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ABSTRACT 

 In an organisation, Critical Business Processes (CBPs) are important for financial 

stability and the effective running of business operations. Many authors attempted to study the 

process of identifying Business Processes, yet most of these studies needed to determine an 

appropriate framework for identifying CBPs. Organisations have to identify which processes 

to keep running, delay, and even stop at a particular time. The motivation for this study is to 

develop a viable framework which will efficiently identify Critical Business Processes (CBPs) 

in the company and also detect conflicts among existing business processes. This research and 

framework were done and validated in a case study of an organisation in Dubai, United Arab 

Emirates (UAE). 

For this thesis, the Design Science Research (DSR) methodology collects the relevant 

data needed to develop and evaluate the artefact. The Critical Business Process framework data 

collection and artefact evaluation phases use a qualitative research approach to interview 

participants. In the data collection phase, the researcher performed a systematic literature 

review to understand best practices, then interviewed eight participants from different  

departments in the organisation for five rounds to find out the existing gaps and requirements 

regarding CBP framework development and results were analysed using Nvivo software. 

Finally, we built and developed the artefact by integrating the information acquired from the 

literature and the participants' opinions. Following this, we tested the completed artefact with 

participants using a conventional perceived semantic model's quality test interview. Criteria 

such as accuracy, relevance, completeness, and authenticity were utilised to assess the 

perceived semantic model quality of the proposed CBP framework. After the assessment 

findings have been considered, the components of the artefact that need to be modified or 

enhanced are discussed, and finally, we develop the final CBP Framework.  

The limitations of this study include its limited research geographical scope to an 

organisation based in Dubai, United Arab Emirates, rather than internationally; hence, variables 

may not be factored in designing the framework. On the other hand, this study's contribution 

shed light on the importance of identifying critical business processes while adding extra value 

in considering the iterative stage of DSR. For future studies, the researcher suggests conducting 

a similar topic on another organisation apart from the UAE using a bigger sample size and a 

predominantly quantitative approach to reach similar results.  
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CHAPTER ONE: INTRODUCTION 

1.1 Preamble 

Identifying critical business processes is vital since understanding and optimising these 

processes lay the foundation for organisational efficiency and success. This chapter highlights 

the key components covered in more detail in other chapters. The chapter includes the research 

problem, significance of the research, research question, aims and objectives, research methods, 

contribution to knowledge, and ethical considerations. 

1.2 Research Problem 

Business processes have proven their significance in the running of organisations since 

they entail assessing functionality as well as overall significant concerns, for instance, the 

dangers facing the organisation while performing a specific action (Maniora, 2017). Every firm 

is engaged in identifying essential business processes. Chang (2016) states that the success or 

failure of an organisation is entirely determined by how effectively these processes are 

recognised and structured. For example, a suitable advertising process provides a firm with an 

acceptable number of prospective customers, and an appropriate production process guarantees 

that the product is of excellent quality and competitively priced, which enhances the customer 

experience. Business processes are a collection of interrelated organisational actions that 

transform inputs into desired outputs. For example, insurance company operations include 

establishing customer trustworthiness, acquiring data, and calculating monthly instalments. It 

is critical to note that these jobs are interrelated so that they occur in a timely and ordered way. 

The input is data from insurance clients, and the output is signed insurance contracts. 

Critical Business Processes (CBPs) are essential to an organisation's financial and 

operational stability. The identification of CBPs is, therefore, crucial for the organisation's 

business continuity and for complying with local, national, and global laws and regulations 

(such as ISO/IEC 27001 and NCEMA). The goal of identifying CBPs is to help organisations 

achieve their goals by aligning business processes with organisational objectives, which may 

need continual improvement of the CBPs (Kuester, Gerth, 2018). According to Conklin, & 

Lavoie, (2020). It is often assumed that identifying CBP is as straightforward as tracking 

material intake and product/service outflow. Nonetheless, identifying CBPs has frequently 
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proven difficult, given that most business founders/owners need to understand the CBPs 

comprehensively. 

The standards in place currently only give organisations high-level guidance as well as rely 

heavily on input from separate business units. According to Anand et al. (2013), the information 

is generally subjective. As a result, business units may exhibit disparate priorities and objectives 

incompatible with and incompletely comprehending their peers' actions and ambitions. 

Moreover, according to Chang (2016), the absence of a comprehensive framework to 

effectively address these inconsistencies within the current mechanisms leads to conflicting 

specifications among various business units. This occurs due to unforeseen interactions 

between their respective activities, ultimately resulting in a contradictory final Corporate 

Business Plan . As a result, a framework is urgently needed to assist firms in identifying CBPs 

and conducting process reform. The research aimed to provide a fresh paradigm for CBP 

identification that applies to all corporate organisations, independent of size. 

1.3 Significance of the Research 

In many organisations, managers need help to identify CBPs. The current literature must 

indicate how these managers can effectively detect conflicts among those CBPs, leaving a 

significant research gap. They provided the view of an organisation as a collection of various 

interrelated processes with limited resources dedicated to sustainability process improvement. 

This research develops a detailed framework that could identify and select the most suitable 

processes to improve and how they ensure the improved processes are in line with the 

organisations' overall goals.  

1.4 Research Questions 

The main research questions of the study; 

RQ1: What challenges do managers face in identifying CBPs, and how can these 

challenges be mitigated by developing and classifying CBPs using a CBP framework? 

RQ2: How Can DSR be applied to develop a framework for identifying CBPs in the 

specified organisation in Dubai, United Arab Emirates. What elements would have to 

be included in the process model to give a complete representation of the CBP 

framework? 
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RQ3:  How feasible and viable is the developed CBPs framework in detecting conflicts 

among BPs effectively and identifying Critical Processes to mitigate these conflicts. 

From the research questions, we can specify the aims and objectives of the research. 

1.5 Research Aims and Objectives  

The objective of this study is to systematically construct a framework that facilitates the 

effective identification of CBPs and the detection of conflicts that may arise among them. The 

present research employs and verifies a new framework via a case study conducted on a 

prominent organisation located in Dubai, United Arab Emirates (UAE). The aims of this 

suggested study are:  

1. Conduct a thorough and in-depth analysis of the existing literature in order to get an 

understanding of the most cutting-edge techniques and strategies for CBP detection. 

2. Following the completion of the data collection and the application of the first phases 

of the DSR methodology, meticulously build the first draft of the framework for CBP 

identification.  

3. To enhance and complete the framework, it is necessary to follow the iterative phases 

outlined in the approach.  

4. Using an organisation in Dubai as a case study, demonstrate and apply the framework 

to the business.  

5. Conduct an analysis of the framework and make note of the overall influence it has 

on the functioning mode and performance of the organisation.  

6. Make the findings public by publishing them in academic journals and using them in 

professional settings. 

Therefore, this dissertation's first main research objective is to investigate the problem to create 

an overview of the artefact requirements needed to solve the issue at hand. First, a literature 

review on both research problems is performed. This way, the problem context is outlined. The 

findings from this literature review are then complemented with the results from a list of 

interviews conducted with eight business experts to ensure practitioners confirm the 

requirements and needs. Based on this comparison and the analysis of the findings from 
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literature and business experts, the requirements of the artefacts that should be developed to 

solve the problem which can be outlined precisely.  

1.6 Research Context 

The study was hosted in 2019 by a public services provider in Dubai, United Arab 

Emirates. Established in early 1992, through the merger of two companies originally founded 

in 1959 by a former ruler of Dubai, the organisation is structured into eight specialised 

divisions. The diversity and number of these divisions indicate a complex operational 

framework, making the research site a rich source of information for the study 

1.7 Research Methods 

This research incorporates primary as well as secondary data. For secondary data, the 

researcher reviewed the previous studies conducted by other researchers on similar topics while 

finding out the gaps and criticising these studies’ results. The second method involved primary 

data research involving qualitative research. The study was conducted at a public organisation 

based in UAE. The organisation comprises several specialised divisions. Which has several 

business processes in place; it provides a solid baseline with a comprehensive set of processes 

suitable for the research topic.  

A qualitative research method has been selected for the work as the research 

fundamentally depends on the respondents' numerical data, perspectives, and opinions 

(Hennink et al., 2020). The nature of this research requires the researcher to engage with 40 

business managers representing most of the departments in the specified organisation to find 

out their views on CBPs by asking closed and open-ended questions to collect as much 

information as possible. Open-ended questions ensure respondents give additional details 

without restrictions, which is vital as it enables new perspectives on the subject matter (Tracy, 

2019). The data is collected as narrative forms about the views and opinions regarding CBPs, 

which forms the foundation of the proposed framework. 

Primary data in this work is collected through semi-structured interviews, which is 

preferred as they allow more interactions with the stakeholders and straightforward questions 

(Hennink et al., 2020). As stated previously, the interviewees representing majority departments 

of the selected organisation were chosen. Every participant has to answer the specified 

questions (Illustrated in Appendix C). The objective of data collection is to obtain responses on 
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CBPs from various business units in the organisation about their understanding of the general 

organisational process, inter-connectedness among multiple business units and the importance 

of identifying CBPs. Conducting interviews with the participants can add value to the project 

while exploring their detailed answers, which can facilitate answering the research questions 

and meeting the project’s aims and objectives. Meanwhile, the questionnaires were essential to 

validate the qualitative interview results.  

 The interviewees were asked to tell their experiences and stories supporting their 

perspectives on identifying CBPs and the importance of the framework. Some of the interviews 

were conducted online, and others were conducted in the presence of the participants over three 

months, primarily attributed to the lockdowns associated with the COVID-19 pandemic. Each 

interview ranged between 60-90 minutes, allowing sufficient time to gather detailed 

information. All participants’ responses were anonymised. The interviewees’ responses have 

been recorded and transcribed. Finally, the transcription was analysed using NVivo software 

and then assessed for validity and reliability in the framework development. Overall, the output 

of the interviews provided a good insight into the difficulties associated with identifying CBPs 

in large organisations.  

Finally, the construction and advancement of the artefact are achieved by combining 

knowledge obtained from scholarly sources and the interview participants' opinions. 

Subsequently, quality test interview was conducted with people using a typical perceived 

semantic model to evaluate the final artefact. The quality of the suggested CBP model was 

evaluated by considering criteria such as correctness, relevance, completeness, and authenticity. 

Following the careful consideration of the assessment results, the elements of the artefact 

requiring modification or enhancement are deliberated upon, culminating in the development 

of the ultimate CBP framework. 

1.8 Research Approach 

A strategy to research that takes a conceptual approach was developed to address the 

research questions, and sub-questions defined in the preceding section. The strategy's first step 

is to review the relevant work that has already been done and locate initial information 

regarding CBP's challenges and concerns. The information that has been gathered will be 

included in a qualitative study used to assess the integrity of this data in UAE government 

entities. Face-to-face interviews are utilised to gather specific information on current business 

process automation. 
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Following the completion of the needed data collection, a literature review is conducted to 

locate CBP-related studies that focus on the problems and worries uncovered during the 

research's first and second stages. A concluding interview on the results was held to identify 

any connections, if any that exist between implementing CBP and achieving an effective 

business Conflict-free processes framework. 

1.9 Design Science Research 

There are three distinct advantages to using the DSR design in this thesis. In contrast to 

other study methods, DSR does not accept the artefact as a given; instead, it encourages the 

creation of original artefacts. Second, according to Gregor and Hevner (2011), DSR is a 

problem-solving paradigm with a distinct applied perspective. DSR makes it possible to assess 

the effectiveness of developed artefacts regarding their value for resolving issues recognised 

inside an organisation. According to Hevner, March, Park, and Ram (2004), research relevance 

may be ensured by framing research operations to answer the demands of businesses. Third, 

DSR offers a variety of research frameworks that may be used to direct individual research 

initiatives. These frameworks pay explicit attention to scientific rigour in addition to (practical) 

relevance (Gregor & Hevner, 2011). 

In conclusion, DSR enables the creation of an approach founded on a solid theoretical 

basis. At the same time, the practical usefulness and efficacy of the approach can be assessed 

using empirical methodologies (Hevner, March, Park, & Ram, 2004; Venable, 2006). DSR 

allows the approach to be developed in a manner that is both theoretically and practically sound. 

Research identification and objective definition are the first two stages that should be completed 

in accordance with Peffers' guidelines. According to Hevner (2004), the third stage of the 

process comprises crucial design and development procedures, often broken down into iterative 

subsets. The fourth step that must be completed is demonstrating the framework of an example 

of CBP identification applied to a case study (Peffers et al., 2007). The fifth step involves 

analysing the framework's effectiveness, constructed in the previous step (the third activity), in 

several scenarios (use cases and disasters) to evaluate its application within the chosen case 

study. In the fourth chapter, we go further into Activities 3-5. The last step is to convey the 

results to the scientific community and the practitioners involved in the study and demonstrate 

the findings' importance and originality. 
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Within the design and development activity, generating CBPs that do not include 

conflicts might be considered a new design theory. Venable (2006) describes a process like this 

as consisting of several cyclic processes that use kernel- and design theories. Even if the tasks 

are referred to slightly differently than we do in our profession, the overall purpose is the same. 

For instance, our suggested theory of conflict-free CBP is evaluated in the Technology 

Evaluation activity. However, the technology invention and design activity still shows the 

gradual theory modification stage. Concurrently, neither the Problem Diagnosis nor the Theory 

Building processes will undergo any changes. Our example will take advantage of the powerful 

theory produced due to the cyclic framework's successful capture of a spiralling succession of 

events. 

1.10 Contribution to Knowledge 

This thesis posits that there exists a need for innovative modelling tools that facilitate 

the explicit design and modelling of conflict-free CBPs inside organisations. This thesis makes 

a valuable contribution to the field by focusing on the graphical depiction of CBPs, which is 

essential for their effective examination and subsequent enhancement.  This thesis introduces 

an innovative method of business process modelling that combines graphical and formal 

techniques. The system intends to find and collect CBPs without any potential conflicts of 

interest for the case study and any company prepared to enhance its business processes 

regardless of size. This will let experts build business continuity with much less time and effort, 

which is crucial for certification (for example, ISO/IEC 22301 and 27001). In addition, the 

findings advance cutting-edge research in the information systems field towards improving 

CBP identification. The framework offers the relevant management a clear set of guidelines 

that may be followed to accomplish business continuity (wholly dependent on CBP 

identification) without needing guidance from other sources. Despite this, it offers a method for 

dispute resolution inside CBP, which various business units can report on with minimal work. 

Additionally, a significant contribution made by this body of work is the implementation of the 

DSR methodology within the framework of CBP identification.  

Developing an original framework for identifying CBPs to improve decision-making 

processes is essential, which may enhance enterprises' long-term viability. According to Made 

and Rogers (2001), businesses interested in increasing their performance and sustainability may 

use this research to implement a framework that will assist them in determining which of their 

core competencies needs to be improved to execute essential business operations successfully. 
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Because the organisation had identified CBPs within these processes, it was aware of the risks 

ahead and could effectively take preventative measures against them. Additionally, by utilising 

the recently created framework of CBP identification approaches to all business units, the 

results support governance policymakers in strengthening and expanding the scope of their 

policy. 

 

1.10.1 Contribution to Professional Practice and Novelty 

As a case study for the organisation and any firm looking to improve its business 

processes, the framework will be utilised to achieve conflict-free Critical Business Processes 

(CBPs). This would make it easier for specialists to plan for the upkeep of business operations, 

which is also necessary for certification under standards like 27001 and ISO/IEC 22301. 

Furthermore, the outcomes of this study will advance the boundaries of research in Information 

Systems by enhancing the optimisation of identifying CBPs. The framework will provide a 

comprehensive set of guidelines for responsible managers to effectively execute business 

continuity, relying just on critical business process identification without the need for external 

assistance. However, this system will provide a means of resolving conflicts inside the CBP 

framework, as reported by various business units, with no exertion. Furthermore, a significant 

contribution of our study is in the use of DSR within the domain of CBP identification. 

1.11 Research Ethical Considerations 

In the present study, the researcher has obtained authorisation from the selected organisation 

(see Appendix B) to carry out this research inside the organisation. The researcher has sought 

the informed permission of all participants of the study. In accordance with academic protocols, 

a responder substitution takes place in the event of non-compliance. The data obtained from 

participants is securely stored and protected to guarantee confidentiality and anonymity, 

preventing any unauthorised disclosure to other entities. Moreover, the participants duly 

completed an informed permission form, ensuring the acquisition of candid and precise 

interview replies. The School Research Ethics Committee (SREC) granted ethical permission 

for the study. 

 



 
 

17 
 

1.12 Organisation of the Research 

The study comprises the following chapters; 

Chapter One: Introduction. The chapter explains, in brief, the main points of the study that are 

discussed in detail in the following chapters, which include the problem statement, the research 

questions, the goals and objectives the studies seeks to achieve, as well as the ethical issues.  

Chapter Two: Literature Review. The chapter provides a comprehensive outline of the notion 

of business process and the related developments in the literature. While investigating the 

literature, the researcher focuses on finding the studies related to significant keywords to shed 

light on the previous studies written by other authors on this similar topic while exploring the 

technique of business process along with the classification of business processes that is essential 

for the development of operative business process frameworks. 

Chapter Three: Methodology. This chapter's primary objective justification is the selection of 

various research methodologies utilised in the study. Following an explanation of Design 

Science Research (DSR), the problem identification approach is offered. This chapter describes 

the methodology that was selected, the interviews that were selected, the participants, data 

collecting, and data analysis in that order. By locating the research phenomena within its social 

environment, the researcher was better able to grasp the research phenomenon and identify 

crucial business processes. This may make it easier to establish a creative framework for 

identifying important business operations.  

Chapter Four: Results and Analysis. The chapter gives a summary of the qualitative research 

technique used throughout the information collecting and artefact assessment phases of the 

DSR process. Following a comprehensive overview of the interview method and an 

introduction to the chosen participants, this study proceeds to identify the prevailing themes, 

issues, and resolutions documented in the existing body of literature. The data accuracy in the 

thematic analysis was maintained by the use of NVivo software, which facilitated the recording 

and transcription of participants' replies. The analysis of these results is conducted to acquire 

the necessary information, aligning with the findings of the literature review, the research 

question, and the study's aims and objectives. The findings of this chapter are subsequently used 

in the creation and design of the artefact. 

Chapter Five: The Artefact. This chapter discusses the design, development, and assessment 

of the artefact via the introduction of its background and foundational aspects, the method of 
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its creation, and the constituent components of the artefact. The chapter finishes by presenting 

the technique and outcomes of the artefact assessment. 

Chapter Six: Discussion and Conclusion. This chapter concludes the complete conducted 

study, develops the framework, and provides future recommendations.  

 The chapter states how the research achieved its objectives and how research questions were 

answered. The chapter also covers recommendations and limitations of the study.  

The diagram shown in Figure 1 depicts the proposed arrangement of the research. 

 

 

 

1.13 Chapter Summary 

This chapter sets the overall context of the study. The study pursues to develop a novel 

framework for CBP identification effectively and efficiently, filling a research gap in this area. 

It can be used by all business organisations regardless of size. The qualitative and design science 

research methodologies were used for this study because they allow for the collection of 

viewpoints and opinions through interviews as well as empirical data for validity and 

dependability. The research findings are essential in showing the challenges organisations 

Figure 1. The Organisation of the Study. (Source: By the Researcher) 
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encounter when detecting CBPs, among the study's other contributions. The Literature Review, 

the chapter after that, presents the contribution of recent research to the methods of identifying 

crucial business processes. The chapter also positions the contribution of this study and details 

the gaps in the literature.  



 
 

20 
 

CHAPTER TWO: LITERATURE REVIEW 

2.1 Preamble  

The chapter provides a comprehensive overview of the notion of business process and 

the related developments in the literature. Surveying the literature reflects an investigation of 

the previous studies conducted by other researchers on a similar topic (Bryman and Bell, 2003; 

Dunleavy, 2003; Thomas, 2003; Bryman, 2004; Ghauri and Gronhaug, 2005; Gutierrez et al., 

2022). Many benefits can be obtained from criticising the reviewed studies, which are crucial 

for the researcher to develop the current study’s hypotheses founded on the previously stated 

research question while conducting the related empirical study (Blaikie, 2006; Kendall, 2008; 

Creswell, 2009; McMillan and Weyers, 2010; Saunders et al., 2012; Saunders and Lewis, 2017; 

Saunders et al., 2022). This can add value to the current research while assisting in answering 

the research question significantly and meeting the study's objectives. While investigating the 

literature, the researcher focuses on finding studies related to significant keywords. This study's 

keywords include business process, differences in business processes across domains, 

classification of business process as critical, critical business process, and conflicts among 

CBPs. 

2.2 The Business Processes (BPs) 

2.2.1 Defining Business Process 

BPs are the fundamental building blocks of CBPs. In the scientific community, there 

are a variety of definitions for BPs as well as categorisation methods (Melcher, 2012). A 

business process (BP) is described by Davenport and Short (1990) as a series of interrelated 

and coherent actions undertaken with the purpose of attaining a certain organisational result. 

This definition has gained widespread acceptance.  

In particular, an event is defined as a timeless, discrete occurrence, but an activity denotes 

discrete units of labour or responsibilities. Actors are individuals, whole organisations, or even 

entire systems considered active components of a BP. A BP may have physical and immaterial 

elements, referred to as objects (Dumas et al., 2013). 

Davenport and Short (1990) argue that business processes (BPs) have "defined business 

outcomes" and that internal or external organisational customers are the beneficiaries of process 
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results. In addition, business processes are "independent" of the organisational borders and 

structures that they are executed "across or between organisational subunits" (Mani, Barua, and 

Whinston, 2010). These interconnected operations are carried out to turn inputs into outputs, 

accomplish business goals, and provide total value for the firm. 

Another interpretation given for a business process is by Hammer and Champy (1993), who 

define it as the collection of operations which adopts one or more forms of input and generates 

an output useful to the customer. In addition, extending these perspectives on BPs by actors 

participating in the BP and actor cooperation, Ko (2009) builds on the key study done by Ould 

(1995) and publishes his findings in 2009. A more contemporary explanation defines  business 

process (BP) as "a set of operations carried out in coordination in a business and technical 

environment." This explanation comes from Weske (2012). A business objective is 

accomplished as a result of these actions working together. Although only one company is 

responsible for carrying out each business process, such processes may communicate with one 

another and even with those carried out by other organisations. 

Vergidis, Turner, and Tiwari (2008) draw attention to two main issues with the 

definitions of BPs that are currently found in the literature, though: first, the purposes may be 

overly general and typical by failing to sufficiently account for problem specificities or second, 

existing reports may be restricted to a particular application domain. Both of these issues are 

important to note. According to the description provided by Dumas et al. (2023), business 

processes are "a collection of inter-related events, activities, and decision points that comprise 

a variety of players and objects, and that ultimately lead to an output that is of value to no less 

than one customer." 

2.2.2 Business Process Background  

An examination of the historical development of the business process provides a 

comprehensive breadth of understanding of this fundamental approach. In their seminal work 

published in 1763, Diderot et al. provided an elucidation that influenced the Economist and 

"Adam Smith" in their depiction of the pin factory's operations. In this renowned illustration, 

Smith used the term "processes" to articulate the many steps involved in the production of a 

pin. The establishment of IDS Scheer, a company founded by August Wilhelm Scheer, 

coincided with the implementation of Phase 3 in the early 1980s in Germany. In 1991, the 

individual in question developed the "Architecture of Integrated Information Systems" (ARIS) 
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as a conceptual framework for integrating organisational data with information flows, work 

processes, and control mechanisms. This framework aimed to facilitate multiple management 

perspectives, enhance business transparency, and enable better oversight of organisational 

circumstances and process execution.  

According to von Rosing et al. (2015), the initial framework titled "A Structure for the 

Architecture of Information Systems" was introduced by John Zachman, an esteemed American 

business and IT consultant and a pioneer in the field of Enterprise Architecture. This framework 

was published in an article in the Journal of IBM Systems. The article titled "The Zachman 

Enterprise Architecture System-Conceptual Development of a System" has just been published 

and has subsequently led to further advancements in the field. Concurrently, it has been 

suggested that the establishment of relevant standards and the delineation of an organisation's 

structure and formation should be undertaken, including elements such as accountabilities, 

roles, inquiries, tasks, power dynamics, information dissemination, and data collection 

methodologies. Von Rosing et al. (2015) further included the contributions of Taiichi Ohno and 

Shingeo Shingo, notable figures who formulated the concepts of "Just in Time" and "Pull 

Process" subsequent to the conclusion of World War II. However, the TPS has had noteworthy 

industrial expansion since its establishment in the early 1970s, as it has been consistently 

enhanced by both company professionals and academic scholars (von Rosing et al., 2015).  

In the 1990s, the dissemination of Japanese practices to Western countries prompted James 

Womack to consolidate the principles of the Toyota Production System (TPS) into what is now 

known as Lean Manufacturing. On the other hand, it is important to acknowledge the 

achievements of organisations that have implemented these techniques (von Rosing et al., 

2015).  

The newly proposed phase model integrates cross-functionality as a basic component, 

contrasting it to Smith's viewpoint, which was limited to a single functional domain and 

sequentially ordered manufacturing phase activities. He frequently favoured the division of 

work since it suited his political philosophies. However, it has only recently been apparent that 

integrating activities into a formal or cross-functional framework is a workable alternative 

approach. Based on the supply chain's experimental design, the proper degree of work division 

was discovered. Smith claimed that his beliefs had the biggest impact on the creation of the 

division of labour. However, it took some time before it was decided that the idea of integrating 
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tasks into a structured or cross-functional system was workable. Figure 2 illustrates the 

historical progression of the aforementioned processes. 

 

The term "business process" has been defined in various ways by previous scholars. The 

history of the word "process," which derives from the Latin "processus" or "processoat," was 

studied by Andersson et al. in 2005. The persons described an action taken by an entity, together 

with the method used to carry it out. Therefore, a "process" is a group of related activities carried 

out to respond to certain circumstances with the intention of reaching a specified goal using a 

particular methodology. Processes are always transpiring and are considered the fundamental 

underpinnings of all actions, including essential concepts such as time, space, and motion that 

align with the principles of the natural world.  

According to a definition by Andersson et al. (2005), "the business process" or "the 

business operation" refers to a collective entity consisting of people or interconnected 

equipment whereby coordinated actions or tasks are undertaken to provide services or products 

that fulfil the certain business objective for a designated client or customer. It is obvious that 

"business procedures" are implemented throughout all organisational levels, irrespective of 

their visibility or comprehensibility to consumers. Greasley (2003) states that a business process 

can be displayed or modelled as a process matrix, which includes a series of events connected 

Figure 2. Historical Evaluation of Business Process (adapted from von Rosing, et al., 2015) 
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by laws that collect data inside the process or as a flowchart consisting of a sequence of 

operations with decision points. Business process utilisation has a number of benefits, including 

improved customer satisfaction levels and more adaptability to quickly changing market 

conditions. Valderas, Torres, and Serral (2023) argue that process-oriented organisations aim 

to dismantle institutional and departmental obstacles and strive to eradicate functional silos. 

As a result, "process" is a combination of activities that are related and events occurring 

in a sequence in order to achieve a particular result for the user of the product. All actions 

involving time, space, and motion are based on processes which also shape and follow the laws 

of nature (von Rosing et al., 2015; Saurabh, Rani, & Upadhyay, 2023). Understanding the 

definition of "process" needs a thorough comprehension of the "business process" itself. Anand 

et al. (2013) defined a business process as a set of several processes involving one or more 

inputs that result in a product advantageous to the consumer. The authors observed that a little 

common notion was the fundamental layout of activities across time and place, with a consistent 

input and output that gave a practical benefit to stakeholders. As a result, a technique 

necessitates several procedures to achieve a goal, and successful execution throughout a 

recession protects the industry's stability (Wallace and Webber, 2017; Gutierrez et al., 2022). 

After its inception by “Adam Smith,” the concept of the phrase business process and the 

advancement of this description have led to such fields of research as Operations Growth, 

Operations Management, and the implementation of various business management systems. In 

addition, these systems have created a BPM software industry that can seek to optimise process 

management through technology linking various process actors. A process requires a series of 

acts to realise a specific aim. The BPM systems are ongoing but still involve ad-hoc 

intervention. Simple or complex processes may rely on how many steps and how many 

procedures are included; they can be active or lengthy. Longer processes have many 

dependencies and need more paperwork (Chauvet and Piger, 2013). 

A business process's life cycle comprises everything from setting up the objectives and 

specifications for the process to capturing a computerised representation of the process and 

automating the process. To review, analyse, and improve the process typically entails taking 

tangible steps. Furthermore, innovative concepts and adaptable techniques are developing in 

these fields to offer support for controlling the entire business cycle. The life cycle reflects 

developmental path changes in transformation by which the cycle evolves or creativity as it 

traverses six stages of its lifespan, from process review, design, development, delivery, 

execution, quality improvement and governance. The life cycle aids the practitioner in 



 
 

25 
 

completing process areas and class categorisations, visualisations of systems, their phases, 

tasks, procedures, progress, and anticipated changes for the future while using change 

management as the project's driving force (von Rosing, et al., 2020).To maintain business 

continuity, careful business continuity preparation is essential (Chapman, 2017). Zhang and 

McMurray (2013) claim that business strategy concepts have been established in various fields 

like risk management and facilities management. Zhang and McMurray (2013) conclude that 

organisations can ensure that their CBPs can quickly access when a crisis happens. These 

authors suggest that organisations develop systems-based risk identification, handling and 

tracking mechanisms following corporate continuity procedures. While most reports endorse 

this systematic approach, most people in business's main challenge is recognising these threats 

in a business cycle (Yakubova, 2023). According to Kurek et al. (2023), it would be important for 

the organisation to evaluate critical operational processes to work effectively and in complete 

accordance with its strategic objectives. This motivated the researcher to find out the business 

process characteristics. 

2.3 Characteristics of a Business Process 

A business process is a sequence of actions or steps required to achieve a specific result 

(Nadarajah and Kadir, 2016). Therefore, seven characteristics can be defined as scope, purpose, 

steps, sequence, team member, outcome, and customer. As to “Scope”, it is the start and 

endpoint for the stage sequence. “Purpose” denotes the overall goal or explanation of why the 

procedure is carried out. “Steps” refer to the basic acts of team members. “Sequence” indicates 

the order in which the steps are performed. “Team member” points to the individuals 

performing the measure. “Outcome” denotes a specific product, service, or result from process 

execution. Finally, “Customer” is the outcome of the next operation, requestor, or end-user. All 

these seven business process characteristics should be considered in business and management. 

This needs a glance at the business process properties. 

2.4 Properties of Business Processes 

In order to proficiently oversee organisational processes, it is crucial to meticulously 

contemplate the attributes of commercial procedures. According to Gutierrez et al. (2022), it is 

necessary for all process instances that adhere to the business process model to reveal this 

particular feature, provided that there exists a possibility for an asset to be shown at the business 

model level of the process. While the use of structural processes is really crucial, it is essential 
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to emphasise the significance of relying on data generated throughout business operations. The 

analysis of the link between activities and their reliance on data is conducted via the use of 

business process models. The primary area of emphasis should be on the structural attributes of 

process models since these characteristics are not exclusive to a particular application or limited 

to a single domain. When it comes to definition, the condition resembles that of standardising 

database theory. Based on the elucidation presented by Rábová (2009), it can be inferred that 

the placement of all tables inside a relational database schema, namely in third normal form, 

mitigates the occurrence of any abnormalities that were previously seen during the uploading 

process of the database at runtime. The use of Petri nets as a conceptual framework was 

employed to examine the structural characteristics of several business processes. The first 

criteria for assessing soundness in the context of workflow networks were primarily focused on 

the structural integrity of the system. While the importance of soundness cannot be denied in 

some situations, the available information indicates that it may be too sound. Lazy soundness 

has been established by the full monitoring of flux structures for business process patterns, 

including discriminator patterns (Rábová, 2009). 

The establishment of effective business process frameworks necessitates the accurate 

categorisation of business processes as a fundamental need. Vom Brocke et al. (2016) provide 

a strategy that emphasises the need to categorise business processes by systematically 

identifying and documenting them, ranging from fundamental operational processes to higher-

level management processes. The current study places significant emphasis on identifying the 

crucial processes, which refer to activities that span from initiation to completion, transcend 

functional divisions, and directly generate value. As previously mentioned, essential business 

processes refer to the organisation's activities carried out to accomplish its immediate as well 

as long-term objectives. Rahimi et al. (2016) claim that the value chain comprises business 

activities, which include a sequence of significant, interconnected actions that bestow value on 

the product or service. The value chain refers to a series of interrelated activities facilitating the 

production and dissemination of superior products and services, ultimately resulting in 

advantages for the final consumers.  

Similarly, outcomes of a study conducted by Varbanov et al. (2018) show that critical 

processes may exist inside an organisation's activities. Still, they typically transit across other 

functions and departments, as well as across and between other enterprises. According to Cici 

and D'Isanto's (2017) research, most processes involve developing and producing goods and 

services, advertising and delivery to consumers, and consumer feedback. Regardless of size, 
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the firm's number of important processes is from 4-8. Important processes are crucial to the 

value chain and must collaborate ideally to provide actual customer value. The level of business 

processes is shown in Figure 3. 

 

According to research, an organisation's ability to recognise, define, and regulate its 

critical processes comes within its strategic competency (Niesen et al., 2016). Similarly, de 

Olivera et al. (2018) discovered that crucial processes are strategic since they greatly influence 

many companies and play an important part in their performance. It’s worth noting that if 

important processes are carried out successfully, world-class service delivery may be offered; 

nevertheless, if they are inefficient or poorly managed, they can constitute a significant strategic 

vulnerability. Maniora (2017) asserts that crucial processes are practical and support 

distribution by delivering outcomes and value directly to customers via goods, services, or 

information. In order to take a proactive approach to business process management, it is crucial 

to identify and understand essential business processes. 

Four key business management functions represent the business cycle stages. This basic 

difference is also very illuminating since these precise obligations include all sorts of 

organisations and all parts of business units (Gutierrez et al., 2022). The development process 

includes producing products and businesses and forming the firm and its personnel. 

Development necessitates responding to the demands of all corporate operations. According to 

Figure 3. Levels of Business Process (adapted from the Researcher) 
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marketing, the task is market creation. The firm can only exist if there is a demand from clients 

who need buildings. Production is the complete process of producing items and providing the 

services consumers need, and Administration (management) comprises all conduct required to 

supervise the resources (Mc Loughlin, Lascelles, & Nudurupati, 2023). The term encompasses 

all key management support functions to the functioning of a business unit. 

According to a study by Kobayashi, Tamaki, and Komoda (2003), all of the 

organisation's actions will try to make the most of the business processes. For a business 

offering a wide range of goods and services, products and services outside its main business 

may use up resources without giving customers anything of value. Helping jobs that made some 

sense might have been seen as less important at the time by older organisations. For example, 

a person may have put in place compliance requirements years ago to gather data. He used the 

information, even though he didn't need it, but his team still made the reports on time every 

time. If a product doesn't add value to the business process or doesn't need it, you should 

eliminate it. This is one reason why describing the core business processes is so important.  

Most big businesses think about giving their services to companies whose main job is 

to do support tasks. Most of them are thinking about this as a way to save money. Ultimately, 

a baseline will be needed for process-oriented performance growth management (Bicevskis et 

al., 2018). Starting with the main tasks is the best way to analyse the business process 

architecture. After all, they are the tasks in the company that rely on everything else. Integrating 

business processes entails combining the activities and the structure of the affected data 

elements. According to Suwarsono et al. (2018), the majority of research on federated 

information technology so far has been on integrating the object model or making the 

assumption that the lower-level tasks that need to be completed can be found if they concentrate 

on the depiction of activities. This study examines the perspective of a prospective integration 

technique or designer in relation to business processes, building upon prior research that 

demonstrated the use of a significant distinction in possible memantine communication to 

enhance the categorisation process. The study carried out by Gutierrez et al. (2022) clarifies the 

parallels between the processes and activities. On the basis of the aforementioned concept, a 

variety of options for integrating business processes can be found. Additionally, as the 

integration process develops, one may present the options depending on different ways that the 

activities of the processes to be combined interact with one another (Olshanskiy, 2018). 

Given this, business process models (Borger, 2012) may be characterised in various 

ways. The BPMN model and the Trend Initiative (Russell et al., 2016). Egon Börger's (2012) 
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tests indicated that the methodologies do not have the tools to capture scenarios useful to 

organisations in evaluating, controlling, and communicating the generated models (Börger, 

2012). However, little agreement exists on better characterising market processes for various 

purposes (Hitpass, 2014). Regardless of size, both firms face dangers (Hopkin, 2018). As a 

result, defining core business processes for company continuity is critical (Naphade and 

Bhangale, 2013). Information systems (IS) are used by businesses to increase the effectiveness 

and quality of their crucial activities (Kasemsap, 2018). Overall productivity and performance 

will be the outcome of the joint efforts of information systems, their work processes, personnel, 

and deployment methods. It has been said that businesses in this category, regardless of size, 

are vulnerable to risks; as a result, it is critical to identify fundamental business procedures that 

enhance an organisation's continuity and sustainability. As a result, determining the variations 

in business processes across domains provides several benefits. 

2.5 Differences in Business Processes across Departments 

 In classifying business processes, each department offers a different degree of detail. 

Business processes often exhibit high variability as they are usually tied to specific 

organisational functions. Typical functional divisions include sales and marketing, finance and 

accounting, and human resources. Information systems enhance business processes by 

increasing automation and altering information flow by substituting sequential steps with 

attainable tasks that remove delays in decision-making. This ideology is put into perspective by 

Halpin et al. (2009). They note that elements of information systems, such as semantic 

annotations added to business processes, enable a better understanding, reasoning, 

documenting, and querying about constraints and properties that would otherwise be expressed 

from a syntactic approach. In some instances, several business processes may utilise a shared 

information system. Each activity would get its information system from others, while others 

utilise multiple information systems. Information systems enhance managers' risk identification 

and decision-making process by creating a better platform for managers to understand business 

processes. 

Settling upon the statement of Andriani and Joko (2017), in the finance domain, the 

primary considerations when designing business processes revolve around ensuring fast 

evolution and execution of processes to meet speed-to-market, service quality, and compliance 

needs, all of which have to be achieved within an environment of rapid change and complexity. 

The most common business processes include research (product features, market conditions, 
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and economic performance), prospecting (seeking new clients), customer service (customised 

service based on a client-specific profile), and account maintenance (optimising returns from 

an asset portfolio). Modern financial providers amalgamate various product and service 

offerings across banking, asset management, logistics, and insurance (Andriani and Joko, 2017; 

Gutierrez et al., 2022). These institutions function globally and serve increasingly well-

informed and mobile user segments. Furthermore, increased regulatory scrutiny and corporate 

governance rules can increase the complexity and cost of performing certain processes. 

According to Tokuoka’s (2012) business environment assessment, positive regulation reform 

was instrumental in reducing business costs and increasing productivity. An integrated 

approach in this domain allows products, systems, processes, data, and applications to evolve 

rapidly.  

Moreover, optimising the sale-to-fulfilment process is central to reducing costs, 

improving customer loyalty, and winning new business (Andriani and Joko, 2017). Lack of 

integration across payments, lending, and trading for one firm would provide competitors with 

considerable profit opportunities (Suwarsono et al., 2018). Financial institutions must also 

integrate and optimise their processes for interaction with the third party who often supply 

critical components of today's financial products. For example, a mortgage offer usually 

involves accounting, underwriters, insurers, risk management, collections, incentive 

management, and credit control.  

Enhancing the connections among the transaction elements would, in an ideal 

environment, increase the performance of the general business processes. Therefore, it can be 

generally noted that within the confines of finance, risk identification, in the context of business 

processes, is also dependent on external regulations (Suwarsono et al., 2018). For any domain, 

a lack of integration across typical functions, such as human resources, finance and accounting, 

sales and marketing, and information technology, would provide competitors with considerable 

profit opportunities. Enhancing the connections among the transaction elements would, in an 

ideal environment, increase the performance of the general business processes, as debated by 

Andriani and Joko (2017). 

 The Failure Mode Effects Criticality Analysis (FMEA) model is a common tool in the 

automotive industry, helping to identify critical processes. FMEA was originally a quality 

improvement technique pioneered by the US Army in the late 1940s and served as the industry 

standard until the introduction of ISO 9000 (Carlson, 2012). It is a systematic process for 

identifying potential design and process failures before they happen, intending to eliminate 
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them or minimise the potential risk caused by them. The FMEA also includes a Risk Priority 

Number, which evaluates the risk of possible undesired outcomes of a production process, 

allowing for ranking outcomes based on priority (Carlson 2012). The undesired consequences 

refer to the types of failure that can occur in a design or production process.  

Therefore, CBPs can be identified within some industries by evaluating processes where 

failure might occur. Applying the Failure Mode Effects Criticality Analysis facilitates deeper 

insights into the perception of criticality within the automotive industry. This creates an 

objective perspective on manufacturing business processes relative to the risks involved in each 

process (Farhid et al., 2022). Considering the examples in the following sections, the concept 

of CBPs becomes evident in different domains. 

It is still just a sight manufacturer, a perfect information system that meets all customer’s 

needs, is reliable, easy to adapt, and easy to sustain. The biggest impediment to this vision is 

the reluctance of consumers, who mostly are not informed about IT, to describe their clear and 

unambiguous requirements and to communicate them to developers (Musyafa and Smarno, 

2022). Information systems have historically been established according to standardised 

documents, e.g., program specifications; however, if formulated in a natural language, the 

criteria appear imprecise and ambiguous. The situation gets worse by often changing customer 

requirements. All these place software developers in an unenviable situation. They must 

develop software according to inaccurate and evolving specifications. 

 One potential approach is using formal language to describe the problem requirements 

and machine modelling. According to Bicevskis et al. (2018), this approach can eliminate the 

uncertainty of specifications and may also allow for the direct implementation of the 

specification. Therefore, the issue of requirement changeability is solvable – improvements can 

be introduced into the model and then create code from the model. However, given decades of 

effort, these issues are still not fully solved. The environment where we try specific definitions, 

recurring patterns, and the Latvian State Social Insurance Agency (SSIA) are the company 

organisation's clichés to improve the modelling language. Like other government agencies, all 

SSIA operations are primarily regulated by legislation and local orders. However, unlike most 

government entities, SSIA is a customer-oriented organisation – its primary role is to serve 

consumers, and its front office is well-developed. For most cases, service to clients means 

processing documents; if a client requests some social service and offers appropriate 
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documents, these records go over a workflow, and an approval or rejection letter is sent to the 

client. (Bicevskis, et al., 2018). 

While following the debate of Musyafa and Smarno (2022), several problems were faced 

in practice and having an advanced tool-building platform at hand; their solution was devised 

by building domain-specific business process modelling tools, according to the following 

principles: initially, tools must be comprehendible to non-IT specialists because modelling will 

be done mainly through domain professionals. Secondly, the business domain and information 

system development requirements must be considered. A graphical domain-specific language 

has been developed, which non-IT professionals can easily understand. This language is 

domain-specific; it can be used only to model business processes in specific organisations. 

2.6 Business Processes Modelling 

In the past, a considerable amount of emphasis has been placed on "company 

operations" and "workflow control." These are utilised for the purpose of the development of 

particular office or manufacturing procedures. "Workflow administration" is used because 

individuals commonly promote implementing previously assessed systems by computer 

technologies (Xu, 2014). This is because people depend on process studies and template 

documents. This investigation into the field of process management presents a strategy that is 

both cutting and energy efficient. To this day, existing frameworks have either included 

multiple different language structures for business process modelling or have concentrated on 

a specific aspect of workflow management (modelling or implementing). This makes it possible 

to integrate and use modeling workflow requirements of "legacy" business processes in a work 

environment. This is made possible by the fact that the model is collaborative. The use of this 

innovative methodology is a crucial element in optimising the functionality of the existing 

process control systems. The EPC business process modelling vocabulary was used to apply 

the framework once again for defining the SAP Rl3 procedure. Within the confines of this 

corporate entity, there exists a substantial level of comprehension and elucidation pertaining to 

the diverse array of company procedures. 

According to Moattar et al. (2022), the phrase "workflow administration" is frequently 

used to refer to the use of information technology to make it easier to carry out pre-established 

procedures. People who concentrate on the design and development of processes employ the 

methodology known as business process modelling. The practice of using information 
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technology to improve the execution of pre-established procedures is known as "workflow 

management." This research presents a novel and streamlined approach to addressing the 

challenge of process management. Until now, prevailing frameworks have only focused on a 

certain aspect of workflow management, either in the realm of modelling or execution. 

Alternatively, other frameworks have introduced many novel language elements specifically 

designed for business process modelling. The usage of an existing language for business process 

modelling is made easier by this innovative methodology. This method combines the effective 

execution of modelled processes on systems with a database-centric focus on their validation 

and verification. 

The value chains provide an overarching structure for the activities that the organisation 

carries out. According to Moattar et al. (2022), to provide a more in-depth perspective on this 

topic, the business functions located at the top of the hierarchy are subdivided into more 

granular functions that are smaller in scale and, in essence, efficient market processing 

processes. The practical decomposition method is the one that should be used. Business 

processes are made up of several connected activities. It is the organised execution of these 

operations that ultimately leads to the fulfilment of a corporate objective within a specific 

technological and organisational environment. Business process templates may be used to 

create business processes. Since this section focuses on arranging activities that must be done 

rather than the technological and organisational background of the business processes being 

modelled, the term "process model" was used. To define process models and give notational 

elements that match their conceptual characteristics, a notation must be used. A notational 

element capable of representing the activity models is necessary, for example, if the process 

model contains the concept known as the activity model (Moattar et al., 2022). 

Workplace coordination is essential to any business process management programme 

an organisation implements for its employees. Information on the organisational structures that 

control how the firm approach is applied must be provided in order for this program to be 

completed. The process model step is the same as the data modelling step in that it describes 

how models might be represented (in this case, as an organisation). At the moment, a 

supervisor's responsibilities are defined in terms of their locations, their tasks, their teams, and 

their connections. Organisational modelling guidelines have a few systematic examples where 

they describe organisational structures and notes to be made (Weske, 2012). These examples 

may be found in the following sentence. The conceptual models used are employed to structure 

the area that may be used for modelling business operations. Although the concepts that 
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underlie the terminologies that have been supplied and their relationships have been mentioned 

informally in earlier chapters, conceptual models will now be covered in more detail. 

These models are offered in the "Unified Modelling Language," an object-oriented 

modelling and design language, according to Fitsilis et al.'s (2014) research. The actions that 

make up a business process are those that are carried out in a specific order in order to advance 

an organisation's objectives. These could involve manual labour, user engagement activities, or 

processes. Neither of these manual processes is assisted in any way. In intelligence networks, 

the act of hand-delivering a package to a commercial associate is an illustration of a manual 

task. User interaction activities take things a step further, where awareness workers perform the 

job using information systems (Fitsilis et al., 2014). It's only sometimes the case that physical 

activity is contributing. Gathering information about an insurance dispute by a human being in 

the context of a contact centre is a good illustration of human communication behaviour. Since 

humans are the ones who use data systems to carry out these activities, these systems must have 

applications with satisfactory user interfaces to ensure practical work. These kinds of apps have 

to be connected to back-end programs, which are responsible for storing the entered information 

and making it accessible for later use. 

According to Fitsilis et al. (2014), many actions carried out during business process 

development are manual. However, according to Fitsilis et al. (2014), state changes are 

accomplished via user engagement practices in the business process management system. For 

instance, there is an information system that can keep track of where a package is in its delivery 

process. In most cases, the recipient is the one who signs for and acknowledges the arrival of a 

package. The actual delivery is a crucial piece of logistical information required for many 

business activities and must be accurately reflected by information systems. It takes several 

actions to complete a logistics process (Trent and Joubert, 2022). In addition, the information 

obtained from these occurrences is utilised as consumer monitoring data. Information systems 

are responsible for carrying out computer activities rather than human users. Checking the 

balance of a bank account or collecting stock information from an application used by a 

stockbroker are examples of how a gadget might be used. According to Trent & Joubert's 

illustration (2022), all of the necessary parameters for the invocation are expected to be 

prepared. If a human user makes this information available, then the behaviour being referred 

to here is user contact. Access to the relevant software systems is required for both categories 

of operations, according to Weske (2012). As a consequence of this, the business process will 

be designated as critical. 
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2.7 Classification of Business Processes as Critical 

 Business Process Frameworks are reference frameworks that better define, evaluate and 

develop business processes, according to Al Blooshi and Hosseinian-Far (2019). Typically, the 

models describe the classification method hierarchies. Depending on the choice of the model, 

organisations should organise, analyse and optimise their particular processes in the hierarchy 

based on best practices. Scheer (2012) cites numerous explanations or criteria to guide the 

creation of frameworks or models for business processes, some of which involve the 

management of organisational adjustments, organisational information storage, and business 

cost measurement. Classifying CBPs allows for defining a structure of such frameworks 

(Scheer, 2012). Three significant structures for market classification processes are the APQC 

Process Classification Framework (PCF), the Supply Chain Operations Reference Model 

(SCOR), and the Quality Reference Model (VRM).  

 High-level business strategy and applied business processes are two examples of 

different degrees of business process management. The Company's strategy is presented in its 

most comprehensive form and details its long-term plans for establishing a sustainable 

competitive edge in the market. Cost leadership is an illustration of a market strategy. At the 

second level, the Business Strategy is divided into organisational priorities. Those goals can be 

grouped to break each target down into smaller targets. One example of a goal for putting the 

aforementioned business plan into practice is lowering the cost of the materials provided. There 

are third-stage organisational business processes.  

               Organising Business processes are high-level, usually specified processes in textual 

form through their inputs, outputs, predicted outcomes, and their reliance on other business 

processes in the organisation (Gutierrez et al., 2022; Farhid et al., 2022; Musyafa and Smarno, 

2022). Such transaction systems serve as systems for customers. An internal business method 

for handling incoming raw materials suppliers provides an example of an organisation's 

business cycle. Informal and semi-formal methods are used at such high levels. A company's 

strategy, goals and business processes can be represented in plain text, enhanced with diagrams 

articulated in an ad hoc or semi-formal notation (Moattar et al., 2022; Trent and Joubert, 2022). 

Although business processes represent coarse-grained business functionality, The enterprise 

typically needs several operating processes to contribute to one business process. Business 

process templates characterise operating business processes. Operational business processes 

form the basis for the introduction of enterprise procedures. The business processes 
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implemented contain information on the technical and operational implementation of the 

project activities in which they will be executed. (Weske, 2012; Moattar et al., 2022; Trent and 

Joubert, 2022). 

Identifying and defining central, enabling, and controlling processes is a valuable means 

of classifying business processes (Olshanskiy, 2018). To design an effective business process 

architecture, business processes must be categorised. End-to-end, cross-functional processes 

known as core processes deliver value to clients or external intermediaries directly. Because 

they represent the fundamental actions taken by an entity to fulfil its purpose, satisfy its goals, 

and realise its vision, core processes are often referred to as "key" processes. The high-level, 

interconnected core activities that make up the value chain, which is made up of these 

operations, individually provide value to the good or service. In the end, the value chain gives 

customers value by developing and delivering the good or service. Organisational structures 

may have central procedures, but these often change between jobs, departments, or even 

between and within firms. A product or service's conception and creation, promotion, transfer 

to the service recipient or purchaser, and customer feedback, such as after-sales assistance, are 

all considered core processes. The value chain's driving forces are its core processes, which 

must synchronise flawlessly to produce real consumer value. No matter the extent, an 

organisation has between four and eight basic processes.  

An organisation's strategic capacity is its ability to define and manage its core processes 

(Gutierrez et al., 2022; Farhid et al., 2022). Strategically significant, having a big impact on a 

company, and crucial to its success are core processes. Excellent service delivery is possible 

when the basic processes are implemented correctly, but if they are dependable, effective, or 

poorly managed, they may represent a serious strategic vulnerability. By providing the 

organisation's outcomes and value directly to important external customers through 

commodities, facilities, support, or information, core operations enable service delivery. 

Internal capital is neither controlled nor aided by core systems (Myers and Myers, 2020; 

Musyafa and Smarno, 2022; Moattar et al., 2022). 

As debated by Snedaker and Rima (2014), critical business processes and structures 

significantly affect the organisation's activities and a need for restoration. It offers the most 

direct view of the mission-critical company's positions in each department (Musyafa and 

Smarno, 2022; Moattar et al., 2022). From an IT perspective, a mission-critical network, device, 

or program outage will cause the company to experience extreme disruption. Such an outage 
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frequently has significant health, legal, operational, and financial implications. This outage can 

endanger people's health, well-being, and interests (think of hospital systems). This form of 

outage could risk the company's very life. These systems may require significant effort at 

reconstruction, and these attempts are almost always counterproductive to the rest of the 

company (if all other parts of the business will still function during such an outage). The 

tolerance for such a failure, whether this originates from the IT system or the function/process 

it provides, is relatively small, and the recovery period requirement is often specified in terms 

of hours, not days (Gutierrez et al., 2022; Farhid et al., 2022).  

2.7.1 APQC’s Process Classification Framework (PCF) 

The APQC's Process Classification Framework (PCF) is a group of cross-functional 

processes that allows quantitative evaluation of organisational performance internally and 

externally (Aitken et al., 2010). The model categorises operating and management processes 

into 12 main groups (Weilkiens et al. 2012). PCF allows organisations to evaluate their process 

objectively and optimise them in the broader industry context (Ziemba and Eisenbardt, 2015). 

Figure 4. illustrates the APQC’s process classification framework; 
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 The highest level of the PCF framework is the Category, which represents the highest 

level of a process, such as supply chain, customer service, human resources, and financial 

organisation (Aitken et al., 2010). The second level is the process group, which comprises 

related processes such as procurement, accounts, after-sales repairs, and developing sales 

strategies. Level 3 is ‘process', which references a sequence of connected tasks that transform 

inputs into valuable outputs. These activities consume resources and require standards to 

maintain repeatable performance. Level 4 is ‘Activity', which indicates key events performed 

when executing a process, such as receiving customer orders, resolving consumer complaints, 

and negotiating supplier contracts (Weilkiens et al., 2012). Level 5 is ‘Task', the next 

decomposition level after activities. These vary significantly across industries and may 

include acquiring funding, creating business case studies, and designing a reward approach.  

Figure 4. APQC's process classification framework – (Adopted from Ziemba and Eisenbardt, 

2015) 
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 Weilkiens et al. (2012) affirm that the PCF defines each processing element using a 

unique 5-digit number corresponding to the element's conceptual meaning. Each processing 

element has a hierarchical number describing the PCF categorisation (e.g. 2.1.2.1) and a serial 

number uniquely identifying the process element in other APQC models beyond PCF. (For 

instance, 10068).  

 

Figure 5. Level of the PCF framework (adapted from Weilkiens et al., 2012) 

 

2.7.2 Supply Chain Operations Reference Model 

The Supply Chain Operations Reference Model (SCOR) is a strategic method an 

organisation and its suppliers use to develop, discuss and communicate supply chain 

management decisions. The model clarifies the business processes required to meet a company's 

demands. As with PCF, SCOR adopts a hierarchical model of reference for supply chain 

processes (Weilkiens et al., 2012). The top-level characteristics of five management 

processes—Plan, Source, Make, Deliver, and Return—as well as project dependencies, KPIs, 

and best practices—are defined by the model. The process chain that SCOR focuses on only 

partially reflects the five management processes. The supply chain moves from potential 

suppliers to vendors and customers. SCOR believes in the flow of goods, demand, and customer 

contact from the original order to payment in addition to the process chain. 
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2.7.3 Value Reference Model 

The Value Chain Group developed and disseminated the Value Reference Model 

(VRM) (Tung et al., 2018). It includes value chain planning, management, and execution to 

support process optimisation and effectiveness. The approach is appropriate for organisations 

that link processes across borders of functional units (Weilkiens et al., 2012). This describes 

reference processes on three different levels, with distinct basic input and output concepts, 

measurements, and best practices at each level. The three areas of planning, governing and 

execution make up the highest level of strategic processes (Weilkiens et al., 2012). Making 

decisions at this level involves figuring out how to develop the value chain to get a competitive 

edge. For instance, a business can work with other businesses to develop a value chain that is 

cost-effective. 

The tactical level follows the strategic level (Weilkiens et al., 2012). Processes at this 

level are geared towards implementing the strategic plan with sample activities, including 

outsourcing specific activities. The lowest level in VRM is an operational process that describes 

the concrete steps, such as accepting customer orders and checking the shipping status in 

procurement (Weilkiens et al., 2012). The model can have further details depending on 

particular business processes and needs. In the model, activities are operational process 

improvements, while actions are low-level organisational procedures that cannot be refined 

further. This section concludes after an in-depth review of the existing frameworks, including 

the APQC Process Classification Framework (PCF), the Value Reference Model (VRM), and 

the Supply Chain Operation Reference Model (SCOR), which have been done to establish the 

foundation for the proposed framework. 

2.8 Process Importance (Definition) 

According to research conducted by McLean (2016), there is great relevance and a 

requirement for strategic alignment of business processes as a vital success element for business 

process projects. Nevertheless, Imgrund et al. (2018) state that organisations could comprise 

hundreds of BPs. However, because organisational resources are finite, it is necessary to 

provide a higher priority to "important" business processes (vom Brocke and Rosemann, 2015). 

The contribution made by Ould (1995) is widely referenced in scholarly literature. 

Ould's work categorises processes into three main types: fundamental operations that serve 

external customers, support processes that benefit internal customers and support core 
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processes, and management processes that oversee organisational administration (Gibb, 

Buchanan, and Shah, 2006). The aforementioned differentiation was established with a primary 

emphasis on the need for business partners to actively contribute to organisational strategy and 

foster a competitive advantage. The core processes include the provision of services to external 

clients. Support procedures include the provision of services to internal customers. Porter and 

Millar (1985) have made a significant contribution by categorising business processes (BPs) 

into two distinct types: core activities and subsidiary activities. The value chain framework, 

first proposed by Porter and Millar (1985), is often used as a tool for analysing the value creation 

process inside organisations (Wirtz, 2018). In order to distinguish the organisation from its 

competitors, key activities might be likened to the essential processes outlined in Ould's work 

(Ould, 1995). According to the study conducted by Duan, Grover, and Balakrishnan (2009), the 

primary components of business operations include physical production, logistics, marketing, 

as well as pre-and post-sales activities. On the other hand, it may be seen that secondary 

processes are uniformly executed across several organisations, hence making a minimal 

contribution to the distinctiveness of a particular organisation (Gibb, Buchanan, and Shah, 

2006). Duan, Grover, and Balakrishnan (2009) argue that supporting processes serve the only 

purpose of aiding primary activities by supplying crucial inputs, such as resources. 

 

Figure 6. Value chain with primary and secondary processes (adapted from Porter, 1985) 

Due to the limited resources that organisations have available for BPM activities and 

the growing requirement to be cost-effective, it is critical in the BPM-focused literature to 

identify "important" business processes (BPs) at the identification phase of the business process 

management (BPM) lifecycle (Dumas et al., 2013). Dumas et al. (2013) provide three criteria 

for significance, dysfunction, and practicality to prioritise BPs in process redesign. To begin, 

"importance" refers to "assessing the strategic significance of each process" (Dumas et al., 

2013) as well as the "centrality" of a BP to the company's overall strategy when profitability, 

continuity, and the "contribution to the public cause" of the organisation are taken into account. 

This critical perspective states that business processes (BPs) that assist in attaining corporate 
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goals and creating value may be referred to as "critical." Second, dysfunction concentrates on 

the BP's maturity level in a "capability maturity model integrated framework" as well as the 

current state of the BP's health and the need to re-vice and rework it. Third, with a focus on 

culture and politics, the feasibility analysis prioritises BPs according to "how sensitive they are 

to Conflict as well as management initiatives" (Dumas et al., 2013). 

In addition, Zelt, Schmiedel, and von Brocke (2018) made a further BP-centric 

contribution by deriving 36 dimensions in 5 major categories to differentiate various BPs in 

their "nature" explicitly. The "process importance" category is one of them, and it is the one 

that classifies a BP according to the influence it has on organisational competitiveness. This 

category also contains criticality and value creation as dimensions. 

"Process importance" is thus defined by Fleig, Augenstein, and Maedche (2018b) "as the degree 

to which a company's procedure impacts the ability of the organisation to produce value, 

achieve company objectives, and ultimately performance." This definition synthesises the 

previously existing definitions and is intended to clarify the meaning of "process importance." 

2.8.1 Critical Business Processes Importance 

Vom Brocke et al. (2016) stated that the key to success in most organisations was the 

planning processes that allowed them to concentrate on their resources to optimise their 

likelihood of being successful. According to McConnell and Walker (2019), critical success in 

planning processes requires comprehension of the internal and external situations, a 

comprehension of the involved people in the plans’ planning and implementation, and most 

importantly, an understanding of the entire system that allowed them to develop such 

comprehension. Hence, practising comprehension as a whole will support managers in setting 

the required tactics and strategies effectively to identify critical business processes. This aligns 

with the experts' debates (Gates, 2010; Parkes, 2016; Al Blooshi and Hosseinian-Far, 2019). 

 Given that, and from the logical vision, since problems are not equally important, the 

concerned business should identify the main processes that can affect key success factors and 

then implement risk mitigation measures to restore them after a disruption. This corresponds to 

the key success factors, a group of goals that need fulfilment to achieve organisational goals. 

Penuel et al. (2009) commented that identifying the critical processes should be done by 

clarifying the goals and, later, how each of the processes could impact these goals. However, 
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despite the consensus about defining critical business processes, the studies and research work 

rarely handled how managers could identify them. 

 A study conducted by Carpinetti et al. (2000) specified three main categories of critical 

processes: the generic critical process that had the most impact on the organisation’s 

performance, the prevalent in manufacturing and production that these researchers considered 

as a critical process, whereas most of the problems were encountered. This latter definition 

linked critical steps to critical variables with the reliability of equipment and the probability of 

the equipment's failure. Therefore, the critical step is too difficult to control since one or more 

core variables could not be sufficiently engineered from the system. The last critical process 

specified by Carpinetti et al. (2000) was the safety-focused critical process seen in the nuclear 

industry. 

Therefore, organisations need to thoroughly discern their vital business processes and 

the possibility of a failure to identify priorities for recovery in the event of an outage (Greasley, 

2003). This reflects the organisation’s mission in considering, defining, and mapping the critical 

business processes, roles, resource dependencies, and distribution networks. This requires a 

practical approach using a vertical, horizontal, or top-down technique (Greasley, 2003). On the 

other hand, there should be a keen on assessing the effects of fluctuations while placing them 

in resilience levels to help in the process of defining the requirements for operational 

availability and recovery from a business perspective (Greasley, 2003; Al Blooshi and 

Hosseinian-Far, 2019). 

One more critical point is that the involved stakeholders should be included in making 

the vision and mission of the organisation realistic. Making people reflect on the critical 

functions is to suggest (either through questionnaires, interviews or workshops) the first things 

people are expected to do in their department during a business disruption that subsides after 

the emergency or imminent danger of a business disruption. This will provide the involved 

people with the most precise description of the essential functions of any business department 

(Gates, 2010; Börger, 2012; Parkes, 2016). 

Since they describe how things are done and are the focus of attention for their 

improvement, critical business processes are crucial. The market may be significantly impacted 

by the creation of innovative products and marketing strategies that are encouraged by a focus 

on precise and accurate core business procedures. As a result, the company is in a position to 

protect its assets, handle urgent needs, and follow the law. This is carried out while monitoring 
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the organisation's capacity to settle conflicts by continuing to use CBPs. The business process 

can be delayed or done concurrently with another activity. 

 The business process management system may include inherent integration capabilities, 

while the extent of integration might vary across different systems (Trent and Joubert, 2022). 

Nevertheless, due to the expeditious rate at which novel implementations are being launched in 

the business application ecosystem, BPM suppliers are constrained to include only standard 

interaction with select recently introduced apps. Most software applications are limited in their 

ability to handle just a few integration possibilities. Integration within the framework of a 

Business Process Management (BPM) platform facilitates the seamless amalgamation of data 

from several different systems. Nevertheless, it is evident why there is frequently confusion 

between BPM integration and business process integration (BPI). 

Therefore, it can be inferred that Business Process Integration is a multifaceted domain whereby 

several business processes collaborate across diverse verticals to achieve the goals of the firm. 

In the context of e-commerce, when a seller receives a client order for a smartphone that is 

featured on their website, they often rely on the phone manufacturer to verify the availability 

of the product or to get information on the normal delivery time. Business-to-consumer 

platforms (BCBPs) that operate across several channels integrate these various scenarios to 

mutually enhance their ability to attain a desired objective. Enterprise Business Process 

Management (BPM) solutions may be used by organisations as a means to accomplish the 

objective of integrating business processes (Kobayashi et al., 2003; Gutierrez et al., 2022; 

Farhid et al., 2022). 

 

2.9 Critical Business Processes Conflicts (CBPS) 

Conflicts are an intrinsic aspect of company operations; nonetheless, the approach to 

resolving disputes may differ depending on the significance of the business activities involved. 

Prasad et al. (2018) suggest that conflicts among cross-border partners (CBPs) may vary in 

severity, spanning from small to significant interactions that are highly noticeable and lead to 

economic harm. Consequently, it is imperative for organisations to identify expeditious, 

efficient, and cost-effective methods for resolving such disputes. Conflicts arising between 

CBPs (Customer-Business Partnerships) provide inconveniences for many stakeholders, 

including consumers, workers, and investors alike. It is essential for organisations to adopt a 
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proactive approach in devising strategies to mitigate or control conflicts, as well as to explore 

novel methods to preemptively resolve possible conflicts (Thomas and Kilmann, 1974; 

Rinderle et al., 2017; Kuester and Gerth, 2018). Parkes (2016) argues that the failure to address 

and resolve differences inside corporate processes may have detrimental consequences since 

these conflicts can escalate and result in costly litigation situations. Consequently, the aspiration 

to achieve conflict resolution in the context of CBPs serves as a foundation for understanding 

all CBPs, as shown by the works of Prasad and Sundaram (2018), Ramadan et al. (2018), Lee 

and Han (2020), and Schefer et al. (2020). 

Confrontation, on the other hand, requires reducing, eliminating, or resolving some 

varieties of disagreements and all varieties of rows. Five conflict resolution strategies were 

described by Thomas and Kilmann (1974) as fight, negotiate, cooperate, avoid, and satisfy. 

When describing concurrent workflow processes, conflicts brought on by those processes 

should be carefully considered. Analysing the potential conflicts between concurrent workflow 

definitions before runtime will be extremely beneficial to business process designers and many 

other workflow management system owners. Businesses should take advantage of approved 

conflict methods and prices, keeping in mind that the aim of dispute mediation is not dispute 

resolution. This is despite corporate procedures evolving to address rising security and 

compliance concerns in recent years. Assigning decision-making and control responsibilities to 

the same issue area may lead to a conflict of interest; it is critical to recognise process-related 

security aspects (Kuester and Gerth, 2018; Prasad and Sundaram, 2018; Ramadan et al., 2018). 

Process-related access control systems are frequently employed in this scenario to 

implement authorisation limitations, such as Separation of Duty (SOD) and Binding of Duty 

(BOD), to determine if the entity is qualified to perform (or is required to perform) a given 

activity. Separation of Duties (SOD) constraints, which require the completion of two or more 

activities by distinct persons, make it easier to incorporate conflict of interest limits in a 

workflow system (Yu et al., 2017). Conflict of interest arises when a single individual or entity 

is assigned two or more conflicting obligations or responsibilities (Lee and Han, 2020; Schefer 

et al., 2020). Consequently, jobs may be categorised as dynamically mutually exclusive at the 

process type level or dynamically reciprocally complete at the process instance level. The Info 

System has the capability to uniformly show a static, then mutual exclusion (SME) constraint 

for all process instances. It is important to assign two distinct roles to small and medium-sized 

enterprises (SMEs) in order to ensure the effective allocation of responsibilities. Additionally, 

it is crucial to avoid assigning two tasks that are operationally incompatible to the same entity. 
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However, it is recommended that these tasks be executed inside a distinct method instance, 

addressing the same problem (Schefer et al., 2020). 

The flexibility of the process management system, known as CBPS, is of utmost 

importance in agile corporate intelligence networks. Within process-oriented applications, 

changes might manifest at two distinct levels: the process form and the process case. A process 

denotes a specific operational endeavour within a corporate context, such as the management 

of a patient's purchase order or treatment. However, the concept of a System Schema is 

responsible for establishing the framework that governs the process of gathering information 

and establishing the mechanisms for controlling and managing the flow of data across various 

activities (Rinderle et al., 2017). Consequently, it is necessary to produce and execute new 

process instances in alignment with the provided process logic. For instance, modifications to 

the process type are necessary in order to align the process-oriented information system with 

altered firm activities or newly implemented rules. The suitable form of news schema version 

is achieved by the implementation of (structural) modifications to the applicable process 

scheme. The dissemination of a modification in process type to pre-existing process instances 

is deemed necessary, particularly in the case of processes that have been ongoing for an 

extended duration. The proposed schema has the potential to get validation via the use of 

function instances (Rinderle et al., 2017). 

Concomitance to the workflow process, on the other hand, is considered one of the key 

causes of such an erroneous portrayal of the process. As a result, while creating simultaneous 

workflow processes, conflicts created by concurrent workflow processes should be carefully 

considered (Lee and Han, 2020; Schefer et al., 2020). Researchers propose a set-based 

constraint technique for evaluating possible read-write and write-write conflicts between 

activities that read and write to shared variables (Prasad and Sundaram, 2018; Ramadan et al., 

2018; Lee and Han, 2020). The system is divided into two stages. A rigorous process definition 

establishes established limitations in the initial stage. The second step is discovering the lowest 

solution to the specified constraints (Lee and Han, 2020). However, conflicts between business 

and critical business processes may sometimes occur due to resource constraints or dependency 

conflicts. In such instances, companies must decide which procedures to preserve, postpone, or 

discontinue. According to the findings presented in this scholarly article, the impact of vital 

business processes on an organisation's capacity to safeguard assets, fulfil essential 

requirements, and comply with obligatory rules is emphasised. It is important to promptly 

reinstate them after any interruption in order to maintain uninterrupted corporate operations. 
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The frameworks for process classification outlined in this paper make it possible for the 

assessment team of an organisation to recognise key processes, their interdependencies, and the 

outputs that follow. The team can also recognise conflicting business processes, keeping in 

mind that the conflicting business process (CBP) always takes precedence over the execution 

of the conflicting business process (BP), taking into account resource availability and the 

expected impact on the organisation if the CBP is not carried out. There has been a clash 

between The Organisations and the companies they are assisting since non-technical business 

persons started adopting IT. The IT industry is complex and needs many talents to generate and 

maintain. The lexicon of the company is different from that of the market. IT experts talk about 

infrastructure, servers, tools, software licensing, and electricity. Forecasts, margins, time-to-

market, cost transparency, end-user experience, flexibility, compliance, benefit, monitoring, 

and agility are among the terms that the company commonly utilises (Nemmers, 2010). Due to 

these conflicting interests, the organisation frequently fails to recognise the importance of a 

seemingly simple request. These requirements may include the need for extra finance, the 

disclosure of project expenses, the availability of human resources, a more detailed justification 

of the project's specifics, opposition to new technology or ideas, and other conflicting needs 

and objectives. They might, therefore, see one another negatively (Kuester and Gerth, 2018; 

Prasad and Sundaram, 2018; Ramadan et al., 2018; Lee and Han, 2020; Schefer et al., 2020). 

Typically, businesses address such conflicts by continuing to execute the critical 

business process while simultaneously delaying or doing the business process with another 

activity. This enables businesses to meet their essential goals while maintaining regulatory 

compliance and delaying non-critical tasks to more opportune periods. The organisation will 

look at the impact of interruptions and place them in various levels of readiness to assist in 

developing organisational continuity and disaster recovery standards. It is possible to 

significantly reduce operational costs by focusing on clear and accurate fundamental business 

processes while promoting disruptive product and marketing technologies that have the 

potential to have a significant impact on the industry (Kuester and Gerth, 2018; Prasad and 

Sundaram, 2018; Ramadan et al., 2018; Lee and Han, 2020; Schefer et al., 2020). 

Since failure to execute would result in issues in many different system components, 

the business process with the greatest number of dependencies is given priority when it conflicts 

with another non-critical process (Ramadan et al., 2018). In order to help with faulty resource 

allocation rules, organisations facing such disputes should extensively analyse their operations 

to identify crucial business processes, their dependencies, and their effects. According to Penuel 
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et al. (2013), the company had a duty to recognise the critical business processes and develop 

workable solutions that matched the level of risk importance. In order to reduce duplication of 

effort and other inefficient resource usage, the business operations may then be rescheduled.  

One of the most significant examples of this inaccurate workflow technique definition 

is workflow coexistence. We'll take careful steps to resolve the conflicts brought on by 

concurrent workflow activities. It is simpler to ascertain whether a workflow process is non-

conflict with experimental execution than it would be for process designers to do a hard and 

time-consuming operation (Thomas and Kilmann, 1974; Rinderle et al., 2017; Kuester and 

Gerth, 2018). The ability to identify conflicts in the related workflow notion before runtime can 

be very useful for business process managers and other workflow management users. The 

authors offer a fixed method for examining potential read-to-write conflicts and writing 

conflicts between read-to-write operations in the shared variables process description. The 

following chapter will go into greater detail on this. 

2.10 Process Framework Modeling 

Process models have the ability to enhance users' knowledge by providing information 

about the process, including BP contingency variables, in a systematic and realistic way. 

Process modelling encompasses the development of process models, which are then used to 

depict the realities of the process in order to facilitate business process management (BPM) 

activities, including analytics (Hwang and Yang, 2002). Process models are used to graphically 

represent and illustrate business processes for many purposes, including the visualisation of 

activity flows and interdependencies within a business process (Dikici, Turetken, and Demirors, 

2018). Process models have been used in a diverse range of applications. Various notations 

have been developed to represent process models visually, including event-driven process 

chains (EPCs), Petri nets, heuristic nets, fuzzy models, causal nets, and the BP model and 

notation (BPMN). 
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Process models may serve several goals, including facilitating the communication of business 

processes (BPs), aiding in understanding and improvement efforts and reducing the cognitive 

effort required in BPM operations (Wang, Indulska, and Sadiq, 2016). 

According to Fahland et al.'s (2009) research, researchers categorise process models 

according to their procedural, imperative, and declarative perspectives. Process models depict 

the whole range of choice options from the imperative viewpoint. In contrast, process models 

seen from a declarative view define the set of constraints but do not consider deviations from 

the ideal specification, such as variations or execution options (Figl, 2017). 

Therefore, Process Frameworks enable decision-makers to comprehend the contingency 

elements of CBPs by serving as a mechanism to do so. As an example, process model 

frameworks offer an abstract representation of the BP that is simplified (Rodrigues et al., 2015) 

to be used as input in decision-making. In addition, appropriate process models direct decision-

makers' attention to the factors most important (Rosemann, 2006). Therefore, process models 

could improve the understanding of CBPS and the understandability of processes by 

Figure 7. Example of an actual BPMN process model for a sales process from an industry 

partner in SAP Solution Manager, consisting of 12 tasks and 7 gateways. 
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considering extra contingency elements. According to researchers (Reijers et al., 2011), firms 

should be required to provide easily understandable models of their processes. Process models 

are characterised "as a means of abstraction for promoting understanding, transparency, and 

communication of such complex processes" in Figl, Recker, and Mendling's (2013) article. 

These models are offered to address the complexity and are defined as "a means of abstraction 

for addressing it." 

2.11 Review of Open Group Architecture Framework (TOGAF) 

The Open Group Architecture Framework (TOGAF) is a leading enterprise architecture 

(EA) development and management framework. According to Andry, Sugian, Kartin, & 

Pranamya (2023), TOGAF is a "comprehensive framework that guides the entire EA process, 

from planning and designing to implementation and governance." TOGAF helps organisations 

create a roadmap for their IT and business strategies, enabling them to align their operations, 

systems, and processes with their overall goals. TOGAF is widely used across multiple 

industries and sectors, including finance, healthcare, and government. According to Conklin & 

Lavoie (2020) and Maulana, Azmi, & Arshah (2023), TOGAF helps organisations manage 

complexity, promote standardisation, and facilitate stakeholder collaboration. It also 

encourages using best practices like agile development, cloud computing, and cybersecurity.  

Despite its popularity, some critics argue that TOGAF has limitations. For example, 

(Ready & Asgari, 2014) note that TOGAF needs to be more prescriptive and can be inflexible, 

hindering an organisation's ability to adapt and innovate. They argue that more flexible 

frameworks like ArchiMate or the Zachman Framework can provide better solutions, especially 

for complex and dynamic environments. In conclusion, TOGAF is a robust and widely used 

EA development and management framework, offering planning, designing, implementation, 

and governance guidance. While there are some criticisms of its authoritarian nature, it remains 

a valuable tool for organisations seeking to align their IT and business strategies. 

2.12 Design Science Research  

Design Science study (DSR) is a study approach in information systems that provides 

principles for project assessment and iteration (Hevner, 2004). A design-science method like 

this has been used in fields including engineering (Simon, 1996), digital forensics (Montasari, 

2016), and information systems (Wynn, 1979; Zachman, 1987). Hevner (2004) is credited for 

applying DSR to information systems, arguing that "by engaging the complementary research 
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cycle between design-science and behavioural science to address fundamental problems faced 

in the productive application of information technology." Kernel theories in behavioural science 

are ideas explaining human and organisational dynamics or theories from other domains 

(Hevner, 2004). Design science, often known as design theory, broadens organisational and 

human capacities by creating innovative items (Hevner, 2004).  

Despite the fact that there are numerous DSR approaches, Peffers et al. (2007) compiled past 

DSR research into six tasks and created a precise manual for DSR researchers. Problem 

identification and motivation, goal-setting for solutions, design and development, 

demonstration, evaluation, and communication are a few examples of these responsibilities. 

The derivation of conflict-free CBPs is a cutting-edge design theory utilised in the design and 

development activity. According to Venable et al. (2006), such a technique requires several 

cyclic steps that draw on the kernel- and design theories (see Figure 8).  

Although the tasks are fundamentally comparable to those in our planned work, their labels 

differ. For instance, technology assessment symbolises the stage of the proposed theory of 

conflict-free CBPs that is being evaluated, whereas technology invention/design symbolises the 

gradual modification of the theory. Diagnoses of the issue and the creation of theories are 

unaltered in the interim. The cyclic framework captures an upward spiral of events, leading to 

a solid theory that will be applied to our case study. 

 

Figure 8. DSR framework by Venable (2006) 

In their 2008 study, Kuechler and colleagues expanded the concept of kernel- and design 

theory to include what are known as mid-range theories. These theories are more likely to be 
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applied to the information system (i.e., CBP in our instance) than kernel theories (from other 

domains). This is because, after a few rounds or phases of spiral activities, kernel ideas may be 

modified into theories that are easily relevant to the IS issue (see Figure 9). Figure 9 provides 

a more in-depth illustration of the causal linkages between the various hypotheses. 

 

Figure 9. Relationships between theories ( adapted from Kuechler, 2008) 

Design, kernel, and mid-range theories are used to develop a practical, novel, valuable 

framework for identifying critical business processes. A detailed description of these theories 

is provided in Appendix E. However, as the research progresses, more theories will be 

introduced, or the highlighted one will be refined accordingly to ensure the research meets the 

objective. 

The DSR methodology by Peffers was selected as the research design for this study due 

to its problem-solving model that intends to improve human knowledge by making innovative 

artefacts (Montasari, 2016). Specifically, this study adopts one of the most referenced models 

proposed by Peffers et al. (2008) as it provides six steps and four possible entry points, which 

helps to establish a framework that facilitates the planning, execution, and communication of 

design knowledge for this specific project. Also, this DSR approach is a comparatively new 

approach to research that aims to construct a new solve problem by creating a new reality rather 

than explaining the existing facts and assisting in their elaboration (Miah and Genemo, 2016). 

In addition, DSR seeks to develop valid and reliable knowledge that can be used to design 

solutions with actual utilisation and problem-solving capabilities (Baskerville et al., 2018). 
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Therefore, DSR has two primary mandates: to create new knowledge, theoretical explanations, 

and insights and to utilise the knowledge gained to address problems and enhance existing 

solutions. 

The DSR process has six phases (Peffers et al. 2008), whereby the first phase is 

identifying and defining the research problem and justification of the solution. The second step 

defines the objectives of the solution. The third step is designing and developing models, 

constructs, and methods, among other artefacts. The fourth step is a demonstration, using the 

artefacts designed and developed in step four to address the research problem identified in the 

first step. The fifth step is the evaluation of the solution, and this compares the objectives of the 

solution identified in the second step and actual observed outcomes gained from the use of the 

designed and developed artefacts. The sixth phase is communicating the problem, artefacts, 

effectiveness, and utility to scholars and practitioners. Figure 10. shows the six steps of the DSR 

methodology. 

 

Figure 10. DSR following Peffers’ activities adopted by Peffers (2007) Source: (Heathcote et 

al. 2020). 

According to research, the majority of initiatives have a human-centred focus, and their 

results will be put into practice or used to improve human relationships (Miah and Genemo, 

2016). As a result, since they will be crucial in establishing the foundation of the design process, 

the researchers of this study will concentrate on people and their unique experiences, wants, 

and daily routines. According to Peffers et al. (2007), research doesn't always have to start at 

the first stage but will typically move through each phase in some fashion, expanding from the 

point of entrance of the research. However, in this study, the researchers followed the steps 

from the first to the sixth, in that order. Based on the six steps in this study, the researcher 

initially collected the user insights while adopting the methodology of DSR and then designed 
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the solution based on the research outcomes. This framework development is organised after 

the phases in this framework.  

i. To begin, the problem is examined, which serves as the impetus for the subsequent study 

phase. The topic discussed in this study has a lot of (real-world) importance. 

ii. The next stage is known as the Suggestion phase. During this phase, the identified issue 

is considered in isolation from the company's context. The current knowledge base for 

the issue area, which offers theoretical underpinnings and procedures, is used to 

generate suggestions for a problem solution (Vaishnavi & Kuechler Jr., 2008). This 

process is known as problem-solving inductive reasoning.  

iii. The next step is known as the Development phase. During this phase, an initial design 

of the artefact is implemented based on the solution given earlier. This thesis begins 

with a preliminary design in the shape of the CBP modelling's fundamental graphical 

and formal components. 

iv. Evaluation is the fourth and last stage. Four case studies are used to apply the CBP 

modelling technique, each providing assessment findings. Each case study adds to the 

continued development of the methodology by offering theoretical insights relevant to 

the facts and experiences achieved in the particular application.  

v. Conclusion marks the end of the fifth phase. During this stage, the outcomes of the 

(design) research effort are compiled and documented for future reference. This thesis 

concludes by reviewing the primary research contributions and examining the procedure 

used to evaluate the candidates. 

In the framework of the present thesis, the objective of the artefact assessment is to 

establish whether or not the process model or artefact in question satisfies the context-specific 

constraints imposed by the strategic CBPs. In addition, the objective is to demonstrate that the 

model in question is accurate and applicable by using the knowledge and experience of 

practitioners considered domain experts (Iivari 2007). According to Niederman et al. (2012), 

the primary objective of the first assessment of a new artefact can be to demonstrate that it is 

functional and generates satisfactory answers. Determining what "adequacy" means will be a 

task. The idea of evaluation criteria is one that has been socially constructed; what one 

researcher may find to be adequate, another researcher may find to be insufficient (Niederman, 

March 2012). The literature (such as Helfert et al. 2012) has a variety of assessment procedures 

and methods. Helfert et al. give one illustration. 
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Despite this, very little research has been conducted up to this point that directly 

addresses the selection and combination of evaluation techniques and methodologies in DSR 

assessments (Prat et al. 2014; Sonnenberg & von Brocke 2012a). PriesHeje et al. (2008), who 

wrote one of the few publications addressing this issue, offered a framework helping researchers 

create assessment techniques (See Figure 11). This was one of the few studies that addressed 

this issue. According to Pries-Heje et al. (2008), there are three fundamental aspects of an 

assessment strategy that need to be taken into consideration: 1) when to evaluate, 2) what to 

evaluate, and 3) how to evaluate. When it comes to the time of the assessment, design science 

evaluation methodologies are often split into ex-ante and ex-post evaluations. This distinction 

is made based on when the review takes place. From the ex-ante viewpoint, assessment occurs 

before producing any artefacts and only depends on the design requirements. Evaluation is 

carried out after the development of an artefact when using an ex-post viewpoint (Arnott 2006). 

The breadth of any individual study endeavour dictates whether to choose between these 

alternatives or pursue both. According to Pries-Heje et al. (2008), "evaluation is not limited to 

a single activity performed at the conclusion of a design-construct-evaluate cycle," which is an 

obvious statement. According to Pries-Heje et al. (2008), "in actuality, there are at least two 

evaluation phases available: design science and design research." 

   

 

Figure 11. Ex-ante and ex-post evaluation in DSR (Pries-Heje et al. 2008, p. 7) 
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In addition to the time of the assessment, it is also crucial to identify the goal of the 

evaluation and the method for artefact evaluation (Venable et al., 2016). On matters of the "what 

to evaluate" viewpoint, the goal is establishing whether the artefact design process or outcome 

should be evaluated (Sonnenberg, von Brocke 2012a). "How to evaluate" refers to the 

assessment method, which may be either naturalistic or artificial, depending on the context. 

Real assessment emphasises investigating and rating the artefact in its natural context, which 

in this case consists of the organisations employed by survey participants (Venable et al. 2012; 

see also section 6). According to Sun and Kantor (2006), this makes it possible to consider the 

intricacies of actual people, real issues, and natural systems. Evaluations based on naturalism 

are always empirical and might be positivist, critical, or interpretative, depending on the 

context. Field studies, focus groups, surveys, and case studies are examples of the types of 

naturalistic assessment methods that are typical. On the other hand, artificial assessment may 

occur in various contexts, such as a laboratory, field experiments, mathematical proof, or 

simulations. Each of these modes of evaluation has both a strength and a drawback (Venable et 

al. 2012), for instance: 

• The dominance of the naturalistic assessment offers the advantages of internal 

validity to the natural DSR evaluation. On the other hand, the results of real 

assessment may be influenced by confounding factors or incorrect 

interpretations of the data. 

• The dominance of a scientific and rational paradigm confers the advantages of 

increased reliability to artificial assessment in the form of improved falsifiability 

and repeatability. However, it's possible that artificial checks won't let you 

consider all of the intricacies of actual users, real systems, and real issues. 

In conclusion, even though the significant part that artefact assessment plays in IS 

design science literature is recognised, the lists of criteria offered must be more complete and 

sufficient. The same may be said about assessment techniques, which are only provided 

piecemeal and need more thorough indications on applying certain evaluation methods to 

particular criteria (Prat et al., 2014). In addition, an aggregated method for assessing artefacts 

that take the form of process models could not be discovered in the relevant literature. In the 

short or medium term, it is not viable to execute in organisational practice a process model with 

such a broad scope and a focus on the long term. In addition, it will take further time for the 

outcomes of its implementation, such as its tangible impacts and its factual results, such as new 
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goods or higher turnover, to become observable, measurable, and relatable. These outcomes 

may include increased turnover or new products. It is unlikely that a clear causal connection 

can be established between the activities and measures taken due to the deployment of a process 

model and the precise quantitative outcomes achieved in organisational practice.  

2.13 Conceptual Framework 

We can develop the conceptual framework from the previous literature survey, as shown 

in Figure 12. Identifying their characteristics and operations to achieve desired user results is 

easy. This can lead to discovering the differences in business processes across their domains.  

 

From this point, the direction of the arrow indicates the identification of business 

process models, which results in the classification of these business process models as critical.  

2.14 Chapter Summary 

 This chapter sheds light on the previous studies by other authors on this topic while 

exploring the business process technique and the classification of business processes vital for 

developing effective business process frameworks. There was a discussion on the business 

processes that often exhibit high variability across domains as they are usually tied to specific 

organisational functions. Later, it is found that business process frameworks usually outline 

 Figure 12. Conceptual Framework 
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process hierarchies for classification purposes. Optimisation of organisational changes, storage 

of corporate knowledge, and calculation of the cost of business processes are some of the 

reasons or needs that inform the development of business process frameworks or models.  

 Not all processes are equally important; thus, businesses must identify the main 

processes affecting key success factors and then implement risk mitigation measures to restore 

them after a disruption. Finally, it was observed that the need for conflict resolution between 

CBPs establishes the foundation for thoroughly understanding all CBPs under the subheading 

"Conflicts between Critical Business Processes." Organisations must decide which procedures 

to preserve, postpone, and eliminate. In general, chapter two looked at a wide range of existing 

literature and attempted to critically synthesise study findings from that material. The next 

chapter covers the research method in detail.  
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CHAPTER THREE: METHODOLOGY 

3.1 Preamble 

This thesis aims to create and assess a CBP artefact for a case study organisation in 

Dubai. This artefact has a structure, a set of methods, and processes to follow to achieve its 

objectives. This thesis used a five-step design science research technique by Hevner et al. 

(2004). This methodology was used to achieve the goals and satisfy the purpose of this thesis. 

The approach is broken down into its component parts in this chapter. The research methods 

and reasoning are discussed at the beginning of the chapter. The chapter then discusses the 

methodology's constraints and objectives, the unit of analysis, and the stages involved in the 

study.  

3.1.1 Saunders’ Research Onion 

The Saunders Research Onion model delineates the various phases of creating a 

research project. This framework was formulated by Saunders and colleagues in 2007. Put 

differently, the successive layers of an onion provide a more comprehensive account of the 

various phases involved in conducting a research study (See Figure 13). As mentioned, the 

approach offers a proficient framework for devising a research methodology. The adaptability 

of this tool renders it useful for a wide range of research methodologies and contexts, as stated 

by Bryman (2012). According to Saunders et al. (2012), properly using the research onion 

model involves progressing from the outer to the inner layer. Below is a representation of the 

research onion by Saunders et al. (2012). 
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Figure 13. Saunder’s Research Onion ( Source; Saunders et al. 2012). 

According to Saunders et al. (2007), the research process can be described through a 

series of layers, as shown above, with each layer providing a more detailed perspective when 

viewed externally. According to Saunders et al. (2012), the research process can be likened to 

the gradual peeling away of layers of an onion, whereby the outer layers must be removed 

before the innermost layer can be revealed. It is imperative to undertake the appropriate 

measures systematically to realise research goals. This principle holds in the research context, 

wherein it is advisable to address each step sequentially before moving on to the next. 

Therefore, the researcher adopts this technique to help conduct the present study, answer the 

research question, and fulfil the aims and objectives.  

3.1.2 Ethical Conduct and Compliance Measures 

In the study, the researcher obtained authorisation from the selected organisation to 

conduct research within its premises. Ethical considerations were meticulously addressed to 

maintain high ethical standards throughout the study. 
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Anonymity 

To protect the identities of both participants and the organisation, all identifying 

information was anonymised. Pseudonyms were used, and any potentially revealing details 

were modified or omitted. 

Informed Consent 

Informed consent was sought from all study participants. They were provided with 

comprehensive information about the study's purpose, methodology, potential risks, and 

benefits. Participants were also informed of their right to withdraw at any time without 

consequences. Consent forms were completed by each participant, ensuring their voluntary and 

informed participation (see Appendix B). 

Confidentiality 

The data collected from participants are securely stored to ensure confidentiality and 

anonymity, preventing any unauthorised disclosure. Data were encrypted and only accessible 

to authorised personnel. Reporting of the data was done in aggregate form to avoid identifying 

individual participants or the organisation. 

Ethical Approval 

The study received ethical approval from the School Research Ethics Committee 

(SREC). The research proposal underwent a thorough review to ensure compliance with ethical 

standards and guidelines, safeguarding the rights and well-being of the participants. 

Data Ethics 

Strict data ethics were followed to ensure responsible handling of data during collection, 

storage, and analysis. Participants' data were treated with utmost care to maintain integrity and 

prevent misuse. Transparency was maintained by informing participants about the use of their 

data. 
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Risk Management 

Risk management strategies were implemented to minimise any potential risks to 

participants. A thorough risk assessment was conducted prior to the study, and measures were 

taken to mitigate identified risks. Support resources were made available to participants 

experiencing discomfort or adverse effects from their participation. 

In accordance with academic protocols, participant substitution was arranged in case of non-

compliance. These measures align with the ethical guidelines proposed by Myers and Venable 

(2014) and Maesschalck (2022), highlighting the importance of ethical compliance in research. 

By adhering to these ethical principles, the study ensured respectful and protected treatment of 

both participants and the organisation. 

 

3.2 Research Design and Rationale 

During the issue identification phase of this study, the researchers used a DSR design 

methodology (Hevner et al., 2004) and a qualitative case study research strategy (Benbasat et 

al., 1987). For the evaluation, the researchers conducted a typical "usability testing" interview 

(Davis, 1989). According to Hevner et al. (2004), the design science method is especially 

pertinent when dealing with challenges that demand the construction of human-made objects 

for problem-solving-oriented goals. This may be accomplished via the creation of inventive 

solutions. In this part, we will discuss the importance of the DSR solution and explain how it 

works. 

The majority of information systems research, according to Hevner et al. (2004), may 

be divided into two paradigms: design science and behavioural science. The paradigm of 

behavioural science focuses on developing and testing hypotheses concerning organisational 

behaviour in humans. On the other hand, the DSR paradigm's main goal is to expand the 

capabilities of individuals and organisations through the creation of creative and original things 

(Hevner et al., 2004). According to Dresch, Lacerda, and Miguel (2015), DSR and more 

conventional research methodologies are not mutually incompatible but rather complimentary. 

The latter stages of the DSR process involve performing tests in the real world to confirm the 

designed artefact in its intended environment, so it is essential to use a variety of techniques 
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while working within the constraints of the design science paradigm (Holmstrom, Ketokivi, & 

Hameri, 2009). 

The first thing that needs to be done is to determine which problem or problems need to 

be handled by considering the nature of the situation and the priorities of the individuals 

engaged in the issue. At this stage, the most important thing to do is concentrate on the practical 

applicability of the solutions and their possible ramifications. During this stage of the research 

process, the class of issues and the problem's target demographic were determined. Several 

semi-structured interviews were conducted with participants who were aware of the case study. 

These interviews helped participants through the process of defining the difficulties and the 

bounds of the artefact. 

The second step in the procedure involves creating the artefact. In order to support the creativity 

needed to create the artefact, the literature review and knowledge gained during the first phase 

will be synthesised throughout this process stage. 

The third phase is the artefact analysis. To evaluate the generated artefact's usability for 

practitioners and its potential to address the issue, an exploratory qualitative usability testing 

interview is used (Davis, 1989). 

Finally, phase four is to think about the consequences of the thesis, both academic and practical, 

and draw scientific conclusions from those considerations. 

 

3.3 Design Science Research Methodology 

This thesis will follow the principles and steps of the DSR methodology. Design science 

is a research methodology used to develop an artefact that solves a practical problem in reality. 

Therefore, in contrast to natural or behavioral science, design science focuses on understanding 

and explaining a specific situation in the world and changing and improving this situation. 

However, despite the outlined differences between natural and design science, Niehaves (2007) 

states that both are not mutually exclusive but complementary. 

In the past years, there has been some discussion on the exact terminology of DSR. 

According to Iivari (2015), the concepts of design science and design research are used 

interchangeably in the literature. However, Alturki et al.  (2012) declare that design science can 

be considered particular design research. According to Winter (2004), “design research is 
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aimed at creating solutions to specific classes of relevant problems by using a rigorous 

construction and evaluation process, and design science reflects the design research process 

and aims at creating standards for its rigour”. This distinction is based on the difference 

between the science of design, which is artefact construction and evaluation at a generic level, 

and design science, the structure and assessment of specific artefacts. In this sense, it is not the 

finality of design science research to solve a particular problem in a specific context but to 

develop an artefact and its associated knowledge that enables solving a class of problems. From 

the previous, it follows that design science research should not focus on one specific case. It 

has to generate generalisable knowledge and principles that can be applied to a particular class 

of problems. 

3.3.1 Problem Identification 

A DSR project is instigated by a particular problem originating from a problem context. 

A wide variety of problems can be tackled, ranging from vague symptoms of an implicit 

problem to explicitly articulated issues. During the problem identification step in a DSR project, 

the researcher must understand the problem clearly and precisely. Therefore, the problem 

domain in this thesis is explored by conducting a literature review of operational excellence 

that aims to highlight its strengths and weaknesses. 

From the literature review observations, many existing techniques are based on qualitative and 

paper-and-pencil approaches, implying that the actual problems and details should be 

addressed. Moreover, the requirements for the data used for the analyses often need to be 

clarified, and lean management principles are also found to be less useful in volatile or fast-

changing environments. Based on these findings, the next step in the DSR approach is to define 

the requirements for a suitable solution to solve the problem at hand. 

3.3.2 Requirement Specification 

The requirement specification step identifies and describes an artefact that could address 

the problem. Moreover, requirements must be considered when this artefact is designed and 

developed are outlined. In DSR literature, several types of artefacts are distinguished. A 

commonly used typology is proposed by March and Smith, where a distinction is made between 

constructs, models, methods, and instantiations. 
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Constructs represent terminology, definitions, and concepts required to express the problem 

and its potential solutions. By interconnecting these constructs, models represent a solution for 

the problem. Using constructs and models as input, methods prescribe a series of steps to create 

a solution to the problem. An instantiation is the operationalisation of constructs, models and 

procedures within a particular environment, resulting in an operational system.  

3.3.2.1 Case Selection and Initial Interview 

The research will take place at an organisation located in Dubai, UAE. This particular 

organisation serves as a public service provider and was established on January 1992 through 

the merger of two organisations. As a result, the research site offers a valuable opportunity to 

gather comprehensive information directly related to the research topic. 

3.3.2.2 Participant Selection and Recruitment. 

Eight managers were selected through purposive sampling from eight departments within 

the organisation during the initial sample selection phase, reflecting its structure of specialised 

divisions. The selection parameters considered during this stage included: 

• Organisational Role: Managers were chosen to represent various departments, 

ensuring a comprehensive view of the organisation. 

• Experience: Managers aged 45 to 50 with significant experience within the organisation 

were selected to ensure they had a deep understanding of the organisational processes. 

• Educational Qualifications: All participants held either a Master of Business 

Administration (MBA) or a PhD in Business Administration, providing the necessary 

academic background for informed insights. 

• Diverse Nationalities: Managers from different nationalities were included to capture 

diverse perspectives and experiences. 

In the next phase, further parameters were considered to ensure the interviewees were 

particularly suited for providing detailed insights: 

• Expertise: Managers with specific expertise relevant to the research topic were 

prioritised, including those involved in key projects or with specialised knowledge in 

the areas under study. 
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• Diversity: To ensure a wide range of perspectives, diversity in terms of gender and 

departmental representation was considered. This included five males and three females 

from various departments. 

• Impact and Influence: Managers who had significant impact on or influence over the 

organisation's business processes were included to capture critical insights from key 

stakeholders. 

Initially, participants were provided with important information about the research, including 

the title, aims, objectives, and purpose, before distributing the interview questions (see 

Appendix B). 

3.3.2.3 Sampling Strategy 

According to Tongco (2007), purposeful sampling is a method that is used to choose 

participants who are suitable to answer the research questions that are posed by an investigation. 

The calculated sampling strategy is most often used in qualitative research (Tongco, 2007). 

Because of their familiarity with the research topic and prior experiences, these participants 

will probably offer thorough information regarding the subject of the investigation (Barratt, 

Ferris, & Lenton, 2015).  The participation entails doing interviews according to a 

predetermined format while being led by a series of free-form inquiries.  

The first interview was conducted to determine the challenges associated with the 

CBP’s growth and identify the areas of discordance between the organisation’s existing state 

and the best practices. The first meeting was composed of structured open-ended questions, and 

its purpose was to understand the needs and gaps in the CBP's artefact design and development 

process. The created CBP artefact was evaluated using the results of the second interview from 

the qualitative investigation. This consisted of asking participants a series of predetermined 

questions about their thoughts on the planned and created item. 

Face-to-face interviews with participants utilising a structured interview format are conducted 

during the first round of interviews. After that, anonymous interviews are conducted with each 

participant to lessen bias's impact on the validation and assessment processes. Finding the right 

number of interviews for the case study depends on reaching data saturation. Reach data 

saturation is the point in the data collection process when adding new samples or respondents 

doesn't provide any minor or inconsequential changes in the data (Marshall, Cardon, Poddar, & 

Fontenot, 2013). Establishing a good number of interviews means achieving data saturation for 
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the particular case study. However, after interviewing eight distinct individuals throughout five 

cycles, data saturation was achieved in the study, indicating that sufficient information had been 

collected to address the research objectives. Most of the time, the researcher interviewed at least 

four people from each round. When sufficient information has been gained after five rounds of 

interviewing but no further information has been obtained, an appropriate number of interviews 

has been completed. 

3.3.2.4 Data Collection 

The data collection had two phases: (a) initial interviews and (b) validation and 

evaluation phase. (See Figure 14) 

 

Figure 14. Data collection steps 

i. Initial Interview 

Conducting interviews is the first step in the data collection process. These interviews aim to 

evaluate the cases and obtain the necessary insight. The first thing that needed to be done was 

to have a meeting and a short discussion about the thesis's background and the interview 

session's strategy. Then, after getting the participants’ permission, we recorded the interviews, 

used the interview methodology as a guide to choose what questions to ask, and transcribed the 

interviews themselves. The last question posed to the participants was whether or not they 

would be interested in participating in the assessment phase. 

ii. Evaluation Interview 

The second step of collecting data was validating the artefact using structured questions. These 

questions were based on “usability testing” standard questions (Davis, 1989), although they 

were changed specifically for this project. Along with the assessment questions, the participants 

were given the artefact package that included a short executive summary, a description of an 

imagined case, and the tools and instructions. Six people participated in artefact validation 

interview questions and anonymously reported the findings. 

3.3.2.5 Interview Questions 

Questions explicitly designed for this stage are asked during the first interview. The 

pool of questions for the evaluation consists of inquiries about the participant's personal 
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information and inquiries concerning the organisation being evaluated. We could better grasp 

the characteristics of the participants thanks to the demographic questions, and the evaluation 

questions allowed us to analyse the issues posed by the present business processes and examine 

the need for a new framework to assist in addressing those challenges. 

These questions are mainly geared toward the participants, do not attempt to guide the 

conversation in any one direction, and are worded, well-formulated, and open-ended. The 

purpose of this exercise is to elicit responses from participants that are authentic, in-depth, one-

of-a-kind, and vivid. The replies also reflect the personal experiences and tales of those 

interviewed. 

i. Question Constructs 

Five basic concepts are covered by the questions asked in the first round of interviews to 

determine the issues. Detailed explanations of each construct may be found in this section. 

ii. Background 

The purpose of background questions is to understand the participant's degree of expertise and 

experience regarding business processes by inquiring about the participant's past exposure to 

complex business processes and current BP model systems. Questions about the present status 

and duties of the responder and the degree of CBP implementation at the organisation are 

included in this construct. 

iii. The CBP model's structural concepts and framework 

In this construct, the questions focus on the planning stage of the organisation’s business 

operations and the elements involved. This phase aims to establish regular routines and factors 

that contribute to success. In addition, if the organisation has no business process issues, the 

questions are directed toward reducing the likelihood of future business process disputes. 

iv. CBPs Model design and validation 

Questions on the company's CBP framework architecture and validation methods are included 

in this construct's list of questions. The researcher is curious about the choices that were made 

based on the outputs of the CBP procedures and the tools and strategies used to design and 

develop the framework. Questions regarding the validation procedures involved in designing 

and producing artefacts are also included in this construct. 

v. The infrastructure, tools, and processes of technological innovation 
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This construct's inquiries concentrate mainly on the technical infrastructure, namely the design 

process and the many methodologies. The participant is also asked for their perspective on their 

experience in establishing BP framework and methods, and more especially regarding the 

procedures and routines in choosing and categorising critical business processes and 

responsibilities within the firm. This information is gleaned from the questions. 

vi. Support from human resources and management  

This construct mainly inquired about the supportive atmosphere of the organisation, whether 

the management team supports the growth of the CBP, and whether or not this support is 

enough. In addition, the questions about human resources inquire about the participant's point 

of view concerning the human resource capabilities, training opportunities, and awareness of 

the critical individuals regarding the BPs. 

3.3.2.6 Data Analysis 

Following the completion of the collection of the transcripts, the researcher performed 

a thorough check on the preliminary interpretations. Harper and Cole (2012) claim that 

member-checking entails asking participants to review the transcript of their interviews and 

give their consent on the accuracy and completeness of the data. In accordance with Yin's 

(2017) five phases for doing data analysis for a case study, we coded the data using qualitative 

analysis software (NVivo) after the member-checking phase. 

The analytical methodology proposed by Yin (2017) has five sequential steps: (a) data 

compilation, (b) data disassembly, (c) data reassembly, (d) data interpretation, and (e) data-

driven conclusion formulation. The analysis incorporates the relevant literature's results and 

suitably compares them. During this phase, our focus will be on the development of our 

conclusions. These stages are repeatedly performed during the course of the round. 

3.3.3 Artefact Design and Development 

Using the artefact outline from the requirement specification phase, an artefact is 

designed and developed in this step, considering the defined requirements. The necessary 

design and development efforts can range from minor adjustments to existing artefacts to 

establishing a new artefact. This thesis requires significant design and development efforts as 

the artefacts are not incremental, i.e., they are not merely minor modifications to existing 

artefacts. 
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3.3.4 Artefact Evaluation 

Finally, the construction and advancement of the artefact are achieved by combining 

knowledge obtained from scholarly sources and the interview participants' opinions. This is 

termed the proposed framework; further evaluation is needed to validate the framework.  We 

conducted a quality test interview with people using a typical perceived semantic model to 

evaluate the final artefact. According to Hevner et al. (2004), five design evaluation methods 

exist. The quality of the suggested CBP model was evaluated using descriptive scenarios by 

considering criteria such as correctness, relevance, completeness, and authenticity. The 

standard usability test interview, as outlined by Lewis in 2006, was employed to evaluate its 

usability. Following the careful consideration of the assessment results, the elements of the 

artefact requiring modification or enhancement are deliberated upon, culminating in the 

development of the ultimate CBP framework. 

3.3.5 Result communication 

The final step of a DSR project involves the transmission of the artefact and knowledge 

about this artefact. Communication should also frame the problem at hand and stress its 

relevance. The importance of spreading the results of a DSR- project is also emphasised by 

Hevner et al. (2003) in one of their seven DSR guidelines.  At an informal level, the research 

results are communicated at conferences and events where people from the industry are present. 

3.4 Chapter Summary  

This chapter's main goals were to clarify the DSR framework's methodology as well as 

the methodological approach employed in the study's empirical research. The rationale behind 

using qualitative data was provided and connected to the study criteria. Furthermore, the sample 

strategy and data analysis methodology were elucidated. Limitations were recognised, and 

corresponding mitigation strategies or workarounds were proposed for each component of the 

process. 
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CHAPTER FOUR: DATA ANALYSIS AND RESULTS 

 

4.1 Preamble 

The assembled interviews are presented in this chapter in five pieces. The case study 

technique is described in the first part. The interviews are discussed in the second part. The 

chosen case is presented in the third part. The fourth portion discusses the themes, while the 

last section lists the issues and offers literary remedies. 

4.2 The Case Study Approach 

The "problem identification" and "evaluation" portions of the research were completed using a 

case study methodology. Hevner et al. (2004) claim that the design science paradigm's 

evaluation phase is a good fit for the case study technique. This approach gives room for the 

observation of how the artefact operates within a natural environment, with the aim of 

determining its ability to effectively address the problem at hand and subsequently improve the 

overall performance of the business. A case study is in-depth research of a current phenomenon 

inside its actual setting, where the lines separating the phenomenon and environment may need 

to be clarified, according to Yin (2017). This description also explains that a case study design 

method may assist in designing a CBP artefact in an organisation's context. 

By offering a comprehensive CBP artefact, this design will address people's practical 

concerns in the context of the thesis and advance social scientific objectives. The complete 

performance measuring system for the whole organisation is included in the scope of this thesis. 

The suggested artefact adheres to ideas, instruments, and methods already documented in the 

literature on performance measurement and corporate performance analytics. We adjusted it to 

fit the demands of the chosen scenario. 

4.2.1 Qualitative Case Study Research 

For this phase, a qualitative technique has been used to collect data from an organisation 

in Dubai. A qualitative approach was used because previous literature has solely concentrated 

on theorisation and formulation and needs more insights from a practical point of view. This 

indicates that there have only been a few qualitative investigations on CBPs, and literature 

might profit from this thesis by applying the learned insights to real-world situations. By 
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gathering precise data regarding the social construct of reality and the patterns and processes 

that underlie this artefact, the qualitative technique may get deeper insights from smaller 

groups. 

Qualitative research aims to examine various impacts rather than create universal rules. 

However, the generalisability of the qualitative investigations is less as a consequence (Myers, 

2000). Studies in fields with little prior study merit using a qualitative technique, such as 

interviews. Studies examining and describing complicated circumstances are appropriate for 

qualitative research (Saunders, Lewis, & Thornhill, 2007). This technique is suited for this 

thesis since more research has been done on it, and more attention should be paid to creating 

and developing the CBP framework. Because of this freshness, it is challenging to comprehend 

the connections between actual usage and the methods, pursuits, and advantages described in 

books. As a result, by digging deeper into the knowledge and experiences of practitioners and 

presenting the findings by designing and constructing a comprehensive CBP artefact, this thesis 

has shed light on the problem. 

4.2.2 Case Study Limitations and Concerns 

Case study research is prone to selection bias when the choice of instances prejudices 

the research conclusions (Rose, Spinks, & Canhoto, 2014). This is especially true when 

researchers remove cases that contradict the hypothesis favoured by the research team. To 

exclude any possibility of selection bias, the examples for this thesis were chosen based on the 

criteria and checked by subject matter specialists. 

Another area for improvement with the case study technique that has been cited as a problem 

is its need for more generalisability, mainly when it is based on only one instance (Yin, 2017). 

Yin responded to this critique by explaining the distinction between analytic and statistical 

generalisation. Yin (1984) states, "In analytic generalisation, a previously developed theory is 

used as a template against which to compare the empirical results of the case study." 

Consequently, the conclusions of this thesis cannot be immediately generalised to a wider 

variety of business sectors and organisations operating in various settings. This thesis discusses 

constructing internal and external validity and dependability (Yin, 2017).  
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4.2.3 Case Study Validity and Reliability 

In DSR, using a case study as a research approach has several benefits, yet its validity 

and reliability are still up for debate (Riege, 2003). According to Gibbert, Ruigrok, and Wicki 

(2008), researchers recommend various methods and factors to consider to guarantee the 

dependability and quality of the case study. 

Internal Validity 

According to Gilbert et al. (2008), the term "internal" or "logical" validity refers to the 

causal link that exists between the variables and the outcomes. The researcher must follow the 

rules and directions and argue the results clearly and concisely to provide credible causal 

reasons and logical reasoning. Analysis of the data is what is meant by the term "internal 

validity" (Yin, 2017). Gilbert et al. (2008) presented three ways to improve their research's 

validity. First, a case study must be constructed around a distinct research framework. In the 

second step of the process, researchers should use pattern matching to compare the observed 

patterns with either the expected patterns or the patterns established in earlier studies. Third, 

the use of theory triangulation helps researchers to validate their results by adopting a variety 

of points of view. 

 

Construct Validity 

Construct validity in an investigation is determined by the quality of the 

conceptualisation or implementation of the relevant idea, as Gibbert et al. (2008) stated. In other 

words, it relates to how thoroughly research explores the topic that it asserts it would 

investigate. During the phase in which data are being collected, construct validity must be taken 

into consideration. First, the researchers should develop a transparent chain of evidence to 

strengthen the construct's validity. This will enable the readers to reconstruct the route that led 

from the first query to the conclusion. This will help the researchers demonstrate the validity of 

the construct. Second, the researchers must triangulate the data they have gathered by 

employing various methods and sources for data collecting (Gibbert et al., 2008). To improve 

the construct validity of the research, this thesis took great care in documenting it and adhering 

strictly to the DSR methodology. 
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External Validity 

Gibbert et al. (2008) argue that the basis of external validity, also called generalisability, 

lies in the notion that established theories must demonstrate their relevance to the specific 

research context and other similar contexts. According to Yin (1984), the findings of studies 

with either a single case or several cases can only be generalised to the theory rather than the 

populations they were conducted on. Therefore, the findings are strengthened by repeated 

examples since they replicate the pattern-matching, which ultimately increases confidence in 

the theory's ability to withstand scrutiny (Tellis, 1997). On the other hand, Gabbert et al. (2008) 

claimed that neither single nor multiple case studies allow for statistical generalisation, which 

implies that they cannot draw inferences about a population based on their findings. This 

suggests that in order to generalise statistically, both types of case studies need to be more 

thorough. According to Gibbert (2008), researchers should provide a clear reason for the case 

selection as well as background information for the case study in order for the reader to 

comprehend the sample decision that the researchers made. This will make it easier for the 

reader to understand the researchers' choice in sampling. 

Reliability 

According to Gilbert et al. (2008), reliability is a term that describes the characteristics 

that make it possible for later researchers to come to the same insights if they continue the study 

along with the same methods. Transparency and replication are two aspects that are very 

necessary for dependability. Increasing transparency may be accomplished by generating 

documentation that is both clear and thorough, as well as by elaborating on the stages involved 

in research. The case study protocol is a crucial document that instructs researchers to follow 

particular rules and permits readers to repeat the study. Replication can be accomplished, in 

accordance with Yin (2017), by assembling a case study technique, the case study materials, 

and the narratives obtained during the research. These resources make it simpler to carry out a 

case study comparable to the one Gilbert et al. (2008) undertook.   

4.3 Interview Approach 

Interviews were conducted with eight individuals to adequately cover the organisation’s 

divisions for this research. Following the format described in Chapter 3, each interview lasted 

between sixty and ninety minutes. The appendix contains a list of interview questions that 

should ask.  Following the collection of interviews and the subsequent transcription, the 

NVIVO software was used to thematically evaluate the transcriptions of the interviews and 
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assign codes and themes to the texts. In this thesis, the Template Analysis stages presented by 

Brooks et al. (2014) were implemented. All interviews have been read through one at a time to 

understand the data better. Following the completion of the preliminary coding and grouping 

of the codes, the development of the first template utilising the a priori themes and initial 

clusters was carried out. After that, this template is used to do more research on the data and 

zero in on essential aspects of the texts. The original template was examined and altered 

iteratively for five rounds, after which the ultimately defined final template was created. This 

template is used to provide an interpretation of the data and the results.  

4.4 Selected Case Study 

The study relied on data obtained from employees in critical positions who represented 

all business units. The data was collected from the entire population comprising the business 

divisions. The organisation management's approval was obtained to facilitate interviews with 

these key employees. Each participant was provided with the research objective one week 

before their interview. 

4.5 Description of Themes 

4.5.1 Thematic Analysis 

The obtained information was analysed using thematic analysis, a technique presented 

by Braun and Clarke (2006). They suggest that this technique is beneficial when researchers 

adopt either the constructionist or the realist paradigm in their investigation. 

Thematic analysis was deemed applicable in the context of designing and developing CBP 

artefacts. It enabled the examination of the meanings that practitioners associated with their 

business process models within their respective companies, as well as the importance and utility 

of this framework and their social constructions. In other words, thematic analysis facilitated 

the investigation of the significance practitioners attributed to their business process models 

within their companies. Simultaneously, this approach allowed exploration of how these 

constructs represented the participants' lived experiences and the usefulness of the constructs 

in their specific contexts, as discussed by Evans and Lewis (2018). This achievement was 

possible due to the design of the thematic analysis technique. 
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Therefore, thematic analysis was considered the appropriate research methodology for this 

phase of the study, enabling an understanding of how the participants perceived CBPs, their 

usage within their companies, and the development of their social world through the meanings, 

material experiences, and contextual factors associated with the artefact. This study phase 

focused on investigating how the participants utilised the artefact. 

4.5.1.1 Template Analysis 

Template analysis is a thematic data analysis that involves the development of a coding 

template. This template is used to summarise themes that researchers have identified as being 

essential in a data set and organises them in a way that is both comprehensible and useful 

(Brooks & King, 2014).  When a researcher adopts a "realist" stance and is interested in the 

"discovery" of the fundamental causes of human behaviour and occurrences, it is appropriate 

for them to apply this methodology. A "constructivist" investigation, which presumes that there 

are always many interpretations of each phenomenon, is another possible use of this method. 

These interpretations depend not only on the researcher's position but also on the particular 

social environment in which the study was conducted. (Brooks & King, 2014) 

This study used the template analysis approach to summarise the themes discovered in 

the interview transcripts and apply relevant interpretations to each topic. Most templates 

comprise different phases in creating and developing a CBP framework. The life cycle of a 

performance management system includes these templates as part of a stage called "plan," 

"execute," and "control." An extra theme referred to as the "problem context" is presented in 

addition to the overall theme connected to the BP framework and the other associated contextual 

meanings. This was used throughout the research process, including the organisation of the 

questions, the locating and interpretation of themes, and the specification and design of artefact 

components and sub-system phases. The next paragraph will explain how the a priori themes 

are used to structure this template in the following section. 

4.5.1.2 A priori Themes 

When doing template analysis, employing themes discovered before coding is typically 

used. These are known as a priori themes and are often developed before the investigation; 

researchers specify assumptions to focus on when doing the analysis (Beck et al., 2013). During 

the study, these topics may be eliminated or altered. 

The initial themes identified in this study are the frameworks and ideas recognised as "kernel 

theories" within the design science research technique. These theories encompass various 
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concepts and dimensions that form the basis of these initial themes. The themes were 

categorised into higher-level groups by identifying recurring themes in the text and assigning 

appropriate labels or codes. Iterations were conducted to reorganise the topics until the point of 

saturation was reached. 

A priori themes from the CBP framework: 

1- CBP model assessment 

2- Identifying the key questions for business processes 

3- Identifying the critical questions for CBPs  

4- Data needs and collection 

5- Designing and developing the analytical methods and tools 

 After determining the themes and codes, this research arranged them into clusters and 

developed the primary themes. According to Brooks and Kings (2014), one of the most 

important considerations is choosing at which study stage to develop the first themes. Since I 

already defined the significant frameworks and system components as my kernel theories in the 

DSR approach, I can use the dimensions from these well-known frameworks as a priori themes. 

While reading and analysing the transcripts and creating the initial template, I was guided by 

these themes and codes. Because of this technique, I can concentrate on the codes and themes 

pertinent to the artefact design for my CBPs. I will also be able to develop the first template 

before doing in-depth research on the codes. 

 As was noted in the preceding section, the research was directed in the right direction by 

the five first high-level a priori themes that were read during the initial reading of the transcripts, 

after the first round of classifying the texts and grouping the codes into a hierarchy of 

overarching themes, which contain narrower and more particular topics, three primary themes 

emerged as a result of the analysis. These facets of the CBPs were called Planning, Execution, 

and Control, respectively. After the final template has been defined, it is applied to the whole 

of the transcription to code any un-coded and relevant material concurrently. According to 

Brooks and King (2014), parallel coding is a method in which the same section of text is 

categorised inside more than one distinct code at the same level. 

This study followed the following coding process: 

1. The first stage involves the process of open coding, whereby the obtained data is 

carefully examined in order to comprehend the organisation and coding of patterns. It is 

noteworthy to acknowledge that open coding involves the assignment of numerical 
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values to identified patterns or themes, the subsequent decomposition of these patterns 

or themes into discrete components, a meticulous analysis and comparison of these 

components to ascertain differences and similarities, and ultimately, a critical 

examination of the phenomena that are revealed through this process (Usher and Jackson, 

2019). In this study, the researcher plans to highlight the clustered patterns, identify each 

theme based on its subject matter or emphasis, and then highlight the term in the text 

above the highlighted participant story in a separate colour. Silverman (2016) defines the 

naming process as data conceptualisation, whereby the name symbolises a distinct 

reality. This is accomplished by comparing diverse descriptions as the researcher 

attempts to categorise comparable incidents under a certain subject. This is critical 

because the research might have many titles without it, which could generate confusion 

and undermine the study. Each of the detected themes is given the name that is best 

linked to the tale it represents. 

2. The second phase in the coding process is axial coding, which detects links and ties 

between topics to utilise comparable themes to construct clusters. The identified themes 

must be internally consistent while still being distinct from one another. As a result, the 

researcher grouped emphasised elements in comparable tales from different individuals. 

The researcher is eager to evaluate the obvious patterns and explore additional 

noteworthy and alternative explanations for the acquired data.  

3. Finally, selective coding is employed. To construct the final narrative texts, selective 

coding explores the obtained data and lowers it to more minor topics (Queirós et al., 

2017). This is the last phase, in which all the topics from the combined respondents' 

themes are split into a predetermined number: the final data presentation. In this stage, 

sub-themes and groupings are used to build groups of comparable themes. 

In summary, the processes for doing theme analysis are as follows: 

1. Familiarizing 

2. Coding 

3. Generating themes 

4. Reviewing themes 

5. Defining and naming themes 

6. Writing-up 
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The initial arrangement of the nodes in NVivo software is shown below.; 

4.5.2 Summary of the Themes 

We provide detailed summaries of both the higher-level and lower-level concepts in this 

section, along with participant examples and quotations to bolster our arguments. 

 

4.5.2.1 Plan 

The codes associated with the CBPs' activities make up the a priori plan topic. Analysing 

the transcripts, I could pick out many unique themes about planning. CBP goal-setting, CBP 

support activities, CBP framework roles, CBP framework problems, CBP model validation, 

and CBPs for the future are some of the topics covered by these themes. Each subject will be 

broken down and described in this part, and examples of the theme will also be presented from 

the transcripts. 

 

4.5.2.1.1 CBPs goal setting 

Companies usually do annual and quarterly performance planning. The marketing manager 

says, “…in terms of deliverables, we [plan] on an annual basis; we also break [goals] every 

quarter as quarterly goals. … and goals have KPIs associated with them.” 

Figure 15. The initial arrangement of the nodes in Nvivo software (Source: 

The Researcher) 
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Departments also review their goals quarterly and annually. The second respondent says: “… 

if a business process is not performing as it should, we … sit and plan goals around that.” 

 

4.5.2.1.2 CBPs planning support and conditions. 

Business process sessions are sometimes managed by external mentors and facilitators whom 

the company brings in. The third respondent states, "...we invite a few coaches, mentors, and 

external facilitators [to facilitate critical business process scheduling planning lessons] to 

challenge the employees to prioritise the most important processes." Occasionally, companies 

need more knowledge and experience to conduct business process sessions. Typically, a 

company's Business Support and Human Resources manager employs outside assistance to 

manage these sessions: "I would say that we would need to hire someone to handle [business 

process scheduling/classification session management], as I am currently occupied with other 

responsibilities. However, we would need to hire someone who is knowledgeable about and 

capable of implementing such a framework." 

A successful company, according to the Distribution manager, should also consider 

incorporating analytics and data into its business process classification planning sessions and 

operations. "Therefore, it is crucial for company leaders to have a firm grasp of the processes 

and to run the business based on the number of processes and their importance." 

Companies are sometimes hesitant to hold business process scheduling/classification meetings 

and believe that conflicts in business process management are unnecessary for small businesses 

or teams.  

 

4.5.2.1.3 CBPs planning responsibilities. 

Within corporations, the planning of CBPs falls within the purview of various individuals. 

According to the marketing manager, "In part, will ultimately HR be accountable for creating 

the infrastructure for the business process management; however, it is the managers who are 

ultimately accountable for actually executing on the agreed CBPs." 

 

4.5.2.1.4 Challenges and success factors in classifying Critical Business Processes 

Classifying Critical Business Processes entails encountering numerous obstacles and success 

criteria. A significant concern arises from the potential for conflicting specifications among 

various business units. This conflict can arise due to unforeseen interdependencies between 

their activities, which can be attributed to the absence of a systematic framework for addressing 
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these discrepancies within the current mechanisms. Consequently, this renders the final CBP 

(Corporate Business Plan) self-contradictory, as noted by Thomas and Kilmann (1974) and 

Kuester and Gerth (2018). Information obtained from the 1st Participant was that “...I can find 

out this conflict which may emerge from the simultaneous assigning of decision-making and 

control tasks to the same subject area..” 2nd Participant: “..we may discover such inconsistency 

between CBPs. This conflict may arise when the operations' efficiency and completion speed 

are monitored. We may notice a delay in a process because it is waiting for another process to 

be completed.”.Moreover, the 6th Participant added, “…to detect conflicts among CBP is to 

understand where the company frequently fails to understand the significance of a seemingly 

straightforward request”. These requests encompass various aspects such as the need for 

additional financial resources, specifying the expenses associated with the project, assessing 

the availability of personnel, providing a more comprehensive explanation of the project's 

particulars, expressing resistance towards adopting new software or questioning its validity, as 

well as other requests and objectives that may give rise to conflicts (Thomas and Kilmann, 

1974). This is clear in the response of the 8th Participant, who argued: “...the tremendous 

conflict of interest results from many points at first, such as the reciprocal distribution of two 

mutually exclusive entities to the same subject..” This conflict deserves our attention, 

particularly when considering that any conflict may lead to business failure. 

 For mitigation, this creates an urgent need to devise a framework to help organisations 

identify CBPs and conduct process improvement. Existing literature must indicate how these 

managers can effectively detect conflicts among those CBPs, leaving a significant research gap 

(Thomas and Kilmann, 1974; Rinderle et al., 2017; Kuester and Gerth, 2108). The  1st 

Participant argues that “… mitigation is by continuing execution of the critical business process 

while the business process can be delayed or performed concurrently with another activity”. 

The 2nd Participant posits that “…As soon as we understand all CBP well, we can mitigate the 

conflict, in particular when considering the difference in personalities of the assigned 

managers...” Also, the 5th Participant said: “... by analysing the conflicts, which appear 

immanent in the concurrent workflow definition before runtime, business process designers and 

many other workflow management system owners would find it very helpful”. Similarly, the 8th 

Participant added that “... we can propose a group-based constraint method for assessing 

conflicts between activities that have an impact on covariates. As we can see, the system 

consists of two stages. In the first step, the formal workflow description creates specific 

constraints. The minimal set of constraints solution is found in the second stage. This is an easy 
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process to reduce these mentioned conflicts.” 

 

4.5.2.1.5 CBPs Planning validation 

The planning validation carried out by the CBPs verifies that the business operations are 

urgent and relevant. In most cases, the current procedures are examined and confirmed 

regularly. A statement made by the manager of Reporting & Planning was as follows: "... in 

our quarterly business review meeting, we see that one, for example, various processes that 

used to be critical are not much important anymore that used to measure that performance is 

not applicable anymore and set priorities again." Because of this, business process conflicts 

arise whenever we make small adjustments to process scheduling and categorisation processes. 

 

4.5.2.2 Execute 

When carrying out the CBPs, you must engage in actions and processes connected to 

creating the framework and evaluating the model's performance compared to the predetermined 

goals and objectives. The CBP execution process, the CBPs already in place in organisations, 

and the creation of the CBP framework are the three main topics of the CBP execution. 

 

4.5.2.2.1 CBPS in place 

The company's existing CBP activities, procedures, and components are included in the CBPs-

in-place topic. It comprises established company processes. 

Performance targets are specified for each business process scheduling plan for teams, 

departments, and individual levels. The first respondent explains, "So, we have company, team, 

and individual goals." In the 6th respondent's opinion, on the other hand, " Procedures are in 

place for many areas within our organisation, including the corporate level, such as the Human 

Resources department... ‘However, it is important to note that each department has an entirely 

distinct database of unique facts, which it utilises to measure and analyse data. Additionally, 

the department's approach is influenced by its attitude, degree of business acumen, experience, 

and proficiency in technology. ". As a result; various departments use different techniques for 

planning and managing business processes. According to the marketing manager (5th 

respondent), "different [business process goals] are self-driven by the workers, and it varies by 

employees choosing, they define their objectives. Individual employees also have control over 

their business process targets and assessment methodologies. We then get together every three 

months to discuss them and reassess them.” 
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4.5.2.2.2 CBPS design 

In designing the CBP framework, diverse factors are considered by departments. The Business 

Support and Human Resource manager (3rd respondent) states, "When designing the CBPs, we 

must consider technical, capability, and individual factors." "Design modeling for BPs requires 

close collaboration between IT specialists, management, and subject matter experts." 

"Processes require modeling, execution, analysis, and management."   

Typically, the design substantiation is accomplished by achieving the preceding objectives. The 

Distribution manager (7th respondent) believes that the previous year's accomplishments 

provide the most justification. Other administrators view it as delivering services to clients. The 

marketing director of company A states, "Modeling is frequently more important than the 

resulting models." Modelling compels individuals to identify assumptions, requirements, and 

objectives.  In addition, process modelling is an effective method for stimulating discussions 

regarding process enhancements. However, excessive effort is expended on notational issues. 

 

4.5.2.3 The Control 

The control, which is a Priori theme, encompasses the activities of monitoring, evaluating, and 

regulating the processes inside a corporation. This involves providing feedback as well as 

overseeing the processes in accordance with their relevance and importance. 

4.5.2.3.1 CBP framework monitoring and review 

Typically, the process modelling control process begins by evaluating current BP challenges 

and working to mitigate them based on the company's goals. The Business Support and Human 

Resources manager (7th respondent) explains, "Therefore, based on the information we have, 

some of the past KPI we are collecting, [such as] employee experience, customer, we seek the 

kind of feedback with all those metrics, to revisit the last year's process scheduling 

methodologies, and also to see what would be determined collectively with all leadership team 

and my executive team to identify, determine, what would be the most important business 

process model." The Business Support & Human Resources manager (7th respondent) also 

monitors approximately ten essential business process key conflicting factors daily, "maybe 

[daily] I'm looking at ten issues with our processes daily." The Business Support and Human 

Resources superintendent reviews the metrics weekly: "We have access to the [codes 

evaluation] instrument. I am the one who evaluates the overall performance of the extant BPs 

and makes the necessary decisions." 
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The marketing manager ( 3rd respondent) states, "Yeah, one of our initiatives was centred on 

the employee pulse survey to obtain data [about BP's performance] on an ongoing basis to 

understand how people are doing... They provide feedback as part of the process."  The Power 

& Water Planning division manager states, "We all have monthly one-on-one meetings but 

receive performance feedback from BP annually. We analyse the conflicts that have been 

identified across various processes. We are receiving feedback from them to determine where 

we can improve." 

 

4.5.2.3.2 CBPs management 

In the companies included in this study, the leader plays a crucial role in performance 

management. The leader of operation states, "Therefore, when I enter the office each day...I 

have approximately ten pages open on my three monitors. The majority of them glance at the 

KPI early in the morning. For marketing, the most essential key performance indicator (KPI) 

I'm searching for is a large number of Marketing Qualified Leads (MQL)." Additionally, the 

co-founder of company B states, "[We make] all manner of strategic and tactical judgments 

[based on performance measurement]. Which verticals we should be operating in, and which 

industries we should be targeting with our business development, dollars, and time." 

The company makes strategic decisions based on the scheduling of Business processes. The 

Planning Manager (1st respondent) explains, "Typically, we conduct an analysis to determine 

how to improve the conflicts identified in various processes, how to reduce certain conflicts, 

and how to improve the accuracy of certain evaluations that we did not initially identify. And 

then we can simply delay it and move on to the next endeavor." 

Employees have a degree of flexibility and autonomy in determining their objectives and the 

means by which they will achieve them. The company's marketing manager states, "Well, in 

the end, it's up to the employees to determine how they will drive their own processes within 

the company to achieve their goals." 

A mechanism is in place for attaining consensus on the strategic decision regarding prioritising 

the company's business processes. According to the leader IT (8th respondent), “There are eight 

of us. Therefore, there is no possibility of a stalemate. So, there is a debate, and then we 

generally reach a consensus; I cannot recall a situation in which we were deadlocked or where 

each individual had their own preferences." 
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4.5.2.4 Problem Context Theme 

The problem's contextual framework is interconnected with the contextual factors and the 

background information pertaining to the issues at hand in the given circumstances. These 

include the nature of their business process environment, the context of the CBP, the manner in 

which business processes are classified to align with the company's unique objectives and the 

significance of the important activities. 

 

4.5.2.4.1 Problem of Defining the Critical Business Processes (CBPs) 

This theme’s main concern was finding out the participants' opinions concerning their 

definitions of CBPs. However, their intentions were different.  

For example, as stated by the 1st Participant, "CBPs stands for unequal degrees of processes’ 

importance, such as those which directly impact costs and end-user satisfaction.” On the other 

hand, 2nd Participant debates: “I should consider the importance of processes that emphasised 

business growth… to sustain the business”. As for the 4th Participant, he mentions that “... it is 

the main leverage point that usually makes the difference between failure and success”.  While 

looking at the answers of the 7th Participant, we can see that; “... it is the processes that always 

make us distinct from others and takes us to the forefront of government agencies”. 

Therefore, identifying CBPs has proven challenging, given that most business 

founders/owners need a comprehensive understanding of the CBPs.  This result is in line with 

the illustration of other researchers (Rahimi et al., 2016; Nadarajah and Kadir, 2016; Wallace 

and Webber, 2017). 

 

4.5.2.4.2 Mitigating the Barriers to CBP Identification. Suggestions 

While there is a concern with the convenient definition of CBPs, we should consider how 

to mitigate any challenges faced in this definition process. It is valuable to carefully investigate 

the interviewees' answers and their opinions on the mitigation. Consequently, the 1st Participant 

states, "Some obstacles to its identification appear in ignoring the disproportionate degrees of 

importance of operations related to asset protection or even cost.” Therefore, steps should be 

taken to mitigate that, such as “…. practising and training managers in setting the required 

process as critical and more accurate and strategies effective to identify the critical business 

processes well.” This is approved in the statement of the 2nd Participant, who said, “... 

management should initially do all possible ways to identify the main processes that can affect 

key success factors and then implement risk mitigatory measures to restore them after a 
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disruption”. As to the 5th Participant: “…, we have to shed light on the key success factors… a 

specified group of aims, objectives, and goals that require us to fulfil the process of achieving 

the organisational goals.” 

 Companies need to thoroughly discern their vital business processes and the possibility 

of a failure to identify priorities for recovery in the event of an outage (Oyemomi et al., 2016; 

Parkes, 2016; McConnell and Walker, 2019). Once such a definition is settled, we can mitigate 

these barriers. Hence, we have to define and map the essential business processes, roles, 

resource dependencies, and distribution networks (Al Blooshi and Hosseinian-Far (2019); 

Scheer (2012); Scheer, 2012; Weske, 2012; Myers and Myers, 2020). 

 

4.6 Identified Problems and Technical Solutions Using the DSR approach 

4.6.1 Technical Complexity 

 According to Okwir's (2018) categorisation of the various degrees of difficulty 

associated with CBPs, technical complexity is the second difficulty level. This topic relates to 

a CBP's frameworks or models, information systems, and data collection, analysis, and visual 

communication techniques. This topic's intricacy encompasses both analytical and technical 

aspects and methodological ones. 

The complexity of the methodological approach 

 The tough part was choosing which kind of key model or framework to use and 

categorising the many essential business operations. Franco-Santos & Otley (2018) and Franco-

Santos (2007) investigated how system dynamics and multi-criteria decision analysis may 

improve the efficacy of chosen measures during the design and implementation of CBPs while 

taking into account feedback from all stakeholders. Both studies were published in the journal 

Environmental Science & Technology. Based on their results, they conclude that using such 

strategies may assist businesses in coping with the methodological complexity they face. 

4.6.2 Complexity of Analytical Analysis 

 When it comes to incorporating CBPs into companies, it may take time to comprehend 

each measure, how it interacts with other measures, and how it influences the overall strategy 

of the firm. This can be especially tough when it comes to understanding how each measure 

affects the overall plan. According to Bitici et al. (2000), businesses typically break these 
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relationships, which increases the complexity of analytical work. Okwir et al. (2018) suggest 

that companies adopt more scientific and objective ways when establishing and executing 

measures. Some examples of such approaches include mathematical and simulation modelling, 

system dynamics, cause and effect analysis, correlations, and regression. 

The complexities brought on by technology 

 According to Okwir et al. (2018), the technical complexity of an organisation is related 

to its participation in the digital economy and its inability to integrate technology into its 

operational procedures and managerial practices effectively. Turner (2013) did a study on the 

implementation of performance measures and came to the conclusion that CBPSs have the 

ability to improve firm performance as long as the implementation is well-structured, has 

adequate resources, and is concentrated on enhancing the technical controls' competency. 

4.6.3 Importance of the Design Science Research (DSR) Method 

Design Science Research (DSR) has gained legitimacy in the literature for its valuable 

benefits in establishing a well-formed framework and discovering the challenges and conflicts 

in its formation. This is shown in Participant 1’s response that “..DSR is a successful approach 

and method in the process of developing a specific framework for defining CBPs.” Other 

participants argued:  

 "...DSR is successful in developing valuable CBP identification frameworks." Participant 2 

"...it is a new approach to research that aims to construct a new solution problem by creating 

a new reality rather than explaining existing facts and helping to formulate them." Participant 

3 

“...scientific research in design has two primary mandates: first, to generate new knowledge, 

theoretical interpretations, and insights, and second, to use the knowledge gained to address 

problems and enhance existing solutions. Therefore, it is successful.” Participant 5 

“...the technique aims to achieve understanding and knowledge of the specific problem domain, 

simply by its ability to build and apply the designed artefacts.” Participant 7 

 All the participants admitted to the success of DSR because it achieves knowledge and 

understanding of a problem domain by building and applying a designed artefact. This finding 

is consistent with other existing research findings (Hevner, 2004; Venable et al., 2006; Peffers 

et al., 2007; Kuechler et al., 2008; Miah and Genemo, 2016; Montasari, 2016). 
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4.6.4 Implications of DSR Adoption on building a business sustainability 

framework  

 The DSR research highlights many positive impacts on risk management, corporate 

cyber security, BCP, business continuity, and business sustainability. Several valuable points 

were obtained from study participants in this regard: 

"...because it achieves knowledge and understanding of the problem area through building and 

applying a designed artefact." Participant 1 

 “…it can also make progress to help cybersecurity keep pace with the ever-evolving cyber 

risk.” Participant 3 

 “...its importance in preventing compromising through many run orders, while at the same 

time protecting your business data from any loss or deletion, due to unauthorised access by 

hackers.” Participant 4   

“… many benefits are seen, including, for example, creative ways to prevent hackers from 

accessing your sensitive data. Another benefit is to enhance end-users' trust, resulting in user 

loyalty and satisfaction.” Participant 5 

According to existing literature, links to the above answers are apparent as the cybersecurity 

landscape evolves. Therefore, countries need to understand the dynamic forces and be able to 

anticipate and stop potential risks and vulnerabilities. Therefore, the use of the DSR method is 

to take advantage of the knowledge gained to solve problems, create change, or improve 

existing solutions (Hevner, 2004; Venable et al., 2006; Peffers et al., 2007; Kuechler et al., 

2008). Settling upon that, the researcher arrived at the stage of mapping the organisation’s 

strategy inspired by the information obtained from the interviewees during the conducted 

rounds. This is while shedding light on the iterative stage of DSR. 

4.7 Chapter Summary 

           The chapter shed light on the research questions through the interviews distributed to the 

participants. Their answers have been recorded and transcribed, whereas the thematic analysis 

has been conducted with the help of Nvivo software to get accurate results. CBP is viewed 

through processes and operations aimed at business success. All participants interviewed 

suggested that the management needed a more comprehensive understanding of the processes 

and needed to adequately establish clear objectives or goals for the various processes, which 

play a large part in the challenges faced in CBP. This view is also connected to the role of 
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knowledge and personnel conversation in conflict detection. However, the suggestions put 

forward to mitigate the challenges faced include having open and productive communication 

between management and others involved in conducting the aims and objectives of each 

business process. This was identified to have the potential to improve the effectiveness of CBP.  

When processes are not exclusive but mutually dependent, they can impact/slow down 

productivity. Overall, from the information obtained from all respondents, it is clear that there 

exists the need to identify CBP, analyse other processes that may conflict with these, and then 

prioritise CBP, irrespective of the personnel involved. On the other hand, all participants 

welcomed the Design Science Research (DSR) approach as the starting point for building and 

shaping the novel framework with all its perceived benefits as a solution that would allow for 

the smooth flow of identification of CBPs. This information has been analysed in order to be 

consistent with the literature review, the research question, and the study's goals and objectives. 

The creation and evaluation of the CBP framework will be shown in the following chapter. 
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CHAPTER FIVE: CBPS FRAMEWORK DEVELOPMENT AND 

EVALUATION 

5.1 Background and Introduction 

 Following the DSR approach, stages 2 and 3 (Figure 16) are dedicated to creating 

artefacts and their assessment. This chapter will guide you through these specific stages. To 

begin, the chapter explains the basis for the artefact's design. The second section of this chapter 

provides an introduction to the process of developing an artefact by investigating the 

conceptualisation of the artefact's features based on the challenges that have been identified and 

explaining the process of feature extraction, selection, and prioritising. These aspects were 

gleaned through previous research and interviews, providing light on the most important 

elements to consider in the design. We organise these traits, offer them extra features, and rank 

them in order of importance. In the fourth portion of the chapter, the artefact components are 

broken down and explained by describing the architecture of the CBP artefact and its life cycle. 

In the final section of this chapter, the outcomes of the artefact appraisal are discussed, 

accompanied by reflections and suggestions for future research. 

 

 

 

Figure 16. Research steps (artefact development and evaluation) 
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5.2 Artefact Design Methodology 

The DSR technique directs researchers in the creation of an artefact, including pertinent 

concepts from prior literature and actual situations. Researchers then pinpoint the problems and 

include these ideas in the design process. The researchers then create the artefact and analyse 

it. Information gathered from previous stages, such as literature research and issue 

identification, becomes valuable during the artefact production phase. This stage involves 

creative problem-solving, where extracted characteristics are merged with the construction of 

the artefact. Hevner (2004) pointed out that the solution development phase is a creative issue-

solving process that is impacted by inputs from the problem identification phase as well as the 

researcher's or the research team's collective experiences. 

In the investigation, information obtained through examining relevant literature is included in 

the kernel theories. These ideas had an impact on the whole design process as well as the 

characteristics of the finished product. During the interview analysis, these ideas guided the 

creation of the topic and the template. 

5.3 Artefact Development 

Dresch, Lacerda, and Antunes (2015) state that the artefact production and assessment 

process is iterative. Gathering the features, prioritising them, developing the architecture and 

system operations, and evaluating the artefact are the first steps in the process. By combining 

the knowledge we learned from the literature and the participant input, we designed and 

developed the artefact for this thesis. Following this, we tested the completed artefact with 

participants using a conventional "usability test interview." After the assessment findings have 

been considered, the components of the artefact that need to be modified or enhanced are 

brought to the fore.  

5.3.1 Process of Designing the Artefact 

The process of designing the artefact began with the identification of the issue. 

According to what is said in section 3, the "problem" that is being investigated in this research 

takes into account all facts and aspects of CBPs as well as the context of the oganisation, all of 

which impact the quality of the business process analysis.  
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While settling upon the information obtained from the interviewees, we have defined a long-

term strategic plan to design and get the organisation's processes and assets information. 

Typically, for large organisations, collecting the critical process details is fragmented in nature, 

for example, across multiple departments or operational sites. Accordingly, the researcher and 

the participants agreed to address this challenge by establishing a dedicated framework function 

as well as designing a division-wide CBP identification framework that aims at: 

• Adopting a risk-based approach that justifies the importance of critical operations 

procedures in line with the organisation's strategic objectives and risk appetite. 

• Certifying the definition of clear ownership, core activities, compliance requirements 

and a waiver process to operationalise the organisation's framework across the 

organisation's asset life cycle. 

• Developing requirements and ground rules for establishing, implementing, and 

maintaining the organisation's framework. 

• Consolidating critical process assets across the organisation's environment. The 

framework shall be aligned with the Organisation's Governance Framework and Policy 

and enforce its principles, as shown in Figure 17.  

 

The organisation has established an enterprise-wide governance framework that includes 

essential components such as board oversight, management-level committees, policies, and the 

three lines of defence model. This governance system is then extended to other divisions 

Framework 
Governance 

Division 
Governance 

Organisation 
Governance 

Figure 17. Organisation Governance Framework 
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through a consistent process cycle that encompasses planning and assessment, issuance of 

governance policies and regulations, monitoring and evaluations, and review and continuous 

improvement of division operations. The management and control of the framework within 

each division align with the organisation's governance practices, emphasising the practice and 

orientation of framework governance. 

5.3.2 The Proposed Framework 

The suggested framework (Figure 18) of the study, as discussed with the participants, was 

described as follows: 

 

Figure 18. Proposed Framework 

1. Organisation Vision: The vision communicates the organisation’s value, commitment 

to achieving its goals, and priorities by following national and international best 

practices and standards. 

2. Standard Requirement and Policy: To comply with the standards and policies, it is 

required to list all organisation units with their business processes and highlights critical 

in the case of disasters. All business units should have broad guidelines and best 

practices for implementing control of standards. 
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3. Business Owners: 

a.  Each business unit is responsible for identifying all business processes under its 

operation.  

b. The business unit should classify its business processes as critical based on the 

nature and criticality of the work. 

4. Assembling BCPs: An assembling unit receives all business processes from each 

business and creates an explicit dependency chart for each CBP. The rationale behind 

the dependency chart is that a CBP from one business unit might depend on business 

processes from another unit. To ensure the continuity of a CBP, all dependent business 

processes must be classified as critical as well. The assembling unit's main rule 

explicitly creates a complete dependency chart for each CBP. In small organisations, 

the dependency chart could be easily visible and accomplished by humans. However, 

larger organisations and automated procedures should be invoked as the dependency 

would be created recursively involving sub-business processes all the way to the lowest 

level. 

5. CBP Conflict Identification: Based on each CBP's dependency chart, If any sub 

processes are classified as noncritical, conflict should be reported for that CBP. For 

smaller organisations, such tasks could be achieved by humans; however, an automated 

procedure should be required for larger organisations. 

6. Board of Resolution: The board receives the list of CBPs that exhibit conflicts within 

dependencies and decides on a resolution scheme to achieve the organisation’s interests 

and alleviate concerns based on the best practices, as illustrated below. 

7. Best Practices: The rule of best practices is to identify the organisational constraints 

relevant to each CBP that help resolve trade-offs between proposed solutions. Asset 

constraints is composed of 3Ps: people, process, and product ((Demir, 2017) and be 

categorised under: 

• Human resource constraints, 

• Financial constraints such as Opex and Capex and 

• Data loss constraints. 

One metric to measure CBP continuity is the Recovery point objective (RPO), the 

maximum acceptable amount of data loss after an unplanned data-loss incident. A CBP 

could be assigned with an RPO threshold that decides the amount of data loss tolerance 
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based on the nature of the business. Moreover, a CBP restoration could require 

additional budget and HR resources.  

Time constraints, on the other hand, involve Recovery Time Objective (RTO), which is 

the maximum allowable time of unavailability. Mean Time to Recovery (MTR) is the 

time elapsed for a given failure of CBP.  

All the constraints above can be systematically resolved using existing algorithms. They 

could be implemented into enterprise programs to assist the decision-maker in 

determining trade-offs and narrowing down resolutions. The algorithmic and software 

details are outside the scope of this study. 

8. Resolve Conflicts: Based on constraint elicitation and best practices, the resolution 

board decides the final resolution of conflicts among CBPs. 

9. List of CBPs: The final list of conflict-free CBPs is compiled and distributed to the 

respective business units. 

5.4 Evaluation and Validation of the CBPs Framework Quality  

5.4.1 Model Evaluation Approach (Ex-Post Evaluation Process) 

The ex-post artefact evaluation approach is explored and presented in this part, allowing 

for a study of the effectiveness and relevance of the created artefact in the form of the finished 

process model in its applied context. Cleven et al. (2009) claim that the use of ex-post evaluation 

in conjunction with the use of appropriate criteria allows for the verification of the end artefact's 

authenticity. As indicated by Krogstie et al. (1995), the model may also be validated by 

comparison to the audience's understanding. Business processes exhibit many key 

characteristics, including volatile needs, intricate interconnections, disputes among 

subcomponents, and constraints stemming from ambiguous environmental circumstances. 

Business processes are also distinguished by the need for a more precise definition of their 

environmental surroundings. Due to the intricate nature of the CBP, it is crucial to use a 

comprehensive evaluation approach, as suggested by Stevens (2014), in order to get a thorough 

understanding of the intricacy involved in this particular step of the innovation process. 

In light of the contrast that can be drawn between artificial and naturalistic assessment, 

it is possible to assert that naturalistic evaluation more effectively enables the incorporation of 

the complexity associated with actual users, real systems, and real issues than artificial 

evaluation. Therefore, the naturalistic approach is the ex-post assessment that is going to be 
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most applicable to this thesis. After that, the criteria for assessment, the techniques for 

evaluation, and a summary of the ex-post evaluation are offered. 

 

5.5 Evaluation Criteria 

 Artefacts may be evaluated based on a variety of pertinent quality attributes, such as 

consistency, correctness, dependability, fit with the organisation, usefulness, and others, 

according to prior studies (March & Smith, 1995). In design scientific research (DSR) in general 

and in design science projects where artefacts must be evaluated against criteria of value or 

utility, the adoption of appropriate assessment criteria is of the highest importance. This is due 

to the fact that choosing the appropriate evaluation criteria is crucial when planning scientific 

research (DSR). According to Ostrowski and Helfert (2012), the utility of artefacts is a 

complicated deliverable that may rely on numerous characteristics of the consequences of using 

the artefact or the artefact itself. In the literature, the word utility is often used interchangeably 

with the term usefulness, and utility has frequently been evaluated based on how helpful 

something is thought to be (Adipat et al. 2011). As a result, the word usefulness, or more 

specifically, perceived usefulness, is chosen in place of the term utility. The purpose of each 

artefact, as well as the appraisal of that artefact, plays a significant role in the evaluation process. 

A process artefact is a method, procedure, or model that guides individuals in the process of 

identifying solutions to issues. Assessment criteria must be created in accordance with the 

classification of the object (the process model generated) mentioned in this thesis as a process 

artefact. According to Ostrowski and Helfert (2012), evaluating the utility of a process artefact 

should occur throughout the interaction between the user and the artefact. According to Pries-

Heje et al. (2008), the fundamental premise of process-based quality is that a successful 

business process would result in no conflicts. When it comes to conceptual models' quality, 

most techniques focus on two primary degrees of quality, which are Semantic Quality (SMQ) 

or Perceived Semantic Quality (PSQ), and Pragmatic Quality (PMQ) or Perceived Usefulness 

(PU). 

 

5.5.1 The Perceived Semantic Quality (PSQ) Model 

According to Krogstie et al. in 1995, the degree of alignment between the externalised 

model and the model's domain determines the semantic quality of a conceptual model. The CBP 
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model is the conceptual framework that is being taken into account in this specific situation. In 

essence, the phrase "semantic quality" refers to the consistency between the data that users 

perceive, based on their expertise in a particular field, as necessary for the conceptual model 

and the data that they perceive is present in the process model. This alignment is sometimes 

referred to as user interpretation (Maes & Poels, 2007). Hence, the assessment of model quality, 

known as semantic quality, encompasses the consideration of both the elements included in the 

model that are not present in the domain as well as the elements omitted from the model that 

exist in the domain (Liu et al., 2012). 

It is more difficult to judge a conceptual model or schema's semantic quality than to determine 

whether it is syntactically correct. The users' perception of the process model's accuracy is the 

only aspect of semantic quality that can be evaluated, and users' cognitive abilities, prior 

knowledge, and the ontological and epistemological perspectives they choose all have a 

significant impact on the assessment's findings (Maes and Poels, 2007). Much research has 

attempted to assess the level of semantic quality in relation to a certain reference theory or 

modelling standards that have been substituted for the real domain (Gemino & Wand, 2003).  

According to Poelse et al. (2005), a limitation of these methodologies is the necessity for further 

consideration of user views on the degree to which the model facilitates and promotes their 

understanding of the underlying reality. This limitation is inherent in these methodologies. 

Poels et al. (2005) argue that user perception-based assessments of semantic quality are more 

appropriate for assessing the potential benefits of using a conceptual model compared to relying 

only on established but theoretical quality metrics. The reason for this is that assessments of 

semantic quality based on user perception are contingent upon the subjective viewpoint of the 

user. The focus of quality control efforts should not be on examining the actual semantic quality 

of the process model because of the inherent impossibility of explicitly verifying or establishing 

the correlation between the model and the domain. Instead, the focus should be on assessing 

the model's perceived semantic quality by contrasting users' interpretations with their domain-

specific expertise. This limitation arises due to the inability to explicitly verify or demonstrate 

the correlation between the model and the domain. In this particular case, the perceived 

semantic quality serves as an operational proxy for semantic quality and effectively confirms 

the relationship between users' domain expertise and their understanding of the model. This 

phenomenon occurs due to the fact that the perceived semantic quality serves as a replacement 

for the genuine semantic quality. 

Shanks et al. (2003) first proposed the concept of perceived semantic quality based on the theory 
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of reasoned action. This theory has since been refined and updated by several additional 

scholars. Since then, it has been subjected to considerable empirical validation and rethought 

in studies based on reliability and validity tests (for example, in Rittgen 2010). According to 

Poels et al. 2005a, evaluating perceived semantic quality uses anywhere from four to seven 

different indicators, depending on the source. (Poels et al. 2005b) Maes and Poels devised and 

verified a measuring method with four hands: accuracy, completeness, authenticity (realism), 

and relevance. The semantics represented in the model's individual sections should not 

contradict one another. It should not include redundant semantics, as stated by Shanks et al. 

(2003), who introduced the qualities of conflict and redundancy to the model. Lindland et al. 

(1994) concluded that these two aspects of semantic quality might be grouped together under 

the indication of consistency. Maes and Lindland generated and verified The consolidated four-

indicator PSQ system in additional research (Maes, Poels 2007). These researchers discovered 

that both correctness and completeness subsume consistency, and they used this information to 

construct and verify the system. Figure 19 visually represents the many metrics that may be 

used to assess a process model's Perceived Semantic Quality (PSQ). It is essential to point out 

that these indicators have previously been subjected to extensive empirical validation in the 

course of experiments based on reliability and validity tests (Maes, Poels 2007). Maes and Poels 

determined this. 

 
The components that make up the PSQ and the sources that support their relevance are shown 

in the following table, along with the statements that will be measured.  

Figure 19. Major Indicators for PSQ (Adapted from Rittgen, (2010) 
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5.5.2 Artefact Perceived Usefulness (Pragmatic Quality) 

Pragmatic process model quality, as defined by Burton-Jones and Gallivan (2007), is 

the ability or utility of a process model to support learning and action in an organisational 

setting. The pragmatic process model quality, as applied to the current thesis, describes how 

useful the model is then used to simulate actual business operations. The practicality of process 

models has been evaluated using a number of different approaches. These techniques range 

from analysing the correctness of the comprehension task to assessing the user views of the 

model's pragmatics (Burton-Jones, Siau, and others, 1997). In addition to instruments for 

usefulness or utility, measures for user information satisfaction and ease of use have frequently 

been used to gauge users' perceptions of the quality of pragmatic process models (Burton-Jones, 

Maes, and others 2005). These tools have also been used to evaluate their usefulness or efficacy. 

Considering that this research paradigm postulates that its results benefit practitioners, 

the artefact's usefulness or utility is the most significant evaluation criterion in DSR. To put it 

another way, for an artefact to be considered valuable, it must contribute positively to the 

environment in which it will be used (in this instance, the CBP) and aid the organisation in 

working toward accomplishing certain objectives related to the environment.  

According to Davis (1989), on page 320, "the degree to which a person believes that using a 

particular system would enhance his or her job performance is referred to as the perceived 

usefulness (PU) of the system." The degree to which an individual feels that using the 

established process model will assist in conflict resolution within the business processes and 

provide answers to the research issues posed by the thesis is referred to as the Applied to the 

Current Thesis PU and based on Davis's first TAM, Venkatesh and Rittgen developed particular 

measurements and items for assessing the PU of systems and conceptual models (Rittgen 2010; 

Venkatesh, Davis 2000). These proposals may be found in Rittgen's work. The components of 

PU are shown in Figure 20. 



 
 

100 
 

 
The figure above includes a presentation of the components of PU, the sources that declare their 

importance, and the assertions to be assessed. When adapting the original claims made by 

Venkatesh and Davis (Venkatesh and Davis 2000), the concept of "system" was changed to 

"process model" so that they could be applied to the most recent state of the study. 

 

5.6 Applied Framework Evaluation Methods 

In the published research (Helfert et al. 2012), it is possible to find various assessment 

methodologies suitable for use in design science initiatives. Naturalistic evaluation techniques 

are the greatest match for the activities now being done as part of the ex-post assessment since 

the objective of the evaluation methodology is to evaluate the artefact in its actual application 

domain with real users, real systems, and confronting genuine issues. This makes it possible to 

consider all of the prevalent complications in exact application settings and organisational 

processes.  

5.6.1 Results and Discussion for Ex-Post Evaluation  

The following sections present the ex-post evaluation results of the process model's 

perceived usefulness and perceived semantic model quality.  

Figure 20. The Indicators for Perceived Usefulness PU (Adapted from Venkatesh (2000). 
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5.6.1.1   CBPs Model Perceived Semantic Quality (PSQ). 

Criteria such as accuracy, relevance, completeness, and authenticity were utilised to 

assess the perceived semantic model quality of the proposed CBP Framework.  

In response to the first question on the significance of the DSR framework, three participants 

believed that the conceptual model accurately depicts the business process. The third 

respondent responded that all of the features in the suggested DSR model are applicable so long 

as the organisation has sufficient resources to work with. If the organisation needed more 

resources, it would depend only on informal scanning rather than carrying out official 

inspections of the internal and external environments. According to the statements of some 

other participants, the significance of each identified process may vary depending on the 

particular context and field in which the process model is used, even though all of the processes 

are applicable. Even though one participant rated the process model's relevance as less 

important, he needed to explain which parts are not significant for the business process. Other 

respondents said that monitoring and scanning could be combined into one step, that informal 

scanning could be eliminated since this process element occurs anyway and does not need its 

own distinct component in the process model, or that monitoring and scanning may be blended 

together.  

Concerning the completeness of the PSQ, several participants voiced their opinion that 

the model is already "over-complete." In contrast, others suggested that the interpretation step 

must be discussed more deeply. Moreover, some participants once again brought up the need 

for more process model implementation and industry-specific standards.  

In conclusion, it was found that the process model's PSQ was highly accepted by the 

interviewees and that the model may have a high level of semantic quality. 

5.6.1.2   CBPs Model Perceived Usefulness (PU) 

The subjective norm, job relevance, output quality, and outcomes demonstrability were 

the criteria used to evaluate how beneficial the process model was regarded to be. A significant 

proportion of respondents expressed their intention to employ the process model in order to 

cultivate strategic orientation within the context of the CBP. This involves recognising and 

effectively handling communications, innovation opportunities, trends, and disruptive 

modifications, as well as establishing organisational structures during the initial phases of the 

innovation process in a consistent and enduring manner. All of these goals would be 



 
 

102 
 

accomplished by utilising the process model. Participants also discussed the link and integration 

of innovation management and corporate strategy planning, improving process transparency 

and constructing a Critical Business Framework. It was discovered that the structure of the 

process model offers significant potential for practitioners. The vast majority of participants 

said they intended to apply the process model to manage critical business processes. 

The utility of the process model was found to be highly accepted by the interviewers, it was 

found. From the perspective of practitioners, the model can be said to have a high degree of 

pragmatic quality. 

5.7 CBPs Model Ex-Post Evaluation Results Discussion  

The design hypothesis, which states that the Critical Business Framework may be built 

by the supply of an all-encompassing process model, was able to be supported not only by the 

literature but also by the findings of the interviews. Looking at the participants' backgrounds 

and composition, we can see that they are all from the organisation in Dubai and are interested 

in the invention of conflict-free business processes. This category of organisations is certain to 

have high-quality pragmatic process models. Seven participants in round three expressed 

significant anxiety around CBP framework innovation. The findings also revealed a high level 

of acceptance ratings for this group's quality of the process model. The whole study also takes 

into account the outcomes for this specific group. In order to assert that the process model is 

applicable outside of the United Arab Emirates, independent of the size of the specific 

organisation, more data than this sample size of eight participants from a single enterprise is 

required. In light of the foregoing, the sample shows that the quality of the business process 

model utilised by significant organisations concerned with important business elements is 

evidently of a high standard, both from a semantic and a pragmatic point of view. 

Following careful consideration of the above assessment results, the elements of the 

artefact requiring modification or enhancement are deliberated upon, culminating in the 

development of the ultimate CBP framework in section 5.8. 

5.8 The CBP Final Framework 

 Figure 21 depicts the final result framework function within the organisation, 

responsible for evaluating, directing, monitoring, and controlling the Framework capability. 

Eliminating siloed approaches ensures consistency and optimisation of efforts and resources 
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across the division. The operating model consists of three layers: CBP Framework Steering 

Committee, Authority, and Implementation Working Group. Each layer has unique roles and 

responsibilities, as outlined below.  

 

 

The CBPs Framework Steering Committee, consisting of the management group (i.e., heads 

of organisational departments) and chaired by the divisional president, will be responsible for 

the following: 

• Directing the Framework Authority towards the desired target state in alignment with 

the organisation's transformation strategy and operational requirements. 

• Exercising decision-making authority for approvals relating to all digital initiatives, 

which may include refurbishments, new capital projects, technology enhancements, and 

other related activities at the divisional level. 

• Sponsoring framework initiatives by securing necessary resources such as human 

capital, funds, and other required resources. 

CBPs Framework Steering Committee 

CBPs Framework Implementation Group 

CBPs Framework Authority 

Business 
Dept. 

Business 
Dept. 

Business 
Dept. 

Direct, Endorse, and 

Sponsor 

Plan, Manage, Design, 

and Report 

Plan, Evaluate, 

Monitor & Control 

Feedback 

Implement & Maintain 

Figure 21. Final Framework 
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CBPs Framework Authority is the owner of the framework and shall be an independent and 

dedicated function within the division that is responsible for the following: 

• Planning and scheduling the various prioritised framework initiatives based on the 

divisional operational requirements. 

• Designing future state framework in line with the direction received from the framework 

steering committee. 

• Validating and approving design change requests for optimal value.  

• Maintaining the framework artefacts to ensure their relevance. 

• Reporting periodically to the framework steering committee on the function’s 

performance and the status of ongoing initiatives.  

CBP Framework Implementation Group will consist of technical specialists and subject 

matter experts from relevant departments and will be responsible for the following: 

• Executing cascaded initiatives through projects within their respective departments. 

• Managing administrative and financial responsibilities to ensure successful project 

outcomes that fulfil the goals of framework initiatives. 

• Providing feedback to the framework authority on constraints, limitations, or challenges 

that should be considered when modifying existing architecture or designing new future 

state architecture. 
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CHAPTER SIX: DISCUSSION AND CONCLUSION 

6.1 Summary and Conclusion 

The findings and recommendations of the research described in the thesis are laid out 

and critically evaluated in this chapter. More succinctly, this time, the research subjects are 

covered. The contributions of the thesis are next given, followed by a critical analysis of the 

research limitations of the thesis. Finally, the thesis limitations are examined, and the 

consequences of the artefact for the knowledge and practice field are given. A summary and 

some ideas for future study directions round out this section. 

6.2 Research Questions Discussion 

 The study's results alluded to the importance of building the structure, procedures, 

organisational, and management system aligned with the business goals to promote 

transparency and accountability in decision-making processes, including identifying critical 

business processes. This was mentioned because of the necessity of developing the structure by 

the business objectives. In addition, the framework was rigorously tested, and its 

implementation was carried out with the utmost precision. Because participants can learn about 

and understand a problem area by creating and utilising a designed artefact, all participants 

believed that the DSR approach to CBP development was beneficial. Any company entity that 

wants to improve its business operations will use the aforementioned methodology to find 

conflict-free Critical Business Processes (CBPs). This framework offers explicit directives for 

the implementation of business continuity. 

The research questions identified in Chapter One are answered in this thesis as discussed in the 

summary below; 

RQ1: What challenges do managers face in identifying CBPs, and how can these challenges be 

mitigated by developing Classifying critical business processes using a CBP framework? 

While there is concern regarding the convenience of the definition of CBPs, we should consider 

how to mitigate any difficulties associated with this process (Oyemomi et al., 2016). Companies 

must identify their critical business processes and the risk of failing to identify recovery 

priorities during a disruption. Once such a definition has been determined, we can eliminate 

these obstacles. 
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RQ2: How Can Design Science Research be applied to develop a framework for identifying 

CBPs in the specified company in Dubai, United Arab Emirates. What elements would have to 

be included in the process model to give a complete representation of the Critical business 

process framework? 

 The DSR research highlights many positive impacts on risk management, corporate cyber 

security, BCP, business continuity, and business sustainability. According to existing literature, 

links to the above answers are apparent as the cybersecurity landscape evolves. Therefore, 

countries need to understand the dynamic forces and be able to anticipate and stop potential 

risks and vulnerabilities. Therefore, the use of the DSR method is to take advantage of the 

knowledge gained to solve problems, create change, or improve existing solutions (Venable et 

al., 2006; Peffers et al., 2007; Miah and Genemo, 2016; Montasari, 2016). Settling upon that, 

the researcher arrived at the stage of mapping the organisation’s strategy inspired by the 

information obtained from the interviewees during the conducted rounds. This is while 

shedding light on the iterative stage of DSR. 

RQ3:  Is the developed CBPs framework feasible and viable to detect conflicts among BPs 

effectively and identify Critical processes to mitigate these conflicts. 

The idea that the Critical Business Framework may be built using a heuristic DSR process has 

been supported by the research in the relevant literature and the findings of relevant interviews. 

Upon closer inspection of the participants' backgrounds and affiliations, it was discovered that 

they all are concerned with developing conflict-free business processes in the company and, 

thus, the need for our CBP framework. This category of organisations is certain to have high-

quality pragmatic process models. Seven participants in round three expressed the company's 

significant need for CBP framework innovation. The findings also reveal a high level of 

acceptance ratings for this group's quality of the process model. 

 This study is consistent with the chosen interpretivism and positivism philosophical 

stances to address the specified research problem. The reason is that this study is based on the 

qualitative research approach while blending accurately with the conducted semi-structured 

interview to obtain the needed information (Lew et al., 2018; Room et al., 2018; Usher and 

Jackson, 2019; Saunders et al., 2022). Selecting the qualitative approach motivates the 

researcher to adopt the induction research approach (Saunders et al., 2022). Accordingly, the 

chosen inductive and deductive approaches allowed the collected data to determine the 

researcher’s themes while evaluating the validity and reliability. In other words, in this 
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presented study, the researcher could develop his framework with a focus on what he found 

(inductive). 

6.3 Research Contributions 

The thesis makes many significant contributions. The next parts will go into the primary 

contributions, theoretical implications, and practical ramifications. 

6.3.1 Project Main Contributions 

The main result of the thesis is the created CBP process model. It is based on previously 

accepted theories, concepts, and approaches and expands on them to solve new problems 

brought about by conflicts in the company's business operations. Business process modelling is 

based on concepts that have been applied in a number of research contexts, including process 

management, change management, general product creation, corporate strategy planning, and 

firm development. The concepts and design criteria that describe the study issue area are 

therefore satisfied by applying a number of sources of existing information and solutions to 

create our process model. This is done to achieve the model development objective. On the 

other hand, in order to generate the process model design requirements for the thesis, the 

specific requirements of the strategy CBP must still be thoroughly researched in the literature. 

It is necessary to complete this. The process model is a synthesis of research best practices as a 

result. It recognises practical demands at the strategic CBPs and applies well-known solutions 

and concepts from other fields to this unstudied area of the innovation process. 

The first significant contribution made by the thesis is the distinction between processes 

deemed critical and those considered non-critical to develop a model of essential processes of 

business. The thesis addresses the crucial and contentious subject of designating business 

processes as critical based on their significance in the company. This discussion follows the 

underlying design research issues that prompted the writing of the thesis. There are a variety of 

approaches and suggestions for this stage of the innovation process, ranging from "no structure 

at all" because structure is detrimental to creativity to "the CBP can be treated like any other 

business process." In light of these considerations, the thesis topic is of the utmost importance. 

The author places his work in the middle of these two opposing schools of thought held by 

researchers and adheres to the beliefs of a third school of thought, which posits that there is a 

beneficial influence that can be achieved by formally organising and structuring chosen vital 
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activities as crucial processes. At the same time, the significance of considering and attending 

to aspects unrelated to the process is emphasised. This particular viewpoint on the strategic 

CBP has several repercussions for the study's design. First off, the structure of the thesis 

illustrates how the most crucial acts were given priority. It begins with gathering the guiding 

principles of CBPs, goes on to derive the design requirements for the process model, and ends 

by describing the core activities of the process model based on these design requirements. 

Second, the thesis is based on the idea that some process-related parts of the CBP framework 

might be set up in a way that prevents internal conflicts. There is a hypothesis among academics 

about how creativity and information flow are related. This allows for the conduct of the current 

study, as well as its goals and research questions, in the first place.  

The final process model was created as a result of this viewpoint on the proposed 

framework, which also made it feasible to distinguish between critical and non-critical 

processes. The elimination of uncertainty from a strategic standpoint and the development and 

application of a CBP model are the main issues of the model's process-related components. 

Through the utilisation of its six fundamental activity categories, the process model that was 

designed takes these factors into consideration. 

The inputs must be gathered, the information received must be analysed, and the conclusions 

or output must be sent to the subsequent phases to the invention of a Conflict-free critical 

business analysis framework. The combination of the results results in a Conflict-Free CBP 

framework.  

6.3.2 Project Theoretical Impact and Position 

Chapter 1 examines the relevance of the identified research challenges and gaps and the 

underlying design hypothesis in depth. Also included in this discussion is the framework for 

the study. It is possible to conclude that the thesis covers a very significant study subject 

because there are gaps in the theory, shortcomings, and needs of the case study company. 

1) Generic innovation process model needs are a representation of the most important 

theoretical underpinnings,  

2) The particular process requirements for the CBP model and  

3) The CBP principles were created by thoroughly examining the relevant literature. 
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 This thesis makes contributions in several different ways, both in terms of its influence on the 

theory and the production of new or better evidence. As was said in the section on research 

gaps, there need to be more empirical studies that explain BP conflict management and 

especially deal with the critical processes in businesses. A full qualitative research study was 

conducted to determine the processes scheduling and best framework for the case study 

company.  

The results of the artefact assessment add new proof to the body of knowledge regarding the 

applicability of the fundamental process model. The results of the artefact evaluation also reveal 

fresh empirical data regarding the efficiency of DSR in research. The study is the first to provide 

thorough, high-quality data for the CBP process model that was acquired by the use of rational 

means. The textual comments that were obtained throughout the interview gave us the chance 

to glean in-depth practitioner and expert opinions about certain facets of the process model's 

quality. For example, this enables the identification of potential starting points for future 

research. 

In several different ways, the thesis contributes to the application of new or better methods that 

may be used to perform analysis or interpretation. To begin, the research approach that the 

thesis employs is customised based on the well-known DSR framework that Peffers developed. 

It demonstrates that it is appropriate for the study and makes it possible to construct a process 

model for CBP in a visible, intelligible, and reproducible manner. The open and approachable 

research method offers fresh viewpoints on the evolution of artefacts and expands, for instance, 

the DSR domain.  The CBP and the used research framework aid other researchers dealing with 

comparable conceptual modelling research challenges in developing and utilising effective 

research approaches and methodologies. For planning and building such massive frameworks, 

it is necessary to have a process model that has been established. 

 

6.3.3 Impact on Practice 

The final result of the thesis, which is the artefact design, leads organisations in 

organising and particularly addressing the critical processes to minimise conflict in the business 

processes. Existing process models either need to capture the steps that come before the 

development of an idea or give a set of rules and metrics that are both realistic and tangible for 

those who carry out the process. The process model focuses its attention primarily on the steps 
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of identifying critical processes and analysis. It also gives extensive information, officially 

specified procedures, and a clear, organised approach for the CBP, which has yet to receive 

much prior study. In light of the findings of the interview data that were acquired for this thesis, 

the present process model, therefore, offers important advantages to the implementation of 

organisational practice. The process model takes into account each of the process-related 

difficulties that have been uncovered in the course of current practice. The same principle 

applies to crucial processes that may be seen in practice. The validity, completeness, and utility 

of the process model have all been validated by the findings of the ex-post assessment. 

Practitioners have said that they would use and execute it in practice if the necessary resources 

were accessible to them. 

6.4 Project Limitations and Critical Review 

From a critical perspective, the writer is well conscious of how the parameters of this 

thesis prevent the construction of a process model that is relevant in all circumstances. Even 

while the review's findings show the model's usefulness, small businesses that operate, for 

instance, in the service sector, might not be able to benefit from the findings that apply to large 

organisations that care about product innovation.  

This thesis suffers from a significant constraint in the phase when the data is being 

analysed. The use of a single coder for the analysis of the data is a major constraint and has the 

potential to result in biased coding findings. In order to get rid of this bias, the researcher behind 

this study largely employed the DSR approach and qualitative interview strategy to collect and 

examine the data. This secondary study meticulously recorded the whole procedure so others 

could carry it out. The opinions of several experts further validate the results. The decision to 

focus solely on experiences rather than other types of information, such as measurements, facts, 

or heuristics, to scope the artefact is another important limitation of this research. This is a 

serious limitation because other types of knowledge, including measures, facts, or heuristics, 

may prove to be helpful. One piece of the information that may or may not provide the necessary 

knowledge to design and develop a CBP artefact is participant experiences with modelling 

business processes. These experiences may be positive or negative. This study solved this 

challenge by focusing on a limited setting. The research minimised the scope of the study by 

limiting the setting to include the company and choosing participants from an organisation with 

a greater degree of digitalisation and use of technology. However, the generalisability of the 

findings may be compromised because the scope of the research could have been more 
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comprehensive. Additionally, this risk is there throughout the examination of the item. Further 

research must investigate the issue in a more general and organic setting. In subsequent 

research, researchers may additionally test the validity and usefulness of the CBP artefact by 

adapting it to fit a variety of settings and uses. In addition, modifying the artefact for use in 

diverse settings calls for a more in-depth review as well as adjustments to the PMS-BI artefact 

that was first suggested for this research. 

The CBP principles are carefully and completely produced based on literature and the 

results of in-depth research with a UAE firm. These principles provide the framework for 

identifying the process model design needs and, as a result, for process model production. This 

is in line with the thesis's main point, according to which the CBP principles serve as the 

cornerstone for creating process models. It is recommended that more research be carried out 

to develop practitioner CBP concepts for a particular organisation size. Such studies may, for 

instance, include organisations from a wider variety of industries of varying sizes, originating 

from a wider variety of countries, or concerned with a wider variety of sorts of innovation. 

Conducting the ex-post assessment in a manner that was separate and distinct from the process 

model design was an essential component of this design's recipe for success. This indicates that 

the assessment was conducted with departments other than those involved in constructing the 

process model. In keeping with the emphasis that the thesis places on product innovation, the 

findings of the ex-post assessment verify the soundness of the process model for this kind of 

innovation. Additional research in other fields ought to investigate the application of this 

finding in other fields. 

An endeavour that presents a substantial problem within the purview of the thesis is the 

transfer from CBP principles in the interview data to process model design requirements and, 

finally, to process model components and activities. The solution to this issue involves 

conducting both an ex-ante and ex-post review of the process model generation process. The 

design process may be evaluated via ex-ante assessment, which enables this review to occur 

before the process model creation is completed. This makes it possible to uncover any flaws 

and inconsistencies in the work at an earlier stage than would otherwise be possible. Syntactic, 

semantic, and pragmatic model quality are the three aspects used to evaluate process model 

quality; the established ex-post evaluation technique includes a number of criteria from each of 

these three domains. One of the most important aspects of the assessment strategy that 

determines whether it is successful is gathering extra-textual input on the portions of the process 
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model that are irrelevant and unneeded, as well as those that are missing. In this instance, the 

final assessment findings validate the comprehensiveness and applicability of the process 

model's components and activities and, by extension, the process model's design criteria. As a 

result, it is very improbable that fundamental business concepts should have been considered 

and addressed throughout the process of establishing process model design criteria and, 

subsequently, developing process models. 

Involving various methods to design, build, and assess the process model is of utmost 

significance for the thesis. These methods include a literature study, focus group research, 

qualitative content analysis, business process modelling, and surveys. Because we used a 

variety of qualitative and quantitative research methodologies, we were able to evaluate the 

design hypothesis in two different ways: first, based on design principles during the ex-ante 

assessment, and second, by applying those principles practically during the ex-post evaluation. 

The use of DSR methodologies and measuring equipment that has previously been evaluated 

to ensure their rigour and validity is another part of the thesis that is essential to its successful 

completion.  

6.5 Summary and Future Work  

The findings of this investigation have led to several suggestions that warrant further 

consideration. As the first of its kind, this thesis is expected to open new avenues for academics 

to conduct more studies on this significant subject matter. The conclusions and implications of 

this study provide opportunities for several future research directions. 

When analysing the outcomes, contributions, and limitations of this thesis, several 

potential avenues for further research and the need for additional empirical studies become 

apparent. Given that the thesis focuses on developing new processes, future research could, for 

instance, investigate the development of process-based assistance for the public and service 

sectors. There remains a significant need for research on CBPs in other industries, which could 

make important contributions to the existing body of knowledge. 

Process Perspective 

• Longitudinal Studies: Future research could involve longitudinal studies to observe 

the long-term effects and changes within organisations. This approach would provide 
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insights into the evolution of processes and their sustained impact on organisational 

performance. 

• Comparative Analysis: Conducting comparative studies across different organisations 

or industries could help identify best practices and common challenges. This would 

offer a broader understanding of how the findings from this study apply in various 

contexts, contributing to generalisable knowledge. 

• Mixed-Methods Approach: Incorporating mixed-methods research, which combines 

qualitative and quantitative data, could provide a more comprehensive understanding of 

the phenomena under study. Future researchers should consider integrating surveys, 

case studies, and statistical analyses to validate and extend the findings. 

Content Perspective 

• Expanding the Process Model: Future studies could broaden or modify the scope of 

the process model. For example, the model could be expanded to include corporate 

strategy planning or the actual CBP processes. Subsequent research could focus on 

reviewing the process model with specialists from medium- and small-sized businesses 

to understand the contrasts and similarities between organisations of different sizes. 

• Technological Integration: Additional efforts could be made to design and implement 

support for process model activities based on information and communications 

technology (ICT). The process model developed during this thesis could serve as a 

theoretical and conceptual framework for integrating and merging individual tools into 

a single cohesive software platform that covers all critical processes. 

• Cultural and Ethical Dimensions: Future research could explore the cultural and 

ethical implications of organisational processes. Investigating how cultural differences 

and ethical considerations shape the implementation and outcomes of various business 

practices would provide deeper insights. 

• Employee Well-being and Engagement: Examining the relationship between 

organisational processes and employee well-being and engagement is another crucial 

dimension. Future research could explore how process improvements contribute to a 

healthier and more motivated workforce, ultimately enhancing productivity and job 

satisfaction. 
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Specific Research Directions 

• Industry-Specific Studies: Focusing on specific industries can uncover unique 

challenges and opportunities within those sectors. Future research can tailor the findings 

to industry-specific contexts, providing more targeted recommendations. 

• Geographical Scope Expansion: Conducting similar studies in different geographical 

regions can provide insights into regional variations and global applicability of the 

findings. This approach can help identify region-specific factors that influence 

organisational processes. 

• Organisational Size Impact: Exploring how organisational size affects the 

implementation and outcomes of processes can offer valuable insights. Comparing 

small, medium, and large organisations can highlight size-related dynamics and 

scalability issues. 

 

6.6 Critical Thinking and Recommendations 

The goal of the work outlined in this thesis was to create the CBP framework, which 

supports process improvement and incorporates quantitative principles to track improvement 

efforts in a team environment. This framework was constructed as a result of the work that was 

presented in this thesis. As a result of the work that was done in conjunction with it, it was 

discovered that the existing methods do not provide sufficient support for the actual act of 

changing a business process, which is moving from a model that represents the current state of 

affairs to a model that describes how the state should be. Using CBP, as our proposal suggests, 

can provide better support for improving business processes. In terms of possible avenues for 

the development of future study, such research will take into consideration the following 

recommendations: 

a) An investigation of the meaning and relevance of complex network metrics to business 

process models to gain a deeper understanding of the macrostructure of the system.  

b) Investigate whether or not weighted directed networks are applicable, and if doing so 

reveals that extra projections are relevant and applicable, consider them so that a more 

in-depth comparison may be made between weighted directed networks and non-

weighted directed networks. 
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c) The CBP framework that has been developed will be evaluated according to usability 

criteria.  

d) As a last step, the CBP framework will be exhaustively evaluated in several nations 

other than the UAE from the beginning to the end, using additional case studies to assess 

its validity and generalizability. 
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APPENDICCES 

Appendix A: Design, Kernel, And Mid-Range Theories 

 

Design Theories  

Design theories take into account strategies and artefacts that give explicit instructions for 

achieving a certain goal (Hevner 2004). In this work, the researchers want to successfully gather 

input from stakeholders in various business units (as applicable to the case study) in order to 

develop conflict-free CBP. A new study (Wagenknecht, 2017) uses computer software to 

promote organisational involvement. The research demonstrates evidence of improvement in 

communication, cooperation, and overall organisational efficiency based on expert interviews 

and built software with unique collaborative features. 

Kernel Theories 

Kernel theories are concepts and methodologies taken from fields other than IS. In this paper, 

the researchers use fresh concepts from the Artificial Intelligence (AI) literature to organise 

activities. An activity may be envisioned as a node with input and output arrows. These arrows 

show prior relationships combined with the time limit requirement (with upper and lower 

boundaries). The obvious issue is whether any reasonable time allocations for these tasks meet 

all criteria. Pedro et al. (Pedro, 2016) introduced an activity planning algorithm that solves this 
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issue. The issue is Probabilistic Simple Temporal Network with Uncertainty (PSTNU) in the 

AI world. Pedro's method is used in space exploration as an activity  

planner for a rover that analyses extraterrestrial materials. An abstract illustration of PSTNU 

for a space exploration expedition is shown in the image below.  

 

Mid-Range Theories  

The researchers work their way through various kernel and design ideas during the project, 

refining each theory into a more intermediate form as they go. In point of fact, after going 

through a few iterations throughout the process of data collecting utilising interview 

methodologies and qualitative design theories, we can acquire an abstract model of CBPs with 

time objective constraints (with possible uncertainties owing to external causes) that can be 

characterised as PSTNU. The researchers are certain that using all three theories will develop 

an original theory for locating CBPs that do not involve conflicts.  

  

Figure 22. Probabilistic Simple Temporal Network with Uncertainty (PSTNU) (Pedro, 2016) 
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APPENDIX B: Consent Form for Project Participants 

 

University of Northampton 

Faculty of Business and Law 

Consent Form for Project Participants 

Project Title: Evaluation of how the business owner determines the critical business 

process and activities in Business Continuity Management 

 

I agree to participate in the above University of Northampton’s research project. I have had the 

project explained to me, and I have read and understood the Information Sheet, which I may 

keep for records. I know that agreeing to take part means that I am willing to:  

- Be interviewed by the researcher 

- Allow the interview to be photographed / videotaped / audio taped 

- Make myself available for a further interview should that be required 

- Use a computer to: 

- Allow the researchers to have access to my division/statistics records 

I understand that any information I provide is confidential and that no information I disclose 

will lead to the identification of any individual in the reports on the project, either by the 

researcher or any other party. 

I understand that my participation is voluntary, that I can choose not to participate in part or all 

of the project, and that I can withdraw at any stage without being penalised or disadvantaged. 

I consent to the processing of my personal information for this research study.  I understand 

that such information will be treated as strictly confidential and handled in accordance with the 

Data Protection Act 1998. 

Name: ________________________________ 

Signature: _____________________________ 

Date: _________________________________ 
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APPENDIX C: Interview Questions 

Interview Questions 

Questions: 

1- Background 

1-1 Can you please describe your role and your business responsibilities? 

1-2 For how long have you worked in this role, and what position did you have before? 

1-3 What are the main deliverables that you are responsible for as a manager? 

1-4 Does your company have a business Process model/framework in place? 

1-5 What is your experience with managing business processes and management in your 

company? 

1-6 What methods are you using directly in your department/team to ensure no conflicts in 

the business processes? 

 

2- CBPs planning and definitions. 

2-1 What is your personal experience with the planning stage? 

2-2 Is there any routine process for planning for business process scheduling in your 

company? If Yes: 

2-3 Which factors do you consider as success factors for the planning process?  

2-4 What are the challenges or barriers to the planning process? 

2-5 Which teams or persons are responsible for the planning?  

2-6 Was the planning experience positive or negative? Why? If No: 

2-7 If your company does not have a planning phase, why not? What prevents planning?  

2-8 What conditions and supports need to be in place to mitigate the problem? 

 

3- CBPs design and validation 

3-1 Can you tell me about your experience with BPs framework design in your current 

company? 

3-2 What type of decisions do you support with the CBPs? 

3-3 Why do you think some processes that are critical need to be prioritised? 

3-4 Which tools and systems are in place? 

3-5 What is the process of design and development of CBPs? Is there any standard 

methodology (e.g., DSR)? 
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3-6 Who is responsible for designing and developing the measurement system? 

3-7 What was the validation process for the designed CBPs? 

3-8 Was the experience positive or negative? Why? 

 

4- Technological infrastructure and CBPs tools and techniques 

4-1 Which tools and techniques are you using for classification of BPs as critical? 

4-2 What is your experience with the company's Business Processes? 

4-3 Is there any process and routine in selecting and using the tools and applications? How 

do you use them? 

4-4 Which teams or persons are responsible for the tool selection and validation? 

4-5 Which teams and persons are responsible for the CBPS model design application? 

Who puts data? Who makes the analysis? Who makes decisions based on the 

analysis? 

4-6 Is your experience with these tools positive or negative? If positive, what are the 

positive points, and if negative, what are the negative points? 

 

5- PMS and BA Integration: 

5-1 In your opinion, how can DSR be applied to design CBPs framework/model? 

5-4  What can go wrong with the CBPs model integration? How can these problems be 

mitigated? 

5-5  What are the opportunities with this integration? 

5-6  Which teams and persons should be responsible for the integration? 

 

6-  Human resources and management support Management support 

6-1 Who is responsible for the CBPs management? Who supervises the process? 

6-2 Do you think that the level of support is sufficient? 

6-3 Is there any routine and process for training? 

6-4 Is there any process for documenting and sharing knowledge and experience?  

6-5 Do you get feedback and comments about the CBPs from the employees? 

 

 


