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1. Analysis of the processes: Assumptions, Ambiguities 

and Clarifications 

 

1.1. As-Is Process 

1 - It is assumed that the process to answer an enquiry by answerphone is similar to answer an 

email. In both cases the customer has to wait for a member of staff to contact them.  

2 – It is both time consuming and cumbersome to attempt to contact the customer to give an 

appointment and then wait for his response.  

3 – If the response is negative then the member of the staff has to attempt to contact the customer 

again holding up the process.  

4- It is assumed that the trade person has its own diary since they have freedom to take their own 

jobs. Due to this, there is a very distinct chance of misunderstanding between the office and the 

trade person. For example, office could give a certain appointment time to a customer while trade 

person has a different one in their diary. 

5- It is assumed that the office has to contact trade people until one of them can carry out the job. 

This is again due to the fact that the trade person has the independence to take other jobs. 

6 – It is inconsistent to have two different type of documents for the quote process. Furthermore, 

the documents generated, especially for the unplanned quotes, are prone to be lost. 

7- It is assumed that the manager will carry out important activities and decisions that your position 

entails. For example, the manager will not contact the customer but will command the office to do 

it. 

8- There are some ambiguities in this process. When the Manager decides to take the tender. Does he also 

wants to know the list of materials and sub-contracts required? It is assumed that in general yes, unless the 

manager already knows that there is no point checking some prices since they are not going to make an 

important difference.  Unfortunately all this process is done manually. Therefore, it is necessary to look up the 

information in catalogues, etc. 

9 – The new system should eliminate the problem of accepting tenders on-site since they will by-

pass the necessary checking to find out if the tender is profitable. 

10 – It is assumed that the warehouse staff checks the condition of the goods before accept the 

delivery.  

11- It is assumed that the warehouse will inform the office staff in case that delivery cannot be 

accepted due to flaws. In that case office will have to contact the supplier to inform about the 

incident and request a new shipment. 

12 – It is assumed that the warehouse will inform the office that upfront payment was not required. 

Therefore, office will have to process the payment for the required method. 

13 – The fact that there are two different processes for invoicing generate problems of duplication 

and consistencies. The new system should fix this problem. 
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1.2. Proposed Process 

1 - When a customer phones for making an appointment, the office staff will use the system in order 

to take the appointment.  So in this case the “user role” would be played by the staff office. They 

would use the option for making appointments. They would take the details by phone and if the 

customer has a mobile phone an appointment reminder would be sent as well. Furthermore, if the 

customer phones to change or cancel appointment, the office staff will be able to interact with the 

system the same way as the customer. 

2- Trader person would have access to the system as well, they would have a diary where they could 

check the appointments allocated.  

3- Trade person and office staff can play the customer role if the customer ask them for the tender 

directly on-site or in the office. Therefore, both trade person and staff will fill in the form by using 

the app and the website  

4- The customer can also ask for information through the system. 

5 – The customer will be able to choose a new date if the one offered by the system is not suitable 

for him. Furthermore can modify the appointment if needed. 

6 – There is no need to have two roles for customer since the new system allows the trade person to 

create a new booking with the app in case that the quote has been requested on-site 

7 – The system will produce the quote document once it has all the data needed such as the 

customer details and the price. 

8 – It is assumed that the customer will enter part of the details needed in the form so that the 

system can generate a tender request.  Furthermore, in the event that the tender is requested to the 

trade person on-site the process will be exactly the same. The trade person as user will enter the 

request in the system on behalf of the customer. This will ensure that the request does not bypass 

the process checking. 

9 – The warehouse will scan the receipt and it will be linked to the quote which is related. 

10 – In the event that the tender request were carried on-site, the manager will ask for an estimate 

to the trade person that took it in first place. This is possible because the manager can check on the 

system which trade person took the request. 

11 – The system will perform all the notifications through internal messages, email or SMS. It will 

depend on the type of the message. In this case it will be a system internal message. 

12 –Prices of materials from different suppliers and sub-contract jobs will be stored in the database. 

As a result, the system will be able to calculate material and sub-contract cost by accessing to the 

database. 

13- The customer at this stage will start the process to book an appointment showed in the 

“customer enquiry process” 

14 – The warehouse staff will update the delivery status. In this case it will be that some good or all 

the goods were returned and waiting for a new shipment from the supplier. 
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15 – Thanks to the new system there will not differences between types of customers. If the job has 

not been planned, the trade person will create the job with the mobile app on-site. If it is a planned 

job the trade person will update the job status. 

16 – It is assumed that the customer will be given the change to pay after contacting them. If they do 

not pay, the office will pass the case to the company solicitor in order to carry out the pertinent 

action. 

17 – It is assumed that the payment loop will keep on repeating depending on the company policy 

about it. For example, the company could decide to warn the customer about a payment not made 

only twice. 

18 – Alternatively, the system could be designed to generate a VAT Return straight away that would 

simplify the process. 

 

1.3. Changes, Improvements and Problems. 
 

1.3.1. Customer Enquiries 

 

The bookings will be managed mainly by the new system. Customers will have the chance to book 

appointments through the company website, whether they open an account or not. Furthermore, 

there will be an app available for Android and IOS devices since altogether own nearly 85% of the 

market share.  

 

Customers can also ask for information by using the new system, again, both through website and 

the app for the mobile phone. 

 

As for Email, it will only be used to interact with the customer in case they want to ask for 

information, such as prices, type of services, etc. Email will not be used for booking appointments.  

The main goal is to encourage the use of the new system for taking appointments and get rid of 

various problems, such as appointment duplication. The system could also include a chat feature in 

order to deal with customer enquiries.  

 

Telephone will be only used for emergencies and a 24 hours number will be given for this purpose. It 

is impossible for some customers to adapt to new technologies. Some old people do not want to use 

smart phones, tablets and computers because they find it very hard.  In order to keep this market 

niche, bookings and enquiries will be taken by phone. However very few members of staff will be 

allocated for this purpose. 

 

Furthermore, it will not be possible to leave messages since the main purpose is to encourage 

customers to use the new system. 

 

Therefore, phone only will be used by customers that cannot really make use of the new system for 

adaptation purposes for this mater. 
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1.3.2. Quotations 

 

The mobile app will integrate a feature where the trade person will be able to take a picture of the 

area to be measured. Then, the measurement figures will be added to the picture. This will stop the 

trade person from taking down drawing and figures on offcuts of paper that could be lost, misplaced 

or misinterpreted. The system will then work out the cost of the quote with the measurements and 

other details entered by the trade person such as materials needed for the job. This will avoid 

miscalculations and improve the accuracy and speed of the process. The system will generate a 

quote document then that can be downloaded or printed by the customer by accessing to his 

account. Customers that does not have an account can also access to the quotes information by 

entering the job reference. 

 

All this information as well as the quote document will be stored in the database of the system and 

will be accessible anytime by the company and the office in particular. 

 

1.3.3. Tenders 

 

The tenders are requested by filling in a form either through the company website or the app for the 

phone by the customer. If the customer goes straight to the office or request on-site to the trade 

person, both the former and the latter will fill in the form for the customer. Therefore the user roles 

will change depending on who is interacting with the system. 

 

Information about suppliers and their materials will be stored in the system database. For example, 

the database will contain details such as products price. The system will have a feature that will 

calculate the cost of the materials needed for a quote or a tender automatically by using this data. A 

distinct advantage of this process will be the prevention of mistakes made by staff with manual 

calculations. 

 

The database system will also have stored data about previous quotes and tenders. As a result there 

will be information about some other sub-contracts hired in order to carry out certain jobs. The 

system will have a capability that will estimate the price that a sub-contract will charge in order to 

perform the job. Alternatively, the office staff will contact straight to the sub-contract companies if 

the system does not have enough information in order to come up with an estimate of the 

characteristics of the current tender. If the staff office does not have to contact both the suppliers 

and the subcontract company, they will not have to wait for a response and as result there will be an 

improvement in the efficiency. Customers will be notified quicker and appointments will be given 

quicker as well. Customer satisfaction will increase. This will add efficiency to the process. 

 

1.3.4. Expenditure 

 
The system will improve the expenditure process namely with the reduction of the use of paper and 

the use of a common database.  
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For example, the receipt and the expenditure will be connected to the quote and stored in the 

database. Furthermore, a reference number will be given to the supplier in order to upload the 

invoice straight to the system through the website. The common database will the expenditure 

process will gain in efficiency and accuracy. 

 

1.3.5. Invoices 

 

The new system will not differentiate between types of customers, something that will simplify the 

Invoice process. If the job has not been booked in advance, the trade person will generate a job 

reference immediately through the app entering the job details. Note that the trade person will do 

this whether the customer has an account or not. The difference will lie in the fact that the process 

will be a bit simpler in the former case since no customer details such name, address, phone 

number, etc. will have to be entered. The system will generate an invoice in any case that will be 

sent be email to the customer and also be accessed to be downloaded through the website or the 

mobile app. In the event that the payment has not been carried out, the system will automatically 

remind the customer by SMS and email. If the problem persists the system will notify it to the staff 

office that will manage the debt recovery.  

 

 

1.3.6. Payment 

 

Nowadays debit cards are used by nearly everyone in a developed country as UK. It is a quick a 

secure payment method.  Therefore, payments made by debit cards must be implemented in the 

new system. The new system will enable the customer to use a debit card to pay via app in the 

mobile phone or via website. Furthermore, other payment methods should be offered in the system 

such as a widget for PayPal. Moreover, the trade people that work with the company will be 

provided with a card reader that turns a smartphone into a complete point of sale in case that the 

customer is not familiar with using a computer or a smart phone. 

 

Cash and Cheque can still be accepted as payment methods as exceptions, although the company 

must encourage the use of the new system by customers. It is considered that this will not be a 

problem since the vast majority of a developed society is accustomed to deal with E-commerce 

companies such as Amazon. For example, a company like Ryanair sells most of the flight tickets 

through the website and the payment method is debit card. Very few people buy tickets through 

their outlets in the airport. 

Furthermore, in order to facilitate the transaction, customers will be able to pay by card through the 

new system even if they have not signed up. A reference number of the job will be given to them. 

They will enter this number in the system and a payment screen will come up showing the job 

details and the money due. The payment process can be started by the customer by entering the 

data needed for the payment such as the debit card number, address, etc. 

 

BACS will be completely ruled out since it is an archaic method pointless to use. 
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1.3.7. VAT 

 

When a VAT quarterly return needs to be produced, the office staff will select the corresponding 

period of time. The system will automatically calculate the sales and VAT. Then, it will generate a 

document with the results. The office staff the will fill in the VAT returns document and submit it to 

the HRMC. This process will be speeded up thanks to the new system as well as eliminating mistakes 

in the calculations that are carried out manually by the staff. 

 

1.3.8. Advantages 

 

One of the biggest advantages is the access to reliable information that is achieved by: 

 

 The use of a common database 

 Consistent and accurate data 

 The improvement in the reports of the system 

 

Furthermore, it will avert redundancy in the data and the operations since the various modules of 

the system access in real time to the same main database. For example, duplication in the invoices 

for a determined job. 

 

Another advantage is the time reduction in the processes. For example, the VAT process will be 

carried out far quicker.  

 

It is more cost-effective. Fewer members of staff will be needed in order to carry out some tasks. For 

example, the staff office will be highly affected by the implementation of the new system since some 

manual tasks such as the manual process of invoices is not needed anymore. Furthermore, 

customers will perform part of the task themselves. For example, when a customer is created 

through the website all their personal data is entered in the database. Another good example is 

when a customer wants a job done and creates an enquiry through de website, the descriptions of 

the job and other details are entered by the customer. 

 

The new system will also add scalability due to the modular design. This will allow to implement 

additional features to enlarge the initial solution. 

 

E-commerce and E-business. Most of the transactions will be carried out through the website and 

the mobile app. Customers will make enquiries instant debit card payments through the Internet, 

attracting a good number of potential customers.  

 

The new search feature will allow staff to find immediately and specific job, invoice, or customer 

data among many other examples. 

 

The use of paper will be significantly reduced. This will avert all the issues related to it. The company 

will have the choice to have a copy of every document in a filing cabinet. Alternatively a document 

can be printed only when needed, such as a copy of an invoice for a specific purpose. Furthermore, 
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all the documents will be sent through the internet on a PDF format, so customers can have nearly 

instantly a copy of it.  

 

This can be extrapolated to the Catalogues. Customers can download a catalogue in PDF format 

anytime. Trade people could carry few units of physical catalogues in the event that some customers 

not accustomed to use new technologies require one. 

 

 

1.3.9. Disadvantages 

 

One of the biggest issues in the implementation of the new system is the enormous changes in the 

infrastructure, organization and business processes of the company. The company has to bear in 

mind all this changes so that the establishment of the new system is successful.  

 

The cost of an IT system are very high and are carried out in advance. Whereas, the benefits that the 

IT system will generate will not be quantified at the beginning of the project and the will be only 

visible when the system starts operating.  

 

In many cases, the implementation of new systems has caused many problems, due to that 

organizations focus on the implementation of the new system to solve integration problems. 

Nevertheless, the new system automatizes the main business activities without solving the structure 

and elemental business processes. This is why managers must know basic aspects such as 

advantages and disadvantages and its main characteristics, the same as implementation problems, 

before making a definitive decision. 

 

Part of the success of the new system lies in the experience of the company workforce. Many 

companies will reduce costs for training staff. Furthermore, the company will have to deal with the 

unpleasant experience to make employees redundant since they will not be needed anymore since a 

big number of tasks will not have to be performed manually. This will make the other members of 

staff reluctant to embrace the new system. Moreover, the company will have to consider to employ 

some workers that have experience in working with IT systems. 
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2. Reflections on the Method, Requirements and 

Specification 
 

 

The models created during the development are normally lead by the use cases,  so these are 

utilised to define the functional requirements of the system, and all the stages of the process 

(planning of the iterations, analysis, design and testing) are put together based on the identified use 

cases. 

 

It is agreed to point out that use cases are sometimes misunderstood and there are not 100% 

precise guidance to solve the aspects that have to do with their organization.  

Use cases describes functional requirements according to Larman (2002). But people do not find use 

cases so easy to use. It can be very confusing in knowing what to include or how to structure them. It 

is hard to decide if an interaction consists of one or more use cases. 

 

Use cases are normally elicited intuitively observing the business processes and afterwards the 

conceptual model is extracted from the specifications of the use cases.  RAD is a powerful process 

model to capture activities and interactions in a business process. 

 

A company will arrange its activities with a group of business processes to accomplish its goals. 

When the business processes of the company have been identified, and described their flow with 

RADs, the use cases will be extracted and organised from the interactions and activities. In the 

meantime, the bodies of the theoretical model are acquired from the information of the flow. 

Moreover, each process is characterised by data that is produced and manipulated by a group of 

duties, in which certain agents, such as staff and external organizations, take part by a determined 

work flow. 

 

However, moving from the process model, RAD in this case, to specification is a very complex task 

that has to be taken very seriously. A lot of valuable information could be lost moving from RAD to 

specifications. 

 

POSD allows to depict the interactions that there are between roles in a system, giving these 

interactions the same integrative importance as the interacting systems. 

 

Normally, a business process can be modelled from the data flow at a low-level. In order to see the 

business goals POSD (Process Oriented System Design) can be used to preserve the mapping 

between Role Activity Diagrams and Use Case Diagrams and also maintain the connections. 

For example, applying POSD to the Invoice process taken from the proposed system, it is possible to 

observe at a glance how the four roles will interact with each other (Figure 1). There are interactions 

between System and Trade Person, Customer and Office; also interaction between Customer and 

Office. 
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Figure 1 
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In the next step, the behaviours and connections can are defined in the POSD diagram. Set of 

interactions between the roles can be appreciated (Figure 2). 

 

Figure 2 
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Then, the overview and sequence of the higher level goals can be seen. This is because there is a 

higher level of abstraction (Figure 3). 

 

Figure 3 
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Then the mapping is completed and three use cases can be extracted from the POSD and 

represented in the use case diagram. Note that each use case has been linked to a description 

(Figure 4). 

 

Figure 4 
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Making the most of the opportunities that Information Technologies provide as a source of 

sustainable competitive advantage can achieve a better integration between strategies.  

From several years ago, IT alignment has been considered by companies as an issue key (Luftman 

2005). 

 

According to Bergeron et al (2004) IT alignment has an impact in the business performance. It has 

been empirically validated the positive influence of integration and planning of the business and IT in 

the corporate performance. 

 

Van Bon et al (2008) describes that the metrics are interpreted mainly on a strategic and tactic level, 

so that they can describe the processes of an organization. Organizations need to know if the IT 

systems, in general terms, fulfil their goals, and which are the processes that contribute to it. A 

metric uses the results of a process or determined activity if a certain variable meet the defined 

objective.  
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According to Cumps et al (2009) the main stage of alignment between IT and business are: 

definition, justification and achieve the business goals. 

 

The definition stage entails to create adjustments for the assurance, harmony, integration, 

connection, or merge of the strategies. That integration should be carried out at two levels: creation 

and business alignment. 

 

The justification stage is the formalization of the business strategies need more time to strengthen 

or improve the existent solution of the business. However, the more formal is the structure, the 

harder is to react to the change. 

 

The stage to achieve or fulfil a business goal includes: the knowledge that has been modified in the 

business processes, structures that has been modified and set up, and how the business process has 

been managed according to its governability, to achieve a better business/IT alignment.  

 

At the moment, these are some of the strategic aliment models that can be used: 

 SAMM 34 

 Framework based on Jackson  

 Theoretical framework predicting with AntMiner 

 

It is important to point out that metrics of Business/IT alignment are used to improve the capacities 

of the organizations, having the analysis results and checking which areas have to be improved in the 

organization. That is why of the importance of using an alignment model. 

There is a wide range of alignment models and alignment metrics. Therefore, it is important to select 

an appropriated alignment model and implement it in the organization considering the current 

environment. 

 

In order to select an alignment model is needed to perform an inspection of the available models 

and consult with an expert in order to adjust measures and metrics in the context of the 

organization. However, due to it is a dynamic process, it requires a constant readjustment 
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Ari Lopez 

It was decided that the best way to work on this assignment was splitting the tasks that it contains. 

The main reason for this was that we were not going to have the chance to meet in person during 

the time given to produce to do the assignment.  

Firstly, one member of the group produced the as-is model for the processes that take place in the 

business as well as all the assumptions and ambiguities found. Secondly, the other member of the 

team, having the as-is model to analyse the current business processes, produced the proposed 

model implementing the IT system. In addition to this, all the features included in the system IT, 

improvements as well as their pros and cons have been explained.  

However, we have had meetings through Skype in order to suggest ideas and help with problems 

that we encountered.  This way worked pretty well for us because we had independence to focus on 

specific tasks that increases efficiency but at the same time we maintained communication in order 

to help each other. I believe that the ideal way to work is in person. Nevertheless, it is also possible 

to do a very good work being apart with current technologies such as Skype and Google docs. 

I have found that the role activity diagrams are an easy-to-use and intuitive way to describe business 

processes. It is a valuable technique to document processes as they are and also for expressing how 

they could be In the future. It is an excellent alternative to flow charts that are very used in the 

industry. 

Role activity diagrams provide a notation easy to understand, something extremely useful when it 

comes to work with the stakeholders when feedback is needed. Furthermore, it gives a clear idea 

how the roles that take part in the process interact with each other and which activities they carry 

out.  

As for Business/IT alignment I have learnt companies have to give it more and more importance 

since they will achieve better control and management of the business process. At present, there are 

still much difficulty to attain and, especially, maintain this alignment, causing a decrease of efficacy 

of the IT systems and a lower agility between the required modifications. Business/IT alignment is a 

key issue so that the companies obtain the effectiveness and efficiency to manage their business 

activity. 

 

 

 

 

 

 

 

 

 

 


