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Πανεπιζηήμιο Βιέννηρ 

Ιδπύθηκε από ηον Duke Rudolph IV το 1365. Αποηελεί ηο 

παλαιόηεπο Πανεπιζηήμιο ζηην γεπμανόθωνη πολιηιζηική 

πεπιοσή κι ένα από ηα μεγαλύηεπα ηηρ Κενηπικήρ 

Δςπώπηρ.  

Αςηήν ηην ζηιγμή, πεπίπος 72,000 υοιτητές είναι 

εγγεγπαμμένοι ζε πεπιζζόηεπα από 130 τμήματα, εκ ηων 

οποίων 34 είναι Ππογπάμμαηα Diploma, 26 ππογπάμμαηα 

Bachelor και 46 Μεηαπηςσιακά ππογπάμμαηα. 

  

Το Πανεπιζηήμιο ηηρ Βιέννηρ αποηελεί ηο μεγαλύηεπο   

εκπαςδεςηικό και επεςνηηικό ίδπςμα ηηρ Αςζηπίαρ, 

έσονηαρ 

πεπίπος 6200 άτομα ακαδημαϊκό προσωπικό.  Σηόσορ  

είναι η παποσή ενόρ εςπέορ πεδίος ζποςδών ωρ και η 

πποώθηζη νέων και καινοηόμων πεδίων επεςνών.   

o.Univ.-Prof. Prof. h.c. Dr. Dimitris Karagiannis 
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Σηπαηηγική Οπγανιζμών/Δπισειπήζεων 

Ανθπώπινο  

Γςναμικό 
Λειηοςπγικέρ 

Γιαδικαζίερ 

Τεσνολογίερ/Μεθοδολογίερ 

Γιασείπιζη Γιαδικαζιών 

(Οπγανιζμών/Δπισειπηζεων) 
Γιασείπιζη Γεξιοηήηων 

Μεθοδολογική Σύνδεζη 

… 

FOCUS: BUSINESS PROCESS MANAGEMENT & 

COMPETENCE MANAGEMENT 
Instantiation of Management Technologies and Methodologies 

 Public Care, Health Care  15,9 Mrd. € 

STRATEGIC GOALS: AN EXAMPLE 
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Emergency Call Process 

OPERATIONALISING STRATEGY: AN EXAMPLE 

Source: Notruf 144 

DEFINITION: BUSINESS PROCESS 

A business process is a sequence of activities, which are executed by actors to create 

products by working on artifacts and by using resources. [KK01] 

 

 

 

 [KK01] Kühn, Harald; Karagiannis, Dimitris (2001): Modellierung und Simulation von  Geschäftsprozessen. In: WISU –  

Das Wirtschaftsstudium, 8-9/2001, S. 1161-1170. 
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Μία λειηοσργική διαδικαζία είναι ... 

... ότι μόνο η λογική διαδοσή δπαζηηπιοηήηων, ποσ πρέπει να 

εκτελεστούν από πόλοςρ σε μία ζςγκεκπιμένη σπονική ζηιγμή, σε ένα 

καθοπιζμένο μέπορ... 

... αλλά... 

... η ηετνογνωζία ενός οργανιζμού... 

... και η οποία θα πραγματοποιηθεί μέσω αλςζίδων αξίαρ 

(value chains) προκειμένοσ να επιτεστθούν οι ζηπαηηγικοί 

ζηόσοι ενός οργανισμού. 

Οι λειηοςπγικέρ διαδικαζίερ ωρ πλαηθόπμα  

ενζωμάηωζηρ γνώζεων 

Source: Karagiannis, 2000 

Emergency Call Process 

BUSINESS- AND ORGANISATIONAL MODELS: A KNOWLEDGE VIEW 
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Service/Product X 

Service/Product- 

component Y 

Services 

and  

Products 

Organisation 

: are dependent 

: are implemented with 

: influence on the design 

Information 

technology 

Business 

processes 

BUSINESS PROCESS MANAGEMENT: CORE ELEMENTS 

CONSUMER VS. PROVIDER – ONLY A CULTURAL ISSUE? 

Generic Service Provision 

(Simplified) 

Consumer Provider 

Service/Product 

Payment 

Type 

Instance 

Treatment Proces 

(Simplified) 

  Patient Medical  

Specialist 

Treatment 

Payment 

C P 

Taxation Process 

C P 

Tax Office 

C P Tax Calculation 

Payment 
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Compliance Quality 

Customer  

Centricity 

Competence 

… 

Information 

Flow 

Efficency 

Cycle Time 

IT Systems &  

Interfaces 

Innovation  

Capability 

Risks 

Execution Time 

Business Process 

Effectiveness 

BP 
Design 

BUSINESS PROCESS: FOCI 

Knowledge  

Management 

Intellectual Capital 

Management 

Human  

Ressource  

Management 

Competence  

Management 

INTEGRATING BPM WITH COMPETENCE MANAGEMENT 

ORGANISATIONAL FOCUS 
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Organisational Focus 

Example: Austrian Ministry of Finance 

Sources:  

http://www.bmf.gv.at/Finanzministerium/Organigramm_gesamt_deutsch_01082012.pdf 

http://www.bmf.gv.at/JobsKarriere/ArbeitenimFinanzres_12386/DieArbeitimFinanzamt/_start.htm 

http://www.bmf.gv.at/BUDGET/budgets/2011/Beilagen/Personal_des_Bundes.pdf 

http://www.statistik.at/web_de/statistiken/oeffentliche_finanzen_und_steuern/steuerstatistiken/ 

http://www.brz.gv.at/Portal.Node/brz/public/content/unternehmen/zahlenfakten/7656.html 

Employees and Locations (2011) 

# of Employees (overall): 12.052 (Planstellen) 

# of employees (tax offices): 6800 

# of tax offices:  41 

# of locations: 80 

average  # of employees/tax office:  200 

 
Volume (2009) - Einkommenssteuer 

# of cases handled: 872.422 (Veranlagungsfälle – 

cases that are not directly handled through the 

employer) 

tax volume through this cases: EUR 25,4 billion 

Volume (2009) - Lohnsteuer 

# of taxable people (employed positions): 6.461.772 

tax volume through this cases: EUR 160.777,6 

billion 

Common IT Infrastructure (BRZ) 

# of locations: 1.200 

# of workplaces supported: 30.000 

# of implemented solutions:  >300 

# of servers: >2000 

 

 

INTEGRATING BPM WITH COMPETENCE MANAGEMENT 

… as integrated  

management concept. 
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Performance 

Evaluation 

Process 
Resource  

Allocation 

Process 

Re-

Engineering 

Process 

Strategic 

Decision 

Process 

Definition of strategic and general 

conditions, sucesss factors and 

essential criteria for business 

processes. 

Documentation, adaption, 

modeling and optimization of 

business processes, identification 

of reorganization possibilities and 

capacities. 

Implementation of business 

processes based on IT or 

organizational issues, assignment of 

technical and human resources for 

execution. 

Execution of business 

processes in operational 

environment, gathering 

operational data for further 

analysis and evaluation. 

Aggregation and processing of 

business process and 

organization data, extraction 

of measurements and metrics. 

Workflow 

Process 

The BPMS Methodology LifeCycle 
Implementing Business Process Management 

BPMS METHODOLOGY: THE PMLC LIFECYCLE 
An Enterprise Example 
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TECHNOLOGY 

 

TECHNOLOGY:  BUSINESS TRANSFORMATION 

Moving from a technology-oriented thinking and 

design to a social requirements-oriented model 

Source: Nokia, www.nokia.com 
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TECHNOLOGY: BPM TOOL SUPPORT 

www.adonis-community.com 
 

ADONIS as a free download 

Standards supported 

Active community interaction 

A BEST PRACTICE CASE FOR IT SERVICE 

MANAGEMENT COMPETENCES IN SMES 

TECHNOLOGY: HOW TO SUPPORT 

COMPETENCES 

This project is implemented through the  

CENTRAL EUROPE Programme co-financed by the ERDF. 
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This project is implemented through the  

CENTRAL EUROPE Programme co-financed by the ERDF. 

Project Premise 

• 85% of net new jobs in the EU between 2002 and 2010 were created by small 
and medium sized enterprises (SMEs).*   

• SMEs represent 99% of all European Enterprises.* 

http://ec.europa.eu/enterprise/policies/sme/promoting-entrepreneurship/index_en.htm  

BUT 

Europe needs more entrepreneurs, more innovation  

and more high-growth SMEs 

 

INNOTRAIN IT Approach:  

• Provide knowledge to SMEs in a high-growth, innovative domain: ICT/ITSM 

• Provide a method and tool for IT Service Management tailored to SME’s 

needs 

• Support competence building through trainings and consulting 

  

Introduction of ITSM:  

Aspects which require consideration 

This project is implemented through the  

CENTRAL EUROPE Programme co-financed by the ERDF. 

A key to successful  ITSM implementation is  
balancing these four factors. 

http://ec.europa.eu/enterprise/policies/sme/promoting-entrepreneurship/index_en.htm
http://ec.europa.eu/enterprise/policies/sme/promoting-entrepreneurship/index_en.htm
http://ec.europa.eu/enterprise/policies/sme/promoting-entrepreneurship/index_en.htm
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The INNOTRAIN IT Concept 

Simplified and adapted 

ITSM method 

Modeling Tool Support Online Training Portal 

Face to Face Trainings 
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This project is implemented through the  

CENTRAL EUROPE Programme co-financed by the ERDF. 

Introduction of ITSM:  

The INNOTRAIN IT Process 

This project is implemented through the  

CENTRAL EUROPE Programme co-financed by the ERDF. 
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Introduction of ITSM:  

INNOTRAIN IT Portal 

Face-to-Face Training 

> Technical implementation of 

ITSM 

> Successfully mastering of 

change management 

> Workshops:  

Modeling and discussing 

change management 

processes 

> Best Practices:  

How do other SMEs 

implement ITSM? 

 

Module 2 – Advanced:     

Implementation of ITSM  

and innovations 

Face-to-Face Training 

> ITSM in SMEs 

> Simplify the IT and raise the 

effectiveness with ITSM 

> Workshops:  

Modeling and optimising 

business processes 

> Best Practices:  

How do other SMEs  

use ITSM? 

 

Module 1 – Basics:     

ITSM – Potentials for  

your business 

Online Training 

Source: http://life-coaching-club.com/ 

Moving from the development of teams to 
the development of communities 

CONCLUSIONS 
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33 

EVALUATION 

THANK YOU FOR YOUR ATTENTION! 

Dimitris Karagiannis 
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