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Introduction 1
Ferri Abolhassan

Businesses need efficient processes. This is and remains a real and obvious chal-

lenge. Obvious, because there is general consensus about this fact; a challenge,

because it is still no everyday reality at most companies. When asked “How well are

your processes working”, the respondents of many staff, partner, or even manage-

ment surveys will give a disarmingly honest answer: The optimization and contin-

uous improvement or even the simple monitoring of processes is often neglected.

Very few companies have allocated the topics a dedicated place among the direc-

torial responsibilities of their executive managers.

A more encouraging picture appears when it comes to the recognition that

information and communication technology is an essential and indispensable

means for pursuing a company’s mission or running its production or service

delivery processes. Nonetheless, the lasting effectiveness and efficiency that

companies are aspiring to will only be possible by considering processes and IT

as one joint package. There is, happily, general agreement that most business

processes would nowadays be unthinkable without the support of IT solutions.

This applies to the manufacturing industry just as much as to the world of finance or

the service sector. With the increasing relevance of IT, the requirements of users are

also growing; users expect more and more in terms of efficiency, effectiveness, and

quality.

Irrespective of whether it is handled by an in-house team or by an external

provider, IT remains caught up in the tension between the functional and qualitative

requirements of operational departments—essentially meaning the end user—and

the pursuit of greater efficiency and optimized processes. The latter perspective

considers quality and funtionality purely in terms of costs and economization. IT is

often faced with mutually contradictory demands: On the one hand, people expect

the shortest possible time-to-market and customized solutions at an acceptable
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