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A holistic approach to harnessing a company's processes to achieve true
customer satisfaction

Every move that a corporation makes is a mixture of input, action, and output-in
short, a process. To keep customers, employees, and shareholders happy,
corporate management must juggle conflicting priorities. These competing
priorities result in conflicting processes. To help achieve true customer
satisfaction, manage-ment needs tools that allow for a holistic approach to
analyzing these processes. This book provides that tool. It shows corporations
how to analyze and enhance their critical processes in order to deliver the highest
level of service to their internal and external customers. Providing a clear
understanding of what process mapping can do for a company as well as practical
applications for each step in process mapping, this useful guide outlines a proven
method for assuring better processes and building a more customer-focused
company.
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Every move that a corporation makes is a mixture of input, action, and output-in short, a process. To keep
customers, employees, and shareholders happy, corporate management must juggle conflicting priorities.
These competing priorities result in conflicting processes. To help achieve true customer satisfaction,
manage-ment needs tools that allow for a holistic approach to analyzing these processes. This book provides
that tool. It shows corporations how to analyze and enhance their critical processes in order to deliver the
highest level of service to their internal and external customers. Providing a clear understanding of what
process mapping can do for a company as well as practical applications for each step in process mapping,
this useful guide outlines a proven method for assuring better processes and building a more customer-
focused company.
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Editorial Review

From the Inside Flap

Business Process Mapping Workbook

Improving Customer Satisfaction

Workbook For The Second Edition

J. Mike Jacka and Paulette J. Keller

From the Back Cover
Learn business process mapping-step by step.

If you want to build up your process-mapping skills, the best way is by doing the mapping. Business Process
Mapping Workbook: Improving Customer Satisfaction clearly guides you throughall the various steps
involved in successfully performing a business process map to get youmapping on your own. This hands-on
workbook includes a completed case study that serves asthe basis for a number of exercises showing how the
process mapping is actually performed.

All the details of process mapping are here, along with exercises to help you understandthe specific
requirements within a process-mapping project. In addition, you'll have theopportunity to put everything
together at the end of each chapter by working through acomprehensive example.

Allowing you to successfully work-start to finish-on an entire process map, this practical guideis designed to
accompany Jacka and Keller's Business Process Mapping, Second Edition andincludes all the new
applications discussed in the Second Edition.

Filled with essential tools for quick reference, Business Process Mapping Workbook: Improving Customer
Satisfaction enables you to not only read the solutions, but to also confidently work through the exercises
with practical applications to lead you to process mapping success.

About the Author
J. Mike Jacka, CPA, CIA, CFE, CPCU, has over twenty-five years' experience in Internal Audit. In his
current role as Senior Audit Manager over Special Projects at Farmers AuditInsurance, he identifies and
develops processes, programs, and procedures that help provide greater value to Internal Audit's customers.
He has written numerous articles for professional publications and is a popular speaker on many subjects
related to internal auditing.

Paulette J. Keller, CPA, CIA, MBA, has worked in the insurance industry for over twenty-five years. Most
of that time has been in Internal Audit, but she has also worked with Claims, Quality Control, and Life
Company Special Projects. Currently, she is the Director of Audit Data Analytics with Farmers Insurance
where she has responsibility for coordinating the retrieval and analysis of company data to be used in all
audit analysis, including the embedding of data analytics throughout the audit work. She is a sought-after
speaker and instructor in such areas as operational auditing, value-added approaches, and data analytics.



Users Review

From reader reviews:

Antione Wilson:

Typically the book Business Process Mapping Workbook: Improving Customer Satisfaction will bring you
to the new experience of reading the book. The author style to explain the idea is very unique. When you try
to find new book you just read, this book very suitable to you. The book Business Process Mapping
Workbook: Improving Customer Satisfaction is much recommended to you you just read. You can also get
the e-book from official web site, so you can easier to read the book.

Mae Mosley:

Do you have something that you enjoy such as book? The guide lovers usually prefer to select book like
comic, small story and the biggest one is novel. Now, why not trying Business Process Mapping Workbook:
Improving Customer Satisfaction that give your pleasure preference will be satisfied through reading this
book. Reading behavior all over the world can be said as the way for people to know world considerably
better then how they react to the world. It can't be said constantly that reading addiction only for the geeky
individual but for all of you who wants to possibly be success person. So , for all you who want to start
reading through as your good habit, it is possible to pick Business Process Mapping Workbook: Improving
Customer Satisfaction become your personal starter.

William Looney:

This Business Process Mapping Workbook: Improving Customer Satisfaction is brand-new way for you who
has curiosity to look for some information given it relief your hunger of information. Getting deeper you
upon it getting knowledge more you know or else you who still having bit of digest in reading this Business
Process Mapping Workbook: Improving Customer Satisfaction can be the light food for you because the
information inside this book is easy to get through anyone. These books produce itself in the form and that is
reachable by anyone, yep I mean in the e-book form. People who think that in publication form make them
feel tired even dizzy this guide is the answer. So you cannot find any in reading a book especially this one.
You can find actually looking for. It should be here for a person. So , don't miss it! Just read this e-book type
for your better life and knowledge.

Sam Nielsen:

A number of people said that they feel bored when they reading a reserve. They are directly felt this when
they get a half portions of the book. You can choose the actual book Business Process Mapping Workbook:
Improving Customer Satisfaction to make your reading is interesting. Your own skill of reading talent is
developing when you similar to reading. Try to choose simple book to make you enjoy to read it and mingle
the opinion about book and looking at especially. It is to be very first opinion for you to like to open a book
and read it. Beside that the reserve Business Process Mapping Workbook: Improving Customer Satisfaction
can to be your brand new friend when you're really feel alone and confuse with the information must you're
doing of this time.



Download and Read Online Business Process Mapping Workbook:
Improving Customer Satisfaction By J. Mike Jacka, Paulette J.
Keller #SJR2I7KAGWL



Read Business Process Mapping Workbook: Improving Customer
Satisfaction By J. Mike Jacka, Paulette J. Keller for online ebook

Business Process Mapping Workbook: Improving Customer Satisfaction By J. Mike Jacka, Paulette J. Keller
Free PDF d0wnl0ad, audio books, books to read, good books to read, cheap books, good books, online
books, books online, book reviews epub, read books online, books to read online, online library, greatbooks
to read, PDF best books to read, top books to read Business Process Mapping Workbook: Improving
Customer Satisfaction By J. Mike Jacka, Paulette J. Keller books to read online.

Online Business Process Mapping Workbook: Improving Customer Satisfaction By J.
Mike Jacka, Paulette J. Keller ebook PDF download

Business Process Mapping Workbook: Improving Customer Satisfaction By J. Mike Jacka, Paulette J.
Keller Doc

Business Process Mapping Workbook: Improving Customer Satisfaction By J. Mike Jacka, Paulette J. Keller Mobipocket

Business Process Mapping Workbook: Improving Customer Satisfaction By J. Mike Jacka, Paulette J. Keller EPub

SJR2I7KAGWL: Business Process Mapping Workbook: Improving Customer Satisfaction By J. Mike Jacka, Paulette J.
Keller


