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ABSTRACT 

INTEGRATION AND STANDARDIZATION OF BUSINESS AND MANAGEMENT 
PROCESSES FOR CONSUMER PRODUCTS UTILIZING BUSINESS PROCESS 

REENGINEERING APPROACH 

The main objective of this thesis is to determine whether Business Process 
Reengineering (BPR) can be utilized to standardize and integrate business and 
management processes of three subsidiary companies at the branch level within a 
large multinational holding company. Although the functions of procurement, selling, 
order processing, credit management, warehousing and distribution, and collection 
are the same in the three subsidiary companies, there were differences as to how the 
processes were carried out. The objective of the holding company is to portray to the 
customers that it is one entity. The problem situation resulted amongst other 
matters, confusion among the customers. Top management in line with the principles 
of BPR decided to redesign the process to create standard and integrated processes. 
Action Research with a dual-cycle was the research paradigm. The Action component 
was to resolve the problem situation and the Research component was to acquire 
new knowledge. The researcher is not involved in the day-to-day running of the 
three subsidiary companies where the problem situation existed. The methodology 
used is the seven-stage Soft Systems Methodology. The research issues investigated 
are whether BPR can be used to resolve the problem situation, can a process-based 
organization be set-up with process owners and key performance indicators and 
whether dramatic improvements can be observed. The problem situation was 
expressed in As-Is context diagrams, activity-flow diagrams, organization charts, 
resulting in "Rich Pictures" drawing out the differences amongst the three subsidiary 
companies. AnalysiS of the As-Is data was carried out using the intervention analysis 
by means of the process-issues-classification method developed in this research as 
well as social and power analysis. Root definitions were developed for five macro 
processes. Conceptual To-Be' models were created for the business model, a process 
value chain, macro and micro processes, a process- based organization chart with 
process owners and key performance indicators. After the first cycle of Action 
Research, a strategic decision was taken to proceed along business specific units 
rather than group functions for order processing and credit management which were 
later merged. The To-Be models were compared to the As-Is models using the 
ordered questioning, general comparison and model outlay comparison methods. 
Outcom~ analysis is carried out where the important ideals are traced back through 
the analysis process to the point it is evaluable either quantitatively or qualitatively. 
Contribution to literature involved eight contributions from the BPR concept of 
standardization and integration, six in research methodology and three involving the 
BPR definition of dramatic improvements including the proposed guideline linking the 
level of process orientation in a company to the quantum change expected. This 
Action Research concludes that BPR can be used in the Malaysian context. 

v UMS 
UNIVEASITI MALAYSIA SABAH 



ABSTRAK 

Objektif utama tesis ini ada/ah untuk menye/arasi dan menginterasikan proses-proses 
pengurusan dan perniagaan tiga buah firma subsidiari di peringkat cawangan da/am 
sebuah firma antarabangsa yang besar berdasarkan prinsip Business Process 
Reengineering (BPR). Wa/aupun fungsi-fungsi pero/ehan, penjua/an, pesanan, 
pengawasan kredit, pengedaran dan pengestoran serta pengutipan wang ada/ah 
sama da/am ketiga-tiga firma subsidiari ini, beberapa perbezaan wujud da/am 
mengenda/ikan proses-proses ini. Objektif firma antarabangsa ini ada/ah untuk 
memastikan prosedur-prosedur dise/araskan supaya perkhidmatan akan konsisten 
dan berkua/iti serta memberi satu gambaran kepada pe/anggan iaitu ketiga-tiga firma 
subsidiari ini berfungsi sebagai satu. Antara masa/ah yang timbul adalah keke/iruan 
antara pe/anggan. Pihak pengurusan atasan selaras dengan prinsip BPR telah 
membuat keputusan membentuk semula proses-proses dengan menggunakan satu 
proses yang sama untuk tiga buah firma subsidiari tersebut. ''Action Research" 
dengan ''dual cycle" digunakan untuk menjalankan penyelidikan ini. Komponen 
''Action'' adalah untuk menyelesaikan masalah yang wujud dalam keadaan sedia ada 
dan komponen ''Research'' digunakan untuk mendapat pengetahuan baru. Penyelidik 
tidak tedibat dalam pengurusan harian ketiga-tiga buah firma subsidiari ini dimana 
wujud masalah tersebut Kaedah yang digunakan adalah tujuh peringkat "Soft 
Systems Methodology". Isu yang dikaji adalah untuk mengetahui bahawa BPR boleh 
atau tidak . digunakan untuk menyelesaikan masalah tersebut, bolehkah sebuah 
organisasi berasaskan proses dibentuk dengan pemilIk-pemilIk proses mela/ui "Key 
Performance Indicators" dan bolehkah satu pencapaian yang luar biasa di/ihat. 
Masa/ah tersebut disampaikan dalam gambar rajah '!4s-Is context~ gambar rajah 
saluran aktiviti dan carta organisasiyang menghasi/kan ''Rich Pictures" dan dengan 
ini menunjukkan perbezaan-perbezaan antara tiga buah firma subsidiari itu. Data 
''As-Is" dianalisa dengan menggunakan analisis ''intervention~ sosial dan kaedah 
k/asifikasl Isu proses yang dihasilkan dalam penyelidikan ini. Detinisi ''Roo~ 
dihasi/kan untuk proses-proses makro. Model konsep "To-Be" dibentuk untuk model 
perniagaan itu, iaitu "process value chain ~ proses makro and mikro, satu carta 
organisasi berdasarkan proses dengan pemilik-pemi/ik proses melalui 'Key 
Performance Indicators". Selepas pusingan pertama ''Action Research ~ keputusan 
strategik diambil untuk mengadakan pemiagaan yang spesitik dari meriggunakan 
berkumpulan pemerosesan pesanan dan pengurusan kredit yang dicantumkan 
kemudian. Model "To-Be" dibandingkan dengan model '!4s-Is" dengan kaedah 
''ordered questioning~ perbandingan secara umum dan kaedah model ''out/ay 
companson". Analisis keputusan dijalankan dimana ''ideal" yang penting dikesan 
semu/a melalui anallsis proses kepada satu masa ia dinilai secara kualiti atau kuantiti. 
Sumbangan kepada pengetahuan melibatkan lapan sumbangan daripada konsep BPR 
dalam penye/arasan dan integrasi, enam da/am kaedah penyelidikan dan tiga 
me/ibatkan detinisl pencapaian luar biasa BPR termasuk satu panduan yang 
dicadangkan yang berkait dengan tahap orientasl proses dalam sebuah firma dengan 
kuantum perubahan yang diharapkan. Penye/idikan ini tamat dengan membuktikan 
bahawa BPR boleh dipakai didalam konteks Malaysia. 
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