
STAGE 1
(Default)

FOR EFFICIENCY

STAGE 2
(Intentional)

FOR EFFECTIVENESS

STAGE 3
(Integrated)

FOR INNOVATION

STAGE 4
(Responsive)

FOR LEADERSHIP 

• Monopolistic 
• Default Efficiency/ 

KPI’s 
• Default Customer 

Focus

• Issue with siloed 
accountability

• Too many hand-offs

• End-to-end focus
• Down to some 

individual 
processes

• Business value 
focus

• Outcome-based 
KPI’s

• Static and reactive
• Based on constant 

fixes
• Lacks a model

• Transparency of E2E 
process costs

• Transparency of 
Buisiness Value

• Performance tracking

• New business 
capabilities

• Choices/priorities are 
financially based

• Becomes a critical 
business enabler

• The ”go-to” org. for 
wicked problems and 
opportunities

DRIVE 
Customer 
value and  
experience

TRANSITION 
to E2E 
process 
mgmt.

ESTABLISH 
metrics 
based on 
business 
outcome

FOSTER 
a culture of 
business 
leadership 

RUN  
processes 
as 
products 

PROFES-
SIONALIZE 
business  
engagement 
model 

FOCUS 
on business 
building &  
partnership 

EXPAND
Via the power 
of ideas and 
by  attracting 
followers

CHANGE
organization 
DNA 
systemically

OPEN 
MARKET 

RULES

UNIFIED 
ACCOUNT-

ABILITY

DYNAMIC
OPERATING

ENGINE

DRIVER 1

DRIVER 2

DRIVER 3 • Customer Centricity
• Business-needs centric
• Engine for Open 

Innovation

• Commercialize 
business processes

• Startup mentality/ 
agile mindset

• Create an org. 
movement

• Lead by fellowship 

• Create a dynamic org 
DNA

• Empower change 
leaders

• Redesign motivators 

Action Steps for Dynamic Process Transformation


