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You Can Have Your Pudding: A Service-Oriented Appr@ch to Process Standardization
Matt Wimblé, John Tripg, Derek Hillisorf, Brian Pentland

1. Michigan State University, East Lansing, MI, USA Accounting & Information Systems,
Michigan State University, East Lansing, MI, USA.

Abstract:

Since the emergence of the Theory of Scientific Mmment, a key dimension against which
business processes have been judged is by themtedplity, consistency and efficiency.
Transformational “manufacturing” processes havenlsesigned with emphasis on controlling
both the process in action (sequence), and th@madproduct). Conventional process
standardization focuses on the avoidance of anttaaf exceptions in the name of quality.
However, when dealing with service delivery, in efhdelivery quality is impacted by the
ability to accommodate exceptions rather than lmydance, a new approach to process
standardization is needed, one that ensures the¢$s services provided are performed
consistently, while embracing the flexibility inldeery sequence and product composition
required in service delivery. In this paper, usamganalytic model we illustrate the limitations of
the conventional process standardization approachwith both the number of service
providers and the amount of provided services.
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