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遍布全球的商业网络全面支持企业的国际运作遍布全球的商业网络全面支持企业的国际运作遍布全球的商业网络全面支持企业的国际运作遍布全球的商业网络全面支持企业的国际运作
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IDS Scheer IDS Scheer IDS Scheer IDS Scheer 全球已拥有全球已拥有全球已拥有全球已拥有7000700070007000多家客户（示例）多家客户（示例）多家客户（示例）多家客户（示例）

消费品和零售

离散制造

金融和国家机
关

化工和制药

纸业、纺织和
冶金

服务业
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IDS Scheer IDS Scheer IDS Scheer IDS Scheer 助力中国企业的管理水平与国际接轨助力中国企业的管理水平与国际接轨助力中国企业的管理水平与国际接轨助力中国企业的管理水平与国际接轨

6

爱迪斯（上海）软件
有限公司

ARISARIS软件及软件及BPMBPM咨询服务咨询服务

上海、北京、深圳

分支机构
所在地

 企业业务流程管理

 企业治理、风险控制和  
合规管理

 企业流程智能及绩效管理

 企业IT架构规划和系统选
型

 流程驱动的SAP系统实施

 系统整合和SOA架构实施

 SAP系统优化

 SAP系统运维

  SAPSAP咨询服务咨询服务

上海（总部）、北京

  分支机构所在地分支机构所在地爱迪斯（上海）软件有限公司

3 August 2012  |  Software AG - Get There Faster  |  6 



大量著名企业成为大量著名企业成为大量著名企业成为大量著名企业成为IDS Scheer IDS Scheer IDS Scheer IDS Scheer 中国公司的客户（示例）中国公司的客户（示例）中国公司的客户（示例）中国公司的客户（示例）
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ARISARISARISARIS作为软件产品稳居全球市场领导地位作为软件产品稳居全球市场领导地位作为软件产品稳居全球市场领导地位作为软件产品稳居全球市场领导地位

报告将IDS Scheer视为业务流程分析领域的全球领导者
Gartner集团，业务流程分析工具四象限，2008年10月研究报告

since 1997 

全球领先的BPM软件

BPM的行业标准

十多年的创新历程

超过25种的界面语言

多项权威软件评估的优胜者

专利技术

完全基于web
支持众多IT行业标准(BPEL, BPML, UML, 等) 
获得全球客户支持和服务奖

与企业平台提供商SAP、Oracle和Microsoft建立战
略合作伙伴关系
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卓越业务流程的三层架构卓越业务流程的三层架构卓越业务流程的三层架构卓越业务流程的三层架构    ––––    企业业务流程管理全景企业业务流程管理全景企业业务流程管理全景企业业务流程管理全景

流程创新

流程战略

流程架构

应用架构

战略

设计 控制优化

操作

CRM SCM SRM ERP

客户 供应商 生产商 供应商
后勤/服务提供商

最佳实践 模拟 标杆瞄准
绩效监
控

平衡记分卡成本分析 流程监控

战略调整

分析改进

系统监控

系统配置

定制开发

上线应用

需求确立

企业应用系统集成 (EAI) 业务流程自动化 (BPA)
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管理管理管理管理层面上的层面上的层面上的层面上的    BPM BPM BPM BPM 与与与与    操作操作操作操作层面上的层面上的层面上的层面上的    BPMBPMBPMBPM

定义定义 创建创建 执行执行 监控监控

操作层面上的 BPM

管理层面上的 BPM

业务流程战略业务流程战略 业务流程设计业务流程设计 业务流程实施业务流程实施 业务流程控制业务流程控制

....
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卓越业务流程管理的卓越业务流程管理的卓越业务流程管理的卓越业务流程管理的
完整生命周期完整生命周期完整生命周期完整生命周期

操作实施



ARISARISARISARIS解决方案全面提升企业业务流程管理水平解决方案全面提升企业业务流程管理水平解决方案全面提升企业业务流程管理水平解决方案全面提升企业业务流程管理水平
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企业管理体系由一系列的制度和流程文档构成的企业管理体系由一系列的制度和流程文档构成的企业管理体系由一系列的制度和流程文档构成的企业管理体系由一系列的制度和流程文档构成的
    

   

    

    

   

    
企业的管理体系是企业日常运营的管理基础

而构成管理体系的是一系列的制度和流程文档
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企业管理体系的信息化企业管理体系的信息化企业管理体系的信息化企业管理体系的信息化

工欲善其事  必先利其器

理清楚、管起来、持续优化 !

制度和流程管理的信息化技术可以更好的将管理体系

    

   

      管理体系的标准化程度  决定了  企业管理的规范化程度。

    管理体系的精细化程度  决定了  企业管理的精益化程度。

    管理体系的清晰化程度  决定了  企业管理的执行力大小。

    管理体系的一体化程度  决定了  企业管理的协同力强弱。

    管理体系的科学化程度  决定了  企业管理的先进性程度。

    

   

      管理体系的标准化程度  决定了  企业管理的规范化程度。

    管理体系的精细化程度  决定了  企业管理的精益化程度。

    管理体系的清晰化程度  决定了  企业管理的执行力大小。

    管理体系的一体化程度  决定了  企业管理的协同力强弱。

    管理体系的科学化程度  决定了  企业管理的先进性程度。
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为什么要将管理体系梳理清楚为什么要将管理体系梳理清楚为什么要将管理体系梳理清楚为什么要将管理体系梳理清楚????　　　　

    © IDS Scheer AG    www.ids-scheer.com  

不先梳理清楚不先梳理清楚

管理和优化管理和优化

监测和控制监测和控制

防止和抵御风险防止和抵御风险

又如何能
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传统制度和流程描述文档中包括的主要内容　传统制度和流程描述文档中包括的主要内容　传统制度和流程描述文档中包括的主要内容　传统制度和流程描述文档中包括的主要内容　
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传统制度和流程描述文档的技术问题之一传统制度和流程描述文档的技术问题之一传统制度和流程描述文档的技术问题之一传统制度和流程描述文档的技术问题之一

如何有效发现和避免这些问题

� 流程图及流程说明文档中表明此流程中用

到三张表单，但在表单清单和样例中只罗例
了两张。

� 流程的某个结点发生了变化，但只修改了
流程图，在流程说明文档及表单清单和样例
中忘了修正。

针对同一管理制度和流程的信息“多次描述，相互割裂”

� 如果其中有一个要素进行更新，则三个文档要全部更新。这些全靠流程梳理人员的细心和
认真才能做到。
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传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例

� 流程说明文档中表明此流程中用到三张表单，但在流程图中只展示了了两张。

� 流程的某个结点发生了变化，需要同时修改流程图和流程说明文档。

� 问题1：对于单个流程，流程图、流程说明文档二者之间如有不匹配，不易察觉。如果
其中有一个要素进行更新，则两个文档要全部更新。这些全靠流程梳理人员的细心和认
真才能做到。
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传统制度和流程描述文档的技术问题之二传统制度和流程描述文档的技术问题之二传统制度和流程描述文档的技术问题之二传统制度和流程描述文档的技术问题之二

流程 A 流程 B

如何从“各说各话”，到都说 “ 普通话 ”

� 能否由人事部门统一确定组织结构及岗位描述的规范称谓，其他部门直接引用即可。

� 能否由制定表单的初始单位统一表单的格式和称谓，流程各环节只是引用即可。

� 能否由各业务部门统一各自业务操作的描述，其它部门仅引用即可。

� 能否基于上述要素规范出企业统一的语言，实现要素信息的一次定义，整体共享。

如何从“各说各话”，到都说 “ 普通话 ”

� 能否由人事部门统一确定组织结构及岗位描述的规范称谓，其他部门直接引用即可。

� 能否由制定表单的初始单位统一表单的格式和称谓，流程各环节只是引用即可。

� 能否由各业务部门统一各自业务操作的描述，其它部门仅引用即可。

� 能否基于上述要素规范出企业统一的语言，实现要素信息的一次定义，整体共享。
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向供应商询价向供应商询价向供应商询价向供应商询价

向供应商询问材料价格向供应商询问材料价格向供应商询问材料价格向供应商询问材料价格



传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例
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如何从精确到 “流程” 细化到 “流程的结点和要素”

� 如何实现流程各结节和各要素间的有机关联, 从 “流程图” 到 “流程模型”.

� 如何实现流程各要素间的自动汇总和统计，实现 “一次建模，整体关联”。

如何从精确到 “流程” 细化到 “流程的结点和要素”

� 如何实现流程各结节和各要素间的有机关联, 从 “流程图” 到 “流程模型”.

� 如何实现流程各要素间的自动汇总和统计，实现 “一次建模，整体关联”。

传统制度和流程描述文档的技术问题之三传统制度和流程描述文档的技术问题之三传统制度和流程描述文档的技术问题之三传统制度和流程描述文档的技术问题之三

      梳理细度

精确到整个流程

梳理细度 

精确到流程内的结点
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传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例传统制度和流程描述文档的技术问题示例

一个表单我到底需要使用多少次?
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如何确保不会出现一些基本的逻辑错误

� 如何定义一些基本的设计要求和逻辑，并确保在流程设计中被遵守。

� 如何检查并发现这些基本的逻辑错误。

如何确保不会出现一些基本的逻辑错误

� 如何定义一些基本的设计要求和逻辑，并确保在流程设计中被遵守。

� 如何检查并发现这些基本的逻辑错误。

传统流程描述文档的技术问题之四传统流程描述文档的技术问题之四传统流程描述文档的技术问题之四传统流程描述文档的技术问题之四
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1．B J Z 0 9 0 1 1 废 旧 物 资 、工 程 余 料 、报废固定资产处置管理办法
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�  不能确保与同一流程相关的各文档信息的一致性。�  不能确保与同一流程相关的各文档信息的一致性。

小结：传统流程描述文档需要解决的技术问题小结：传统流程描述文档需要解决的技术问题小结：传统流程描述文档需要解决的技术问题小结：传统流程描述文档需要解决的技术问题

�  不能确保使用统一的语言和规范描述流程。�  不能确保使用统一的语言和规范描述流程。

�  不能自动实现流程管理和要素间的关联。�  不能自动实现流程管理和要素间的关联。

�  不能自动进行一些基本逻辑的检查，确保不犯类似错误。�  不能自动进行一些基本逻辑的检查，确保不犯类似错误。
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解决方案：统一平台、统一数据库、统一语言解决方案：统一平台、统一数据库、统一语言解决方案：统一平台、统一数据库、统一语言解决方案：统一平台、统一数据库、统一语言    

使用信息平台前使用信息平台前

可视化
标准化
可管理

分散化
无序化
难管理

VISIOWORDEXCEL

流程建模流程建模

组织

数据 功能

产品及服务

流程

同一平台、同一语言同一平台、同一语言同一平台、同一语言同一平台、同一语言    - ARIS- ARIS- ARIS- ARIS
ARIS: ARchitecture of Integrated Information Systems

ARIS导入后ARIS导入后
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ARIS ARIS ARIS ARIS 流程建模房式结构流程建模房式结构流程建模房式结构流程建模房式结构    
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公司
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销售处理

检查
信用额度

确定
交付日期

客户需求
处理
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数据视图
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报价处理报价单

配置单

销售部

客户信息

销售部

流程视图

新奥-SAP-权限



““““功能树功能树功能树功能树””””示例示例示例示例

比如，我们可以从“功能树”中将“汇总”类的活动全部提取出来，然后分析这些活动能否
“自动化”。比如，根据现有的“功能树”我们可以发现“汇总各职能巡店计划”等众多汇
总工作并不是IT系统完成的，那么这些“汇总”工作能否自动化呢?
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““““产品与服务树产品与服务树产品与服务树产品与服务树””””示例示例示例示例

1)  由流程负责部门明确其所负责流程的具体“产出物”是什么？

2)  由流程负责部门明确其所负责流程的“产出物”提供给谁，即服务对象是谁？

3)  由流程所服务的对象部门来确认是否需要此“产出物”?

4)  如需要，由流程所服务的对象部门制定衡量此“产出物”好坏的标准。

5)  如需要，由流程所服务的对象部门制定需要此“产出物”的频率和数量。

6)  如需要，由流程所服务的对象部门明确现有“产出物”的质量、频率和数量是否能满足要求。

流程编号流程编号流程编号流程编号 流程名称流程名称流程名称流程名称 责任部门责任部门责任部门责任部门 产出物产出物产出物产出物 服务对象服务对象服务对象服务对象 质量要求质量要求质量要求质量要求 需要的频率需要的频率需要的频率需要的频率 需要的数量需要的数量需要的数量需要的数量

� 每个流程都应有一个每个流程都应有一个每个流程都应有一个每个流程都应有一个““““交付交付交付交付””””。。。。
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相关的制度信息在属性表中进行维护相关的制度信息在属性表中进行维护相关的制度信息在属性表中进行维护相关的制度信息在属性表中进行维护

我有很多符号背后的内容要说，怎么办?我有很多符号背后的内容要说，怎么办?
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制度和流程体系及流程接口的概念制度和流程体系及流程接口的概念制度和流程体系及流程接口的概念制度和流程体系及流程接口的概念    

从 “制度和流程” 梳理 到 “制度和流程体系” 的梳理，你做到了吗？

端到端的流程

流程的接口流程
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各制度和流程之间是如何关联起来并构成一个管理体系的各制度和流程之间是如何关联起来并构成一个管理体系的各制度和流程之间是如何关联起来并构成一个管理体系的各制度和流程之间是如何关联起来并构成一个管理体系的    ????

制度及流程清单制度及流程清单流程钩稽关系流程钩稽关系

制度及流程文档制度及流程文档
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not O.K.not O.K.not O.K.not O.K. O.K.O.K.O.K.O.K.

checkingcheckingcheckingchecking
calculations ofcalculations ofcalculations ofcalculations of

interest interest interest interest 

checkingcheckingcheckingchecking
calculation ofcalculation ofcalculation ofcalculation of

costscostscostscosts

calculationscalculationscalculationscalculations
checked but notchecked but notchecked but notchecked but not

ver ifiedverifiedverifiedverified

informing theinforming theinforming theinforming the
claimantclaimantclaimantclaimant

asking claimantasking claimantasking claimantasking claimant
to adjust theto adjust theto adjust theto adjust the

applicationapplicationapplicationapplication
within 4 weekswithin 4 weekswithin 4 weekswithin 4 weeks

claimantclaimantclaimantclaimant
informed andinformed andinformed andinformed and

askedaskedaskedasked

deciding whodeciding whodeciding whodeciding who
informs theinforms theinforms theinforms the

claimantclaimantclaimantclaimant

decided for  thedecided for  thedecided for  thedecided for  the
registrarregistrarregistrarregistrar

decided not fordecided not fordecided not fordecided not for
the registrarthe registrarthe registrarthe registrar

registrar  givesregistrar  givesregistrar  givesregistrar  gives
writing officewriting officewriting officewriting office

order toorder toorder toorder to
compose a lettercompose a lettercompose a lettercompose a letter

letter  composedletter  composedletter  composedletter  composed

transmitting thetransmitting thetransmitting thetransmitting the
letter  and orderletter  and orderletter  and orderletter  and order

to the courtsto the courtsto the courtsto the courts
officeofficeofficeoffice

transmitted totransmitted totransmitted totransmitted to
the courts officethe courts officethe courts officethe courts office

adding the orderadding the orderadding the orderadding the order
to the fileto the fileto the fileto the file

transmitting thetransmitting thetransmitting thetransmitting the
letter  to the postletter  to the postletter  to the postletter  to the post

officeofficeofficeoffice

order addedorder addedorder addedorder added letter  transmittedletter  transmittedletter  transmittedletter  transmitted

sending letter  tosending letter  tosending letter  tosending letter  to
claimantclaimantclaimantclaimant

letter  sent toletter  sent toletter  sent toletter  sent to
claimantclaimantclaimantclaimant

issueingissueingissueingissueing
payment orderpayment orderpayment orderpayment order

informing theinforming theinforming theinforming the
defendand aboutdefendand aboutdefendand aboutdefendand about

his optionshis optionshis optionshis options

payment orderpayment orderpayment orderpayment order
isssuedisssuedisssuedisssued

defendanddefendanddefendanddefendand
informedinformedinformedinformed

giving order togiving order togiving order togiving order to
the courts officethe courts officethe courts officethe courts office
to serve paymentto serve paymentto serve paymentto serve payment

orderorderorderorder

order givenorder givenorder givenorder given

com issioning tocom issioning tocom issioning tocom issioning to
serve theserve theserve theserve the

payment orderpayment orderpayment orderpayment order

served by theserved by theserved by theserved by the
post post post post 

served by theserved by theserved by theserved by the
policepolicepolicepolice

checking ifchecking ifchecking ifchecking if
serving wasserving wasserving wasserving was
successfulsuccessfulsuccessfulsuccessful

successfulsuccessfulsuccessfulsuccessfulincorrect/incomplincorrect/incomplincorrect/incomplincorrect/incompl
ete docum entete docum entete docum entete docum ent

transmitting thetransmitting thetransmitting thetransmitting the
servingservingservingserving

docum ent to thedocum ent to thedocum ent to thedocum ent to the
courtcourtcourtcourt

servingservingservingserving
docum entdocum entdocum entdocum ent

transmittedtransmittedtransmittedtransmitted

examining theexamining theexamining theexamining the
servingservingservingserving

docum entdocum entdocum entdocum ent

registrarregistrarregistrarregistrar

servingservingservingserving
docum entdocum entdocum entdocum ent
examinedexaminedexaminedexamined

giving order togiving order togiving order togiving order to
demand ademand ademand ademand a

repeated servingrepeated servingrepeated servingrepeated serving
to the postto the postto the postto the post

informing  theinforming  theinforming  theinforming  the
parties (module1)parties (module1)parties (module1)parties (module1)

serving has notserving has notserving has notserving has not
been possiblebeen possiblebeen possiblebeen possible

informinginforminginforminginforming
claimant&ask him toclaimant&ask him toclaimant&ask him toclaimant&ask him to
adjust the directionadjust the directionadjust the directionadjust the direction

of the defendandof the defendandof the defendandof the defendand
within 3weekswithin 3weekswithin 3weekswithin 3weeks

order not givenorder not givenorder not givenorder not given

sendingsendingsendingsending
objection to theobjection to theobjection to theobjection to the

post officepost officepost officepost office
defendanddefendanddefendanddefendand

objectionobjectionobjectionobjection
received by thereceived by thereceived by thereceived by the

post officepost officepost officepost office

sendingsendingsendingsending
objection to theobjection to theobjection to theobjection to the

courts officecourts officecourts officecourts office
post officepost officepost officepost office

objection sentobjection sentobjection sentobjection sent

adding objectionadding objectionadding objectionadding objection
to the fileto the fileto the fileto the file

transmittingtransmittingtransmittingtransmitting
objection toobjection toobjection toobjection to

registrarregistrarregistrarregistrar

objection addedobjection addedobjection addedobjection added transmitted totransmitted totransmitted totransmitted to
registrarregistrarregistrarregistrar

informing claimantinforming claimantinforming claimantinforming claimant
about objection andabout objection andabout objection andabout objection and
his options to reacthis options to reacthis options to reacthis options to react

(M odule1)(M odule1)(M odule1)(M odule1)

claimantclaimantclaimantclaimant
informedinformedinformedinformed

checking if claim antchecking if claim antchecking if claim antchecking if claim ant
w ants to engage thew ants to engage thew ants to engage thew ants to engage the

ordinary legalordinary legalordinary legalordinary legal
procedureprocedureprocedureprocedure

yesyesyesyes nononono

applying for  theapplying for  theapplying for  theapplying for  the
divesture to thedivesture to thedivesture to thedivesture to the

judgejudgejudgejudge

paying the costspaying the costspaying the costspaying the costs
for  an ordinaryfor  an ordinaryfor  an ordinaryfor  an ordinary

procedureprocedureprocedureprocedure

appliedappliedappliedapplied costs payedcosts payedcosts payedcosts payed

giving an order togiving an order togiving an order togiving an order to
inform the centralinform the centralinform the centralinform the central

costs office to sendcosts office to sendcosts office to sendcosts office to send
him the filehim the filehim the filehim the file

order givenorder givenorder givenorder given

sending file tosending file tosending file tosending file to
claimantclaimantclaimantclaimant cost officecost officecost officecost office

sent to claim antsent to claim antsent to claim antsent to claim ant

executing the fileexecuting the fileexecuting the fileexecuting the file

file was executedfile was executedfile was executedfile was executed

sending back thesending back thesending back thesending back the
file to courtsfile to courtsfile to courtsfile to courts

officeofficeofficeoffice

file received infile received infile received infile received in
courts officecourts officecourts officecourts office

claimantclaimantclaimantclaimant

registrarregistrarregistrarregistrar

writing officewriting officewriting officewriting office

courts officecourts officecourts officecourts office

Module 1Module 1Module 1Module 1

registrarregistrarregistrarregistrar

claimantclaimantclaimantclaimant
informedinformedinformedinformed

using M odule 1!using M odule 1!using M odule 1!using M odule 1!
order givenorder givenorder givenorder given parties informedparties informedparties informedparties informed

registrarregistrarregistrarregistrar

courts officecourts officecourts officecourts office

Module 2Module 2Module 2Module 2

registrarregistrarregistrarregistrar

registrarregistrarregistrarregistrar

claimantclaimantclaimantclaimant

transfer ing thetransfer ing thetransfer ing thetransfer ing the
procedure to theprocedure to theprocedure to theprocedure to the
competent courtcompetent courtcompetent courtcompetent court

transferedtransferedtransferedtransfered

informing theinforming theinforming theinforming the
parties about theparties about theparties about theparties about the

transfertransfertransfertransfer
(M odule1)(M odule1)(M odule1)(M odule1)

parties informedparties informedparties informedparties informed

check if procedurecheck if procedurecheck if procedurecheck if procedure
should beshould beshould beshould be

transferred  to othertransferred  to othertransferred  to othertransferred  to other
court upon requestcourt upon requestcourt upon requestcourt upon request

of claimantof claimantof claimantof claimant

no request ofno request ofno request ofno request of
claimant claimant claimant claimant 

request ofrequest ofrequest ofrequest of
claimantclaimantclaimantclaimant

asking ifasking ifasking ifasking if
defendanddefendanddefendanddefendand

agrees (Module2)agrees (Module2)agrees (Module2)agrees (Module2)

defendanddefendanddefendanddefendand
agrees toagrees toagrees toagrees to

transfer  totransfer  totransfer  totransfer  to
another courtanother courtanother courtanother court

defendanddefendanddefendanddefendand
agrees notagrees notagrees notagrees not

informinginforminginforminginforming
defendand aboutdefendand aboutdefendand aboutdefendand about

the requestthe requestthe requestthe request
(M odule 1)(M odule 1)(M odule 1)(M odule 1)

registrarregistrarregistrarregistrar

defendanddefendanddefendanddefendand
informedinformedinformedinformed

issueing theissueing theissueing theissueing the
enforcement orderenforcement orderenforcement orderenforcement order

upon application ofupon application ofupon application ofupon application of
the claimantthe claimantthe claimantthe claimant

(M odule2)(M odule2)(M odule2)(M odule2)

declaration about all paym entsdeclaration about all paym entsdeclaration about all paym entsdeclaration about all paym ents

enforcementenforcementenforcementenforcement
issuedissuedissuedissued

checking ifchecking ifchecking ifchecking if
application isapplication isapplication isapplication is

conform to theconform to theconform to theconform to the
time limittime limittime limittime limit

O.K.O.K.O.K.O.K.not O.K.not O.K.not O.K.not O.K.

arranging thearranging thearranging thearranging the
servingservingservingserving

procedureprocedureprocedureprocedure
registrarregistrarregistrarregistrar

servingservingservingserving
procedureprocedureprocedureprocedure
arrangedarrangedarrangedarranged

issueing aissueing aissueing aissueing a
executed copyexecuted copyexecuted copyexecuted copy

executed copyexecuted copyexecuted copyexecuted copy
issuedissuedissuedissued

registrarregistrarregistrarregistrar

arranging thearranging thearranging thearranging the
archiving of thearchiving of thearchiving of thearchiving of the

filefilefilefile

procedure hasprocedure hasprocedure hasprocedure has
finishedfinishedfinishedfinished

arrangedarrangedarrangedarranged

registrarregistrarregistrarregistrar

archiving the filearchiving the filearchiving the filearchiving the file courts officecourts officecourts officecourts office

checking if file ischecking if file ischecking if file ischecking if file is
archived threearchived threearchived threearchived three

yearsyearsyearsyears

file archivedfile archivedfile archivedfile archived

nononono yesyesyesyes

destructing alldestructing alldestructing alldestructing all
costituent parts ofcostituent parts ofcostituent parts ofcostituent parts of
the file except forthe file except forthe file except forthe file except for
the enforcementthe enforcementthe enforcementthe enforcement

order order order order 

destructeddestructeddestructeddestructed

signalizing on thesignalizing on thesignalizing on thesignalizing on the
file if executedfile if executedfile if executedfile if executed
doc has beendoc has beendoc has beendoc has been

issuedissuedissuedissued

signalizedsignalizedsignalizedsignalized

destroying  thedestroying  thedestroying  thedestroying  the
whole file afterwhole file afterwhole file afterwhole file after

30years30years30years30years

file destroyedfile destroyedfile destroyedfile destroyed
after  30 yearsafter  30 yearsafter  30 yearsafter  30 years

executing theexecuting theexecuting theexecuting the
procedureprocedureprocedureprocedure

销售

采购

生产

按订单交付

通过构筑端到端的流程建立关联的管理体系通过构筑端到端的流程建立关联的管理体系通过构筑端到端的流程建立关联的管理体系通过构筑端到端的流程建立关联的管理体系
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流程接口流程接口流程接口流程接口    
not O.K.not O.K.not O.K.not O.K. O.K.O.K.O.K.O.K.

checkingcheckingcheckingchecking
calculations ofcalculations ofcalculations ofcalculations of

interest interest interest interest 

checkingcheckingcheckingchecking
calculation ofcalculation ofcalculation ofcalculation of

costscostscostscosts

calculationscalculationscalculationscalculations
checked but notchecked but notchecked but notchecked but not

ver ifiedverifiedverifiedverified

informing theinforming theinforming theinforming the
claimantclaimantclaimantclaimant

asking claimantasking claimantasking claimantasking claimant
to adjust theto adjust theto adjust theto adjust the

applicationapplicationapplicationapplication
within 4 weekswithin 4 weekswithin 4 weekswithin 4 weeks

claimantclaimantclaimantclaimant
informed andinformed andinformed andinformed and

askedaskedaskedasked

deciding whodeciding whodeciding whodeciding who
informs theinforms theinforms theinforms the

claimantclaimantclaimantclaimant

decided for  thedecided for  thedecided for  thedecided for  the
registrarregistrarregistrarregistrar

decided not fordecided not fordecided not fordecided not for
the registrarthe registrarthe registrarthe registrar

registrar  givesregistrar  givesregistrar  givesregistrar  gives
writing officewriting officewriting officewriting office

order toorder toorder toorder to
compose a lettercompose a lettercompose a lettercompose a letter

letter  composedletter  composedletter  composedletter  composed

transmitting thetransmitting thetransmitting thetransmitting the
letter  and orderletter  and orderletter  and orderletter  and order

to the courtsto the courtsto the courtsto the courts
officeofficeofficeoffice

transmitted totransmitted totransmitted totransmitted to
the courts officethe courts officethe courts officethe courts office

adding the orderadding the orderadding the orderadding the order
to the fileto the fileto the fileto the file

transmitting thetransmitting thetransmitting thetransmitting the
letter  to the postletter  to the postletter  to the postletter  to the post

officeofficeofficeoffice

order addedorder addedorder addedorder added letter  transmittedletter  transmittedletter  transmittedletter  transmitted

sending letter  tosending letter  tosending letter  tosending letter  to
claimantclaimantclaimantclaimant

letter  sent toletter  sent toletter  sent toletter  sent to
claimantclaimantclaimantclaimant

issueingissueingissueingissueing
payment orderpayment orderpayment orderpayment order

informing theinforming theinforming theinforming the
defendand aboutdefendand aboutdefendand aboutdefendand about

his optionshis optionshis optionshis options

payment orderpayment orderpayment orderpayment order
isssuedisssuedisssuedisssued

defendanddefendanddefendanddefendand
informedinformedinformedinformed

giving order togiving order togiving order togiving order to
the courts officethe courts officethe courts officethe courts office
to serve paymentto serve paymentto serve paymentto serve payment

orderorderorderorder

order givenorder givenorder givenorder given

com issioning tocom issioning tocom issioning tocom issioning to
serve theserve theserve theserve the

payment orderpayment orderpayment orderpayment order

served by theserved by theserved by theserved by the
post post post post 

served by theserved by theserved by theserved by the
policepolicepolicepolice

checking ifchecking ifchecking ifchecking if
serving wasserving wasserving wasserving was

successfulsuccessfulsuccessfulsuccessful

successfulsuccessfulsuccessfulsuccessful
incorrect/incomplincorrect/incomplincorrect/incomplincorrect/incompl

ete docum entete docum entete docum entete docum ent

transmitting thetransmitting thetransmitting thetransmitting the
servingservingservingserving

docum ent to thedocum ent to thedocum ent to thedocum ent to the
courtcourtcourtcourt

servingservingservingserving
docum entdocum entdocum entdocum ent

transmittedtransmittedtransmittedtransmitted

examining theexamining theexamining theexamining the
servingservingservingserving

docum entdocum entdocum entdocum ent

registrarregistrarregistrarregistrar

servingservingservingserving
docum entdocum entdocum entdocum ent
examinedexaminedexaminedexamined

giving order togiving order togiving order togiving order to
demand ademand ademand ademand a

repeated servingrepeated servingrepeated servingrepeated serving
to the postto the postto the postto the post

informing  theinforming  theinforming  theinforming  the
parties (module1)parties (module1)parties (module1)parties (module1)

serving has notserving has notserving has notserving has not
been possiblebeen possiblebeen possiblebeen possible

informinginforminginforminginforming
claimant&ask him toclaimant&ask him toclaimant&ask him toclaimant&ask him to
adjust the directionadjust the directionadjust the directionadjust the direction

of the defendandof the defendandof the defendandof the defendand
within 3weekswithin 3weekswithin 3weekswithin 3weeks

order not givenorder not givenorder not givenorder not given

sendingsendingsendingsending
objection to theobjection to theobjection to theobjection to the

post officepost officepost officepost office
defendanddefendanddefendanddefendand

objectionobjectionobjectionobjection
received by thereceived by thereceived by thereceived by the

post officepost officepost officepost office

sendingsendingsendingsending
objection to theobjection to theobjection to theobjection to the

courts officecourts officecourts officecourts office
post officepost officepost officepost office

objection sentobjection sentobjection sentobjection sent

adding objectionadding objectionadding objectionadding objection
to the fileto the fileto the fileto the file

transmittingtransmittingtransmittingtransmitting
objection toobjection toobjection toobjection to

registrarregistrarregistrarregistrar

objection addedobjection addedobjection addedobjection added transmitted totransmitted totransmitted totransmitted to
registrarregistrarregistrarregistrar

informing claimantinforming claimantinforming claimantinforming claimant
about objection andabout objection andabout objection andabout objection and
his options to reacthis options to reacthis options to reacthis options to react

(M odule1)(M odule1)(M odule1)(M odule1)

claimantclaimantclaimantclaimant
informedinformedinformedinformed

checking if claim antchecking if claim antchecking if claim antchecking if claim ant
w ants to engage thew ants to engage thew ants to engage thew ants to engage the

ordinary legalordinary legalordinary legalordinary legal
procedureprocedureprocedureprocedure

yesyesyesyes nononono

applying for  theapplying for  theapplying for  theapplying for  the
divesture to thedivesture to thedivesture to thedivesture to the

judgejudgejudgejudge

paying the costspaying the costspaying the costspaying the costs
for  an ordinaryfor  an ordinaryfor  an ordinaryfor  an ordinary

procedureprocedureprocedureprocedure

appliedappliedappliedapplied costs payedcosts payedcosts payedcosts payed

giving an order togiving an order togiving an order togiving an order to
inform the centralinform the centralinform the centralinform the central

costs office to sendcosts office to sendcosts office to sendcosts office to send
him the filehim the filehim the filehim the file

order givenorder givenorder givenorder given

sending file tosending file tosending file tosending file to
claimantclaimantclaimantclaimant

cost officecost officecost officecost office

sent to claim antsent to claim antsent to claim antsent to claim ant

executing the fileexecuting the fileexecuting the fileexecuting the file

file was executedfile was executedfile was executedfile was executed

sending back thesending back thesending back thesending back the
file to courtsfile to courtsfile to courtsfile to courts

officeofficeofficeoffice

file received infile received infile received infile received in
courts officecourts officecourts officecourts office

claimantclaimantclaimantclaimant

registrarregistrarregistrarregistrar

writing officewriting officewriting officewriting office

courts officecourts officecourts officecourts office

Module 1Module 1Module 1Module 1

registrarregistrarregistrarregistrar

claimantclaimantclaimantclaimant
informedinformedinformedinformed

using M odule 1!using M odule 1!using M odule 1!using M odule 1!
order givenorder givenorder givenorder given parties informedparties informedparties informedparties informed

registrarregistrarregistrarregistrar

courts officecourts officecourts officecourts office

Module 2Module 2Module 2Module 2

registrarregistrarregistrarregistrar

registrarregistrarregistrarregistrar

claimantclaimantclaimantclaimant

transfer ing thetransfer ing thetransfer ing thetransfer ing the
procedure to theprocedure to theprocedure to theprocedure to the
competent courtcompetent courtcompetent courtcompetent court

transferedtransferedtransferedtransfered

informing theinforming theinforming theinforming the
parties about theparties about theparties about theparties about the

transfertransfertransfertransfer
(M odule1)(M odule1)(M odule1)(M odule1)

parties informedparties informedparties informedparties informed

check if procedurecheck if procedurecheck if procedurecheck if procedure
should beshould beshould beshould be

transferred  to othertransferred  to othertransferred  to othertransferred  to other
court upon requestcourt upon requestcourt upon requestcourt upon request

of claimantof claimantof claimantof claimant

no request ofno request ofno request ofno request of
claimant claimant claimant claimant 

request ofrequest ofrequest ofrequest of
claimantclaimantclaimantclaimant

asking ifasking ifasking ifasking if
defendanddefendanddefendanddefendand

agrees (Module2)agrees (Module2)agrees (Module2)agrees (Module2)

defendanddefendanddefendanddefendand
agrees toagrees toagrees toagrees to
transfer  totransfer  totransfer  totransfer  to

another courtanother courtanother courtanother court

defendanddefendanddefendanddefendand
agrees notagrees notagrees notagrees not

informinginforminginforminginforming
defendand aboutdefendand aboutdefendand aboutdefendand about

the requestthe requestthe requestthe request
(M odule 1)(M odule 1)(M odule 1)(M odule 1)

registrarregistrarregistrarregistrar

defendanddefendanddefendanddefendand
informedinformedinformedinformed

issueing theissueing theissueing theissueing the
enforcement orderenforcement orderenforcement orderenforcement order

upon application ofupon application ofupon application ofupon application of
the claimantthe claimantthe claimantthe claimant

(M odule2)(M odule2)(M odule2)(M odule2)

declaration about all paym entsdeclaration about all paym entsdeclaration about all paym entsdeclaration about all paym ents

enforcementenforcementenforcementenforcement
issuedissuedissuedissued

checking ifchecking ifchecking ifchecking if
application isapplication isapplication isapplication is

conform to theconform to theconform to theconform to the
time limittime limittime limittime limit

O.K.O.K.O.K.O.K.not O.K.not O.K.not O.K.not O.K.

arranging thearranging thearranging thearranging the
servingservingservingserving

procedureprocedureprocedureprocedure
registrarregistrarregistrarregistrar

servingservingservingserving
procedureprocedureprocedureprocedure
arrangedarrangedarrangedarranged

issueing aissueing aissueing aissueing a
executed copyexecuted copyexecuted copyexecuted copy

executed copyexecuted copyexecuted copyexecuted copy
issuedissuedissuedissued

registrarregistrarregistrarregistrar

arranging thearranging thearranging thearranging the
archiving of thearchiving of thearchiving of thearchiving of the

filefilefilefile

procedure hasprocedure hasprocedure hasprocedure has
finishedfinishedfinishedfinished

arrangedarrangedarrangedarranged

registrarregistrarregistrarregistrar

archiving the filearchiving the filearchiving the filearchiving the file courts officecourts officecourts officecourts office

checking if file ischecking if file ischecking if file ischecking if file is
archived threearchived threearchived threearchived three

yearsyearsyearsyears

file archivedfile archivedfile archivedfile archived

nononono yesyesyesyes

destructing alldestructing alldestructing alldestructing all
costituent parts ofcostituent parts ofcostituent parts ofcostituent parts of
the file except forthe file except forthe file except forthe file except for
the enforcementthe enforcementthe enforcementthe enforcement

order order order order 

destructeddestructeddestructeddestructed

signalizing on thesignalizing on thesignalizing on thesignalizing on the
file if executedfile if executedfile if executedfile if executed

doc has beendoc has beendoc has beendoc has been
issuedissuedissuedissued

signalizedsignalizedsignalizedsignalized

destroying  thedestroying  thedestroying  thedestroying  the
whole file afterwhole file afterwhole file afterwhole file after

30years30years30years30years

file destroyedfile destroyedfile destroyedfile destroyed
after  30 yearsafter  30 yearsafter  30 yearsafter  30 years

executing theexecuting theexecuting theexecuting the
procedureprocedureprocedureprocedure

not O.K.not O.K.not O.K.not O.K. O.K.O.K.O.K.O.K.

checkingcheckingcheckingchecking
calculations ofcalculations ofcalculations ofcalculations of

interest interest interest interest 

checkingcheckingcheckingchecking
calculation ofcalculation ofcalculation ofcalculation of

costscostscostscosts

calculationscalculationscalculationscalculations
checked but notchecked but notchecked but notchecked but not

ver ifiedverifiedverifiedverified

informing theinforming theinforming theinforming the
claimantclaimantclaimantclaimant

asking claimantasking claimantasking claimantasking claimant
to adjust theto adjust theto adjust theto adjust the

applicationapplicationapplicationapplication
within 4 weekswithin 4 weekswithin 4 weekswithin 4 weeks

claimantclaimantclaimantclaimant
informed andinformed andinformed andinformed and

askedaskedaskedasked

deciding whodeciding whodeciding whodeciding who
informs theinforms theinforms theinforms the

claimantclaimantclaimantclaimant

decided for  thedecided for  thedecided for  thedecided for  the
registrarregistrarregistrarregistrar

decided not fordecided not fordecided not fordecided not for
the registrarthe registrarthe registrarthe registrar

registrar  givesregistrar  givesregistrar  givesregistrar  gives
writing officewriting officewriting officewriting office

order toorder toorder toorder to
compose a lettercompose a lettercompose a lettercompose a letter

letter  composedletter  composedletter  composedletter  composed

transmitting thetransmitting thetransmitting thetransmitting the
letter  and orderletter  and orderletter  and orderletter  and order

to the courtsto the courtsto the courtsto the courts
officeofficeofficeoffice

transmitted totransmitted totransmitted totransmitted to
the courts officethe courts officethe courts officethe courts office

adding the orderadding the orderadding the orderadding the order
to the fileto the fileto the fileto the file

transmitting thetransmitting thetransmitting thetransmitting the
letter  to the postletter  to the postletter  to the postletter  to the post

officeofficeofficeoffice

order addedorder addedorder addedorder added letter  transmittedletter  transmittedletter  transmittedletter  transmitted

sending letter  tosending letter  tosending letter  tosending letter  to
claimantclaimantclaimantclaimant

letter  sent toletter  sent toletter  sent toletter  sent to
claimantclaimantclaimantclaimant

issueingissueingissueingissueing
payment orderpayment orderpayment orderpayment order

informing theinforming theinforming theinforming the
defendand aboutdefendand aboutdefendand aboutdefendand about

his optionshis optionshis optionshis options

payment orderpayment orderpayment orderpayment order
isssuedisssuedisssuedisssued

defendanddefendanddefendanddefendand
informedinformedinformedinformed

giving order togiving order togiving order togiving order to
the courts officethe courts officethe courts officethe courts office
to serve paymentto serve paymentto serve paymentto serve payment

orderorderorderorder

order givenorder givenorder givenorder given

com issioning tocom issioning tocom issioning tocom issioning to
serve theserve theserve theserve the

payment orderpayment orderpayment orderpayment order

served by theserved by theserved by theserved by the
post post post post 

served by theserved by theserved by theserved by the
policepolicepolicepolice

checking ifchecking ifchecking ifchecking if
serving wasserving wasserving wasserving was

successfulsuccessfulsuccessfulsuccessful

successfulsuccessfulsuccessfulsuccessful
incorrect/incomplincorrect/incomplincorrect/incomplincorrect/incompl

ete docum entete docum entete docum entete docum ent

transmitting thetransmitting thetransmitting thetransmitting the
servingservingservingserving

docum ent to thedocum ent to thedocum ent to thedocum ent to the
courtcourtcourtcourt

servingservingservingserving
docum entdocum entdocum entdocum ent

transmittedtransmittedtransmittedtransmitted

examining theexamining theexamining theexamining the
servingservingservingserving

docum entdocum entdocum entdocum ent

registrarregistrarregistrarregistrar

servingservingservingserving
docum entdocum entdocum entdocum ent
examinedexaminedexaminedexamined

giving order togiving order togiving order togiving order to
demand ademand ademand ademand a

repeated servingrepeated servingrepeated servingrepeated serving
to the postto the postto the postto the post

informing  theinforming  theinforming  theinforming  the
parties (module1)parties (module1)parties (module1)parties (module1)

serving has notserving has notserving has notserving has not
been possiblebeen possiblebeen possiblebeen possible

informinginforminginforminginforming
claimant&ask him toclaimant&ask him toclaimant&ask him toclaimant&ask him to
adjust the directionadjust the directionadjust the directionadjust the direction

of the defendandof the defendandof the defendandof the defendand
within 3weekswithin 3weekswithin 3weekswithin 3weeks

order not givenorder not givenorder not givenorder not given

sendingsendingsendingsending
objection to theobjection to theobjection to theobjection to the

post officepost officepost officepost office
defendanddefendanddefendanddefendand

objectionobjectionobjectionobjection
received by thereceived by thereceived by thereceived by the

post officepost officepost officepost office

sendingsendingsendingsending
objection to theobjection to theobjection to theobjection to the

courts officecourts officecourts officecourts office
post officepost officepost officepost office

objection sentobjection sentobjection sentobjection sent

adding objectionadding objectionadding objectionadding objection
to the fileto the fileto the fileto the file

transmittingtransmittingtransmittingtransmitting
objection toobjection toobjection toobjection to

registrarregistrarregistrarregistrar

objection addedobjection addedobjection addedobjection added transmitted totransmitted totransmitted totransmitted to
registrarregistrarregistrarregistrar

informing claimantinforming claimantinforming claimantinforming claimant
about objection andabout objection andabout objection andabout objection and
his options to reacthis options to reacthis options to reacthis options to react

(M odule1)(M odule1)(M odule1)(M odule1)

claimantclaimantclaimantclaimant
informedinformedinformedinformed

checking if claim antchecking if claim antchecking if claim antchecking if claim ant
w ants to engage thew ants to engage thew ants to engage thew ants to engage the

ordinary legalordinary legalordinary legalordinary legal
procedureprocedureprocedureprocedure

yesyesyesyes nononono

applying for  theapplying for  theapplying for  theapplying for  the
divesture to thedivesture to thedivesture to thedivesture to the

judgejudgejudgejudge

paying the costspaying the costspaying the costspaying the costs
for  an ordinaryfor  an ordinaryfor  an ordinaryfor  an ordinary

procedureprocedureprocedureprocedure

appliedappliedappliedapplied costs payedcosts payedcosts payedcosts payed

giving an order togiving an order togiving an order togiving an order to
inform the centralinform the centralinform the centralinform the central

costs office to sendcosts office to sendcosts office to sendcosts office to send
him the filehim the filehim the filehim the file

order givenorder givenorder givenorder given

sending file tosending file tosending file tosending file to
claimantclaimantclaimantclaimant

cost officecost officecost officecost office

sent to claim antsent to claim antsent to claim antsent to claim ant

executing the fileexecuting the fileexecuting the fileexecuting the file

file was executedfile was executedfile was executedfile was executed

sending back thesending back thesending back thesending back the
file to courtsfile to courtsfile to courtsfile to courts

officeofficeofficeoffice

file received infile received infile received infile received in
courts officecourts officecourts officecourts office

claimantclaimantclaimantclaimant

registrarregistrarregistrarregistrar

writing officewriting officewriting officewriting office

courts officecourts officecourts officecourts office

Module 1Module 1Module 1Module 1

registrarregistrarregistrarregistrar

claimantclaimantclaimantclaimant
informedinformedinformedinformed

using M odule 1!using M odule 1!using M odule 1!using M odule 1!
order givenorder givenorder givenorder given parties informedparties informedparties informedparties informed

registrarregistrarregistrarregistrar

courts officecourts officecourts officecourts office

Module 2Module 2Module 2Module 2

registrarregistrarregistrarregistrar

registrarregistrarregistrarregistrar

claimantclaimantclaimantclaimant

transfer ing thetransfer ing thetransfer ing thetransfer ing the
procedure to theprocedure to theprocedure to theprocedure to the
competent courtcompetent courtcompetent courtcompetent court

transferedtransferedtransferedtransfered

informing theinforming theinforming theinforming the
parties about theparties about theparties about theparties about the

transfertransfertransfertransfer
(M odule1)(M odule1)(M odule1)(M odule1)

parties informedparties informedparties informedparties informed

check if procedurecheck if procedurecheck if procedurecheck if procedure
should beshould beshould beshould be

transferred  to othertransferred  to othertransferred  to othertransferred  to other
court upon requestcourt upon requestcourt upon requestcourt upon request

of claimantof claimantof claimantof claimant

no request ofno request ofno request ofno request of
claimant claimant claimant claimant 

request ofrequest ofrequest ofrequest of
claimantclaimantclaimantclaimant

asking ifasking ifasking ifasking if
defendanddefendanddefendanddefendand

agrees (Module2)agrees (Module2)agrees (Module2)agrees (Module2)

defendanddefendanddefendanddefendand
agrees toagrees toagrees toagrees to
transfer  totransfer  totransfer  totransfer  to

another courtanother courtanother courtanother court

defendanddefendanddefendanddefendand
agrees notagrees notagrees notagrees not

informinginforminginforminginforming
defendand aboutdefendand aboutdefendand aboutdefendand about

the requestthe requestthe requestthe request
(M odule 1)(M odule 1)(M odule 1)(M odule 1)

registrarregistrarregistrarregistrar

defendanddefendanddefendanddefendand
informedinformedinformedinformed

issueing theissueing theissueing theissueing the
enforcement orderenforcement orderenforcement orderenforcement order

upon application ofupon application ofupon application ofupon application of
the claimantthe claimantthe claimantthe claimant

(M odule2)(M odule2)(M odule2)(M odule2)

declaration about all paym entsdeclaration about all paym entsdeclaration about all paym entsdeclaration about all paym ents

enforcementenforcementenforcementenforcement
issuedissuedissuedissued

checking ifchecking ifchecking ifchecking if
application isapplication isapplication isapplication is

conform to theconform to theconform to theconform to the
time limittime limittime limittime limit

O.K.O.K.O.K.O.K.not O.K.not O.K.not O.K.not O.K.

arranging thearranging thearranging thearranging the
servingservingservingserving

procedureprocedureprocedureprocedure
registrarregistrarregistrarregistrar

servingservingservingserving
procedureprocedureprocedureprocedure
arrangedarrangedarrangedarranged

issueing aissueing aissueing aissueing a
executed copyexecuted copyexecuted copyexecuted copy

executed copyexecuted copyexecuted copyexecuted copy
issuedissuedissuedissued

registrarregistrarregistrarregistrar

arranging thearranging thearranging thearranging the
archiving of thearchiving of thearchiving of thearchiving of the

filefilefilefile

procedure hasprocedure hasprocedure hasprocedure has
finishedfinishedfinishedfinished

arrangedarrangedarrangedarranged

registrarregistrarregistrarregistrar

archiving the filearchiving the filearchiving the filearchiving the file courts officecourts officecourts officecourts office

checking if file ischecking if file ischecking if file ischecking if file is
archived threearchived threearchived threearchived three

yearsyearsyearsyears

file archivedfile archivedfile archivedfile archived

nononono yesyesyesyes

destructing alldestructing alldestructing alldestructing all
costituent parts ofcostituent parts ofcostituent parts ofcostituent parts of
the file except forthe file except forthe file except forthe file except for
the enforcementthe enforcementthe enforcementthe enforcement

order order order order 

destructeddestructeddestructeddestructed

signalizing on thesignalizing on thesignalizing on thesignalizing on the
file if executedfile if executedfile if executedfile if executed

doc has beendoc has beendoc has beendoc has been
issuedissuedissuedissued

signalizedsignalizedsignalizedsignalized

destroying  thedestroying  thedestroying  thedestroying  the
whole file afterwhole file afterwhole file afterwhole file after

30years30years30years30years

file destroyedfile destroyedfile destroyedfile destroyed
after  30 yearsafter  30 yearsafter  30 yearsafter  30 years

executing theexecuting theexecuting theexecuting the
procedureprocedureprocedureprocedure

流程A

流程c

流程B
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流程接口及企业级端到端流程流程接口及企业级端到端流程流程接口及企业级端到端流程流程接口及企业级端到端流程    
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制度与流程的层次和分类制度与流程的层次和分类制度与流程的层次和分类制度与流程的层次和分类    

An alyticsAn alyticsAn alyticsAn alytics

FinancialFinancialFinancialFinancial
ManagementManagementManagementManagement

CustomerCustomerCustomerCustomer
ManagementManagementManagementManagement

ProductionProductionProductionProduction

SupplySupplySupplySupply
ManagementManagementManagementManagement

Sales & DistributionSales & DistributionSales & DistributionSales & Distribution
ManagementManagementManagementManagement

OperationOperationOperationOperation
ManagementManagementManagementManagement

Human Capi talHuman Capi talHuman Capi talHuman Capi tal
ManagementManagementManagementManagement

Corporate ServicesCorporate ServicesCorporate ServicesCorporate Services
ManagementManagementManagementManagement

EngineeringEngineeringEngineeringEngineering

Core ProcessesCore ProcessesCore ProcessesCore Processes

Management ProcessesManagement ProcessesManagement ProcessesManagement Processes

Supporting ProceesSupporting ProceesSupporting ProceesSupporting Procees

Mate rialMate rialMate rialMate rial
RequirementsRequirementsRequirementsRequirements

PlanningPlanningPlanningPlanning

Inve ntoryInve ntoryInve ntoryInve ntory
ManagementManagementManagementManagement

SAP ?? ?? :  ??

ProcurementProcurementProcurementProcurement

Fi nancia lFi nancia lFi nancia lFi nancia l
ManagementManagementManagementManagement

Producti onProducti onProducti onProducti on
Sale s  & Dis tributionSale s  & Dis tributionSale s  & Dis tributionSale s  & Dis tribution

ManagementManagementManagementManagementEngine e ringEngine e ringEngine e ringEngine e ring

ReceiveReceiveReceiveReceive
Pur chasedPur chasedPur chasedPur chased

G oodsG oodsG oodsG oods

ReceiveReceiveReceiveReceive
ShippingShippingShippingShipping

NotificationNotificationNotificationNotification
S AP ? ? ? ? :  ? ? ? ?

Differ enceDiffer enceDiffer enceDiffer ence
Pr ocessingPr ocessingPr ocessingPr ocessing

Per for m Retur nPer for m Retur nPer for m Retur nPer for m Retur n
Deliver yDeliver yDeliver yDeliver y

Per for m St ockPer for m St ockPer for m St ockPer for m St ock
Tr ansferTr ansferTr ansferTr ansfer

Confir m Tr ansferConfir m Tr ansferConfir m Tr ansferConfir m Tr ansfer
Or derOr derOr derOr der

Cr eate Tr ansferCr eate Tr ansferCr eate Tr ansferCr eate Tr ansfer
Or derOr derOr derOr der

G oodsG oodsG oodsG oods
ReceiptReceiptReceiptReceipt

Pr ocessedPr ocessedPr ocessedPr ocessed

G oodsG oodsG oodsG oods
ReceivedReceivedReceivedReceived

GoodsGoodsGoodsGoods
M ovem entM ovem entM ovem entM ovem ent

S AP ? ? ? ? :  ? ?

G oodsG oodsG oodsG oods
ReceiptReceiptReceiptReceipt
PostingPostingPostingPosting

S AP ? ? ? ? :  ? ?

Retur nRetur nRetur nRetur n
G oodsG oodsG oodsG oods

UnpackUnpackUnpackUnpack
G oodsG oodsG oodsG oods

CheckCheckCheckCheck
G oodsG oodsG oodsG oods

G oods O KG oods O KG oods O KG oods O K
G oodsG oodsG oodsG oods

Differ ent toDiffer ent toDiffer ent toDiffer ent to
NotificationNotificationNotificationNotification

Goods notGoods notGoods notGoods not
O KO KO KO K

Differ encesDiffer encesDiffer encesDiffer ences
Cor r ectedCor r ectedCor r ectedCor r ected

St ar tSt ar tSt ar tSt ar t
CheckCheckCheckCheck

Inventor yInventor yInventor yInventor y

EndEndEndEnd
CheckCheckCheckCheck

Inventor yInventor yInventor yInventor y

企业地图企业地图

流程区域图流程区域图

主流程模型主流程模型

流程模型流程模型

采购计划

采购需求分析

创建采购需
求

采购管理

采购

仓储管理

付款管理

供应商管理

人事管理 财务管理 物业设备管理 IT 管理
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了解了一个制度与流程怎么把它描述清楚？各制
度和流程之间的关联关系怎么把它描述理清楚



制度与流程的层次和分类示例制度与流程的层次和分类示例制度与流程的层次和分类示例制度与流程的层次和分类示例        

核心流程

创新流程

增值流程

供应流程

销售 定单加工准备 定单加工

售后服务 结算

客户 客户

产品设计 技术改造 市场营销

市场 市场

企业
各部门

会计管理 风险内控管理

质量管理 环保管理 安全管理

合规流程法律
制订者

法律
制定者

企业战略 企业计划 企业监控 企业沟通组织和流程
管理

利益
相关人

利益
相关人

采购
仓储管理

付款管理

供应商管理

人事管理 财务管理 物业设备管理 IT 管理

核心流程

支持流程

管理流程

法律管理

发运

管理流程

企业
各部
门
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制度梳理及与流程的整合制度梳理及与流程的整合制度梳理及与流程的整合制度梳理及与流程的整合

XX 
公司制度

XX 
公司制度

XX 
总体要求

XX 
总体要求

XX 
总体要求

XX 
管理细则

XX 
管理细则

XX 
管理细则

XX 
管理细则

XX 
程序文件

XX 
程序文件

XX 
程序文件

XX 
程序文件

XX 
程序文件

XX 
操作手册

XX 
操作手册

XX 
操作手册

XX 
操作手册

XX 
操作手册

XX 
操作手册

详细流程详细流程详细流程详细流程

流程区域图流程区域图流程区域图流程区域图

主流程场景图主流程场景图主流程场景图主流程场景图

流程地图流程地图流程地图流程地图    

Level 1Level 1

Level 2Level 2

Level 3Level 3

Level 4Level 4
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多套管理体系的整合多套管理体系的整合多套管理体系的整合多套管理体系的整合    

……

企业流程管理体系

ARIS 平台

业务流程管理平台业务流程管理平台

全面质量管理 HSE     
全面风险管理 内部控制管理

� 企业的流程只有一套
� 同一套流程可以根据不同管理体系的需求进行不同的分类挂接
� 一个管理体系并不一定涵盖所有的流程
� 企业的流程管理体系是涵盖所有流程的管理体系
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多多多多套套套套管理管理管理管理体系体系体系体系最终应落实在一套最终应落实在一套最终应落实在一套最终应落实在一套制度和制度和制度和制度和流程中流程中流程中流程中    

企业为了提升管理，引入了各种管理理念，建立了各种管理体系。

内控 HSE SAP 全面质
量管理

流程手册 … 

• 因此，< 采购单下述流程> 只有一套，但对于此流程的描述涵盖了所有管理体系的要求。

• 采购员下采购单，只要根据 <采购单下达流程> 进行操作即可。

 <采购单下达流程> 
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同一套业务流程模型，可以维护不同管理主题的信息同一套业务流程模型，可以维护不同管理主题的信息同一套业务流程模型，可以维护不同管理主题的信息同一套业务流程模型，可以维护不同管理主题的信息

流程

系统接收完成

01

确定货位上货
架

02

计价

03

核对票据并填
写入库审批单

04

审批入库

同意入库 不同意

物资供应中心储
运管理实施细则

WMS仓库管理
信息系统

物资供应中心物
资入库单

物资组装调试流
程

组装调试合格
系统接收完成

物资检验流程
国产物资初验流

程

进口物资初验流

程

国产物资初验
完成系统接收

完成

进口物资初验
完成系统接收

完成

EAM资产管理
系统

发票接收后

05

审批入库

同意入库 不同意

06

月底核对票据
报帐

物资供应中心《
物资收、支...

物资供应中心物
资入库单

物资供应中心入
库审批单

物资供应中心入
库审批单

物资供应中心总仓
库保管员

物资供应中心入
库审批单 物资供应中心分管

储运副主任

结束

物资供应中心总仓
库核算员

物资供应中心总仓
库核算员

物资供应中心总仓

库核算员

物资供应中心总仓
库主任

物资供应中心储

运管理实施细则

报账审批流程

入库前未对采
购合同、入库
单进行详...

质量管理信息 安全管理信息 内控管理信息 ...
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基于同一套业务流程，输出各种管理主题需要的报告基于同一套业务流程，输出各种管理主题需要的报告基于同一套业务流程，输出各种管理主题需要的报告基于同一套业务流程，输出各种管理主题需要的报告

流程

由一套流程
自动导出
各种管理体系所
需的文档

风险控制文档

管理手册

程序文件

系统接收完成

01

确定货位上货
架

02

计价

03

核对票据并填
写入库审批单

04

审批入库

同意入库 不同意

物资供应中心储
运管理实施细则

WMS仓库管理
信息系统

物资供应中心物
资入库单

物资组装调试流
程

组装调试合格
系统接收完成

物资检验流程
国产物资初验流

程
进口物资初验流

程

国产物资初验
完成系统接收

完成

进口物资初验
完成系统接收

完成

EAM资产管理
系统

发票接收后

05

审批入库

同意入库 不同意

06

月底核对票据
报帐

物资供应中心《
物资收、支...

物资供应中心物
资入库单

物资供应中心入
库审批单

物资供应中心入
库审批单

物资供应中心总仓
库保管员

物资供应中心入
库审批单 物资供应中心分管

储运副主任

结束

物资供应中心总仓
库核算员

物资供应中心总仓
库核算员

物资供应中心总仓
库核算员

物资供应中心总仓
库主任

物资供应中心储
运管理实施细则

报账审批流程

入库前未对采
购合同、入库
单进行详...
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基于同一套业务流程，输出执行人员所需的综合工作手册基于同一套业务流程，输出执行人员所需的综合工作手册基于同一套业务流程，输出执行人员所需的综合工作手册基于同一套业务流程，输出执行人员所需的综合工作手册

流程

由一套流程
自动导出
供执行人员使用的
综合流程手册和岗
位职责手册

一体化的流程手册

系统接收完成

01

确定货位上货
架

02

计价

03

核对票据并填
写入库审批单

04

审批入库

同意入库 不同意

物资供应中心储
运管理实施细则

WMS仓库管理
信息系统

物资供应中心物
资入库单

物资组装调试流
程

组装调试合格
系统接收完成

物资检验流程
国产物资初验流

程
进口物资初验流

程

国产物资初验
完成系统接收

完成

进口物资初验
完成系统接收

完成

EAM资产管理
系统

发票接收后

05

审批入库

同意入库 不同意

06

月底核对票据
报帐

物资供应中心《
物资收、支...

物资供应中心物
资入库单

物资供应中心入
库审批单

物资供应中心入
库审批单

物资供应中心总仓
库保管员

物资供应中心入
库审批单 物资供应中心分管

储运副主任

结束

物资供应中心总仓
库核算员

物资供应中心总仓
库核算员

物资供应中心总仓
库核算员

物资供应中心总仓
库主任

物资供应中心储
运管理实施细则

报账审批流程

入库前未对采
购合同、入库
单进行详...

一体化的岗位手册
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如何将制度和流程  理清楚

如何将制度和流程  管起来

如何将制度和流程  持续优化

2

3

4
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管起来的实施方法一：固化到信息化执行系统中管起来的实施方法一：固化到信息化执行系统中管起来的实施方法一：固化到信息化执行系统中管起来的实施方法一：固化到信息化执行系统中

企业流程管理体系

ARIS 平台

业务流程管理平台业务流程管理平台

信息化运营平台

信息化系统平台信息化系统平台

PMPM
FI/COFI/CO HRHR

MESMESAPOAPOMMMM
BIBI …………

ISO 9000 ISO 14001 ERP

……

SOX 法案 全面风险管理
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流程驱动的流程驱动的流程驱动的流程驱动的    SAP SAP SAP SAP 系统实施方案系统实施方案系统实施方案系统实施方案

ASAP实施路径

项目准备 业务蓝图 系统实现
上线准备与
系统上线

上线后支持

项
目
准
备

实施路线 (21)

引入流程管理机制引入流程管理机制

控制控制实施实施设计设计架构架构

了解企业业务环境了解企业业务环境

描述应用系统现状描述应用系统现状

识别主流程场景识别主流程场景

描述流程地图描述流程地图

描述流程区域描述流程区域

描述端到端场景描述端到端场景

识别流程清单识别流程清单

流程模型建模流程模型建模

建模质量保障建模质量保障

系统环境准备系统环境准备

应用系统规划应用系统规划

ERP ERP 功能确定功能确定

完善蓝图设计完善蓝图设计

ERP ERP 项目项目

实施准备实施准备

完善系统设计完善系统设计

分析与合并差异分析与合并差异

流程场景流程场景
集成测试集成测试

实现实现  ERP ERP 配置配置

ERP ERP 功能功能

单元单元测试测试

系统上线系统上线

1

2

3

4

5

6

7

8

9

10

11

12

13

14

15

16

17

18

19

20

21

流程风险识别

监控流程绩效

识别和管理
流程改进点

分析流程绩效

监控和管理风险点
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管起来的实施方法二：建立内部合规检查机制管起来的实施方法二：建立内部合规检查机制管起来的实施方法二：建立内部合规检查机制管起来的实施方法二：建立内部合规检查机制

R1:
如何保证投资业务
营业税及附加...

C1

测试定义
财务部

税务管理处

业务层面测试组

内控审核组

投资营业税及附
加

风险经理组

控制经理组

风险

控制措施

每月 4日

递交投资业务
交易明细资料

按照现行税法
编制《委托资
产营业税 ...

审核

通过不通过

审核

审核

纳税申报

核对税收缴款
书

添制报销单

审核

支付资金

处理帐务

AMC财务部

财务部
税务管理处
税务专员

财务部
税务管理处

处长

财务部
经理

通过不通过

通过不通过

总经理室

财务部
税务管理处
税务专员

一致不一致

财务部
税务管理处
税务专员

通过不通过

财务部
资金处
出纳岗

财务部
会计处
会计岗

财务部
会计处

核算会计岗
审核

通过不通过

复核确认
财务部
会计处

核算会计岗

结束

R1:
如何保证投资业务
营业税及附加 ...

R2:
如何保证营业税及
附加及时、正 ...

R3:
如何保证营业税及
附加及时、正 ...

R4:
如何保证营业税及
附加正确进行 ...

财务部
税务管理处
税务专员

财务部
经理
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风险合规过程风险监控门户

管起来的实施方法二：建立内部合规检查机制管起来的实施方法二：建立内部合规检查机制管起来的实施方法二：建立内部合规检查机制管起来的实施方法二：建立内部合规检查机制

合规
策略

体系
设计

风险
识别

风险
评估

风险
控制

控制
报告
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�监控流程的每一个执行节点的正确性

�例如: 在10分钟内完成输入

�通过实时的白板监控问题和错误

管起来的实施方法三：事件监控管起来的实施方法三：事件监控管起来的实施方法三：事件监控管起来的实施方法三：事件监控
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管起来的实施方法四：企业文化建设管起来的实施方法四：企业文化建设管起来的实施方法四：企业文化建设管起来的实施方法四：企业文化建设
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如何将制度和流程  理清楚

如何将制度和流程  管起来

如何将制度和流程  持续优化

2

3

4
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Order f rom  the
custom er

present

Fi l l  out order form

e.g.  ful f i l l m ent i nstructi ons
Large orders m ay be

passed di rectl y f rom  Sal es to
Sal es/Tradi ng for  further processi ng.

Order m ay be entered under 01-36111 -  01-36114,  01-36211,  01-36214.

Fi xed pr i ce busi ness
or  AQR
present

Norm al
Executi on
present

Pass order to
person responsi bl e for  executi on

01-36211
GER Dom esti c
I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

01-36211
GER Dom esti c
I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

Order form
(shares)

Order form
(shares)

Order w i th
person responsi bl e for  executi on There i s no cl ear regul ati on governi ng thi s poi nt.

The order can be passed verbal l y
or  by order form .

Record order
i nform ati on

Pass order to
brokerGL-TRADE

Conf i rm ati on
f rom  GL-Trade

present

can be cal l ed up
on the sam e day;

order ful f i l l m ent
conf i rm ati on by tel ephone on the sam e day

Conf i rm ati on
f rom  the broker

present

usual l y by the
fol l ow i ng m orni ng;

order ful f i l l m ent
conf i rm ati on by tel ephone on the sam e day

Com pl ete order form
01-36211

GER Dom esti c
I nsti tuti ons01-36214

I nternati onal
I nsti tuti ons

01-36114
Agency Deal i ng/
Executi on

Tel ephone

al ternati ve ( see above)

Order form
com pl eted

Subm i t i nqui ry to
Tradi ng

Approval  f rom
Tradi ng
present

Com pl ete order form

-  Exchange rate
-  EB account

-  Val ue
-  Currency

Order form
com pl eted

Order form
(shares)

Check w hether custom er
w i shes to enter i nto currency protecti on

agreem ent

01-36211
GER Dom esti c

I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

Order form
(shares)

01-36211
GER Dom esti c

I nsti tuti ons

01-36214I nternati onal

I nsti tuti ons

01-36211
GER Dom esti c
I nsti tuti ons

01-36214
I nternati onal

I nsti tuti ons

Custom er
w i shes to enter i nto currency protecti on

agreem ent

Custom er does not
w i sh to enter i nto currency protecti on

agreem ent

I nform  Treasury

Exchange rate and CPD are
noted on the order form

conf i rm ati on of  transacti onby Treasury

present

the next day

Add i ni t i al s to transacti on
conf i rm ati on

W i tness requi rem ent

Transacti on
conf i rm ati on

i ni t i al ed

Forw ard order form

Order form  w i th
Desk Support

Attach broker
conf i rm ati on

Broker
conf i rm ati on attached

Transacti on
conf i rm ati on
(Treasury)

Broker
conf i rm ati on

Record transacti on

onl y af ter
recei pt of

broker conf i rm ati on

-  Type of  transacti on
-  Quanti ty

-  Ki nd
-  Li m i t

-  gross/net
-  Custom er/account

-  Currency
( for  forei gn currency protected transacti on

the " Tradi ng Cross Rate"
i s recorded based on the order form

)

Transacti on
recorded

Send conf i rm ati on
to custom er

by fax

(Prel i m i nary conf i rm ati on)
Norm al l y not sent
before recei pt of

broker conf i rm ati on Conf i rm ati on sent
to custom er

by fax

Tel ephone

01-36211

GER Dom esti c
I nsti tuti ons

01-36214

I nternati onal
I nsti tuti ons

OM NI

01-36211
GER Dom esti c

I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

01-36211
GER Dom esti c

I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

Order form
(shares)

FAX

Attach settl em ent i nstructi ons
to custom er transacti on

Settl em ent i nstructi ons
attached to custom er transacti on

Attach transacti ons
to custom ers

Transacti ons attached
to custom ers

AKTI AS

AKTI AS

e.g.  for  i nvestm ent
com pani es

Al l ocati on of  a transacti on
to m ul ti pl e funds

Li qui date shares
(Cash)  -  Forei gn

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

01-36111
Sal es Tradi ng

Trade shares (Cash)
Forei gn stock exchanges -
Propr i etary tradi ng

Send broker conf i rm ati on

to WPS

by bi cycl e cour i er

Broker
conf i rm ati on

Broker conf i rm ati on
sent to WPS

does not usual l y reach
Panm ure for  2-3 days

( rather an i nternal  probl em ) .

Forw ardi ng
to M i dOf f i ce the sam e day!

AKTI AS

Forw ard i nform ati on to
i nterface w i th
BSP-TRADE

Data present

on i nterface w i th
BSP-Trade

From  order recei pt unti l
arr i val  i n WPS

som eti m es takes about 48 hours.
 

About 80% are present af ter
one day.

 
Settl em ent m ust norm al l y

be com pl eted by D+3.

Suppl em ent broker
conf i rm ati on

For further processi ng i n WPS:
Custom er num ber

Custom er nam e
EB account

( i f  necessary al l ocati on to fund)
( i f  necessary forei gn exchange protecti on transacti on)

Broker
conf i rm ati on

suppl em ented

Broker
conf i rm ati on

Order form
(shares)

For European m arkets
about 50% of  conf i rm ati ons arr i ve on the sam e day

(af ter  5 p.m . )  and about 50% arr i ve on the fol l ow i ng
m orni ng.

Fi l e transacti on
conf i rm ati on

Send si gned
conf i rm ati on of  transacti on

to Treasury

Transacti on
conf i rm ati on
(Treasury)

01-36211
GER Dom esti c
I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

01-36111
Sal es Tradi ng

Transacti on
conf i rm ati on
(Treasury)

Transacti onconf i rm ati on
f i l ed

Transacti onconf i rm ati on
recei ved by Treasury

01-36211
GER Dom esti c
I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

01-36111
Sal es Tradi ng

Order form
(shares)

01-36211
GER Dom esti c

I nsti tuti ons

Li qui date shares
(Cash)  -  Forei gn

Broker faxes are
al so routed di rectl y to

WPS by fax forw ardi ng.

Li qui date shares
(Cash)  -  Forei gn

Broker
conf i rm ati on

present

usual l y arr i ve by the
next day!

Recei ved by fax or
by GL.

Noti f y custom er of
ful f i l l m ent

on the sam e day;
especi al l y necessary for

net custom ers Custom er noti f i ed of
ful f i l l m ent

Tel ephone

01-36211
GER Dom esti c
I nsti tuti ons

01-36214
I nternati onal
I nsti tuti ons

Tel ephone

Order form(shares)

M A Executi on
Shares

M A Executi on
Shares

M A Desk Support
Dü ssel dorf

M A Desk Support
Dü ssel dorf

M A Desk Support
Düssel dorf

M A Desk Support
Düssel dorf

M A Desk Support
Dü ssel dorf

M A Desk Support
Dü ssel dorf

M A Desk Support
Düssel dorf

Further processi ng
by Treasury

Trade Control :
M oni tor  m arket
condi t i ons

Shares

Order acceptance:
-  Sal es to note order on an order form  (paper-based! )

-  no ser i al  num ber assi gned (not com pl i ant w i th M AH)
-  order form  serves as basi s for  further
processi ng;  i nform ati on on the order form  i s not al w ays

com pl ete ( source of  errors i n subsequent processi ng)
-  Sal es und Tradi ng do not al w ays suppl y al l  necessary i nform ati on on order form s.

-  no system  support!  Work perform ed enti rel y by hand.

Order adm i ni strati on

-  no overvi ew  of  orders on hand and associ ated status,
because system  support l acki ng

-  Order form s l i e l oose on traders ' desks
-  no overvi ew  of  the status of  orders,  i .e.  danger of

dupl i cate processi ng or  non-processi ng

Order ful f i l l m ent:
-  Order form  passed to the Executi on Desk by hand,

Ri sk of  l oss of  i nform ati on w i th m anual  transfer
-  Ti m e-consum i ng m anual  addi t i ons to the order form  necessary (e.g.  exchange rate) ;

ul t i m atel y thi s i s recorded tw i ce:  once on the form ,  once i n the system

Further processi ng:
-  M anual  transfer  of  order form  to the M i dOf f i ce,  r i sk of  transm i ssi on errors

and del ays here al so-  Further processi ng i n M i dOf f i ce not unti l  the fol l ow i ng day
-  Del ay w hi l e w ai t i ng for  broker fax as external  transacti on conf i rm ati on (does not arr i ve unti l  the fol l ow i ng day)

-  Need to refer  to external  data because i nternal  i nform ati on system  i nadequate;
operati onal  r i sk!
-  I nform ati on on the order form  f requentl y di f fers f rom  that on the broker fax

-  I nform ati on on the order form  i s of ten i ncorrect

Further processi ng (next day) :
-  M i dOf f i ce m ust perform  l engthy m anual  com pari son of  i nform ati on on the order form

w i th i nform ati on on the broker fax.
-  Sendi ng fax conf i rm ati on to the custom er

(by hand,  therefore a source of  errors and del ays)

Further processi ng (2 redundant steps) :
1.

-  M anual  addi t i on to broker fax of  data requi red for  further processi ng i n the WPS bank
(e.g.  custom er num ber,  custom er nam e,  EB account,  ' … )

-  Transfer  of  the broker fax to the WPS bank by bi cycl e cour i er  ( ! )
2.

-  Recordi ng of  transacti on i n the OM NI  system  (not on the sam e day,  therefore not M AH com pl i ant)
-  Addi t i ons to transacti on (e.g.  settl em ent i nstructi ons)  i n AKTI AS (dupl i cated w ork! )

Recei pt of  external  broker conf i rm ati on
i n Tradi ng i s not M AH com pl i ant!

监控点1监控点1

监控点2监控点2

客户服务流程

Start

End

客户投诉流程

监控点3监控点3
监控点4监控点4

持续优化持续优化持续优化持续优化: : : : 流程绩效的监控和分析流程绩效的监控和分析流程绩效的监控和分析流程绩效的监控和分析    
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客户价值

� 可视透明的业务流程 / 层次清晰的流程结构

� 业务语言统一、文档化的流程、定量/定性的问题发现

� 形成未来信息系统的需求框架

� 形成共识的业务改进衡量指标

� 明晰的优化目标、流程改进控制程序 

客户价值

� 可视透明的业务流程 / 层次清晰的流程结构

� 业务语言统一、文档化的流程、定量/定性的问题发现

� 形成未来信息系统的需求框架

� 形成共识的业务改进衡量指标

� 明晰的优化目标、流程改进控制程序 

结果

流程可视化

流程改进/优化报告�

�

��

流程定性结构分析

衡量指标部分

• 流程分析结果
• 衡量指标
• 优化程序

• ……

流程定量统计分析
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流程与系统/系统功能分析

56/138
18/138

可能需要新的系统或系统升级

是否可以在现有系统功能的基础上满足此需求

分析报告
可能需要合并或协调系统接口
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