate between main processes and support processes 
–  Main processes: core processes that support the mission of the organization and 

create direct service value for the client/customer/student 
■  Examples: the student recruitment process, the registration process, the enrollment 

process for concurrent high school students 
–  Support processes: support the operation of the main processes  

■  Example: the specifics of how a certain form is input or filed 

■  Initial questions:  
–  What event or activity causes the process to start? 
–  How do you know when the process is complete? 
–  Where are the handoff points? (and to whom? Include these areas or individuals in 

your mapping process!) 
 

(Pojasek, 2005) 



Who should be involved? 

■  Short answer: Those who are involved in carrying out the processes.  

■  Long answer: “Bottom up process mapping produces a completely different and 
more accurate kind of map than top level down mapping, which is usually done by 
managers who may not know what their staff are actually doing. The advantages 
are clear – an enthusiastic workforce, joined up processes, greater efficiency and 
continual process improvement.” (LaFerla, 2003) 
q  Benefit of understanding how individual work feeds into the overall goals of the 

organization… 
q  …helps to create a unified vision of operations. 

■  Multiple small cross-functional working groups with “critical friends” 



Mapping tools 

Business Enterprise Mapping blog 
http://www.businessmapping.com/blog/best-business-process-mapping-software/ 
managed by mapping consultants compares the following tools, including licensing 
costs, as of January 2017:  

■  MS Visio (Taskmap upgrade for adding additional details/annotations) 

■  ConceptDraw (Easy to navigate, but lacking in real time collaboration functionality) 

■  Edraw (Real-time collaboration capabilities) 

■  Lucidchart (Real-time collaboration and cloud storage available) 



MS Visio Demonstration 

Presenter’s disclaimer: I don’t advise drafting your map in any software program. Use a 
whiteboard or post-it notes on a flipchart sheet. Let it be messy while you’re ironing out the 
steps. Sometimes processes are messy. Don’t let the software add a layer of frustration. 



Adding layers of complexity/detail 

Map examples from Ocean County College, courtesy of V. Guevara-Lovgren, S. Hartigan, and K. Bunn  



Mapping traps 
■  Where to start and where to end 

–  Importance of student lens 
and use of a “critical friend” in 
the process mapping process 

■  Editing practices in the original 
process map drafts  

–  Start with the “as-is” process 
and place ideas for change in 
a “parking lot” 

■  Resistance, disinterest, “The way 
we’ve always done it” and the fear 
of mapping yourself out of a job 

–  Don’t let yourself be mapped, 
be the mapper! ©  

Where are you getting 
stuck in your mapping 

process?  
 

Let’s chat about it.  



Questions?  
Chat: What processes are you trying to map? Have you had 
trouble getting started? Or great success that you can share? 



References 

■  Bockerstette, J. (2017, January 9). Process mapping software: Cost, comparison, 
reviews. (Business blog). Available from Business Enterprise Mapping website: 
http://www.businessmapping.com/blog/best-business-process-mapping-software/ 

■  Hope, B. G. (1995). Quality improvement in the service sector: An expert support 
system (ESS) for continuous improvement (Order No. 9615525). Available from 
ProQuest Dissertations & Theses Global. (304185126).  

■  LaFerla, B. (2003). Mapping the way to process. IEE Engineering Management, 
December/January 2003/2004. Available from: 
www.iee.rog/managementmagazine 

■  Pojasek, R. B. (2005). Understanding processes with hierarchical process mapping. 
Environmental Quality Management, Winter 2005. doi: 10.1002/tqem.20083 


