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Inside 
Business Process Mapping   

- By Ellen Koskinen-Dodgson 

If you take the effort and map the business processes in your 
organizations, you’ll be surprised at what you find… you might 
even be shocked. You’ll likely find duplication between depart-
ments, where staff are compiling data for management reports 
that are substantially identical. You’ll also see a lot of manual 
processes. Before you can find opportunities for improvement, 
you need to understand what you’re doing, how you’re doing it 
and why you do it that way. 

The Public Service Robot - By Peter Aggus 

Auto Attendants that use speech recognition have been around 
for years and have sometimes worked very well. The trick for 
success was to create a tight structure and build a system vo-
cabulary that included almost every possible response from a 
caller. Speech Recognition technology is much better now, so 
it’s possible to design a system that can ask a caller “How can I 
help you?” Done well, SR will become a business differentiator. 
Unfortunately, this increased power can easily lead to disap-
pointing or embarrassing outcomes. Here’s our advice on doing 
it right. 

The Dangers of Modern Buildings  - By Bill Tracey 

New building construction is all about energy efficiency—
keeping heat out in summer and holding on to it in winter. Un-
fortunately, this also means that modern buildings keep radio 
signals out - a pain for people wanting to make a cell phone call 
but life or death for police officers that get disconnected from 
their dispatcher. New building regulations may soon change 
that. What does this mean for building owners and designers?  

Robotic Process Automation 
By Shelley Thompson 

If you or anyone that you care about works in municipal government, it might be time to 
make alternate plans. Forecasters say that approximately 16% of all local government jobs 
in the UK will be automated by 2030 and administrative jobs will plummet from 99,000 

(2001) to 4,000 (2030).  Canadian jobs can’t be far behind. 

Read More 

 

Knowing the Score 
 

Would the staff in your organization pass or fail?  

We predict that many would fail as scammers can be 
very clever and people are trusting.  

Verizon’s most recent security report analyzed 80,000 
security breaches and found that 23% of employees 
opened phishing emails and 11% opened attachments on 
those emails. 

Perhaps it’s time for you to run a ‘Falling for Phishing 
test’ and develop a social engineering score card to see 
what level of risk your organization is facing. Once you 
know, it’s easier to take action. 

Request a Phishing test checklist or ask us to explain our 

full suite of security consulting services: 

 ellen@tmcconsulting.ca or Ellen at 604-506-2905. 

 

http://www.tmcconsulting.ca/
mailto:ellen@tmcconsulting.ca


How Smart is It? 
RPA is definitely not IA (Intelligent 
Automation).  While RPA systems 
imitate a limited number of human 
tasks, IA machines act like they 
actually have intelligence. Intelligent 
Automation systems work to mimic a 
large span of human behaviours, such 
as perception, evidence gathering and 
reasoning.   

RPA is our current state of the art and 
IA is the stage beyond that.  

How Do You Prepare? 
RPA is in its early stages, but is already 
changing the work world and will 
continue to do so for years to come.  

Entry level ’white collar’ jobs will 
disappear and social and cognitive 
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What is RPA? 
RPA, or Robotic Process Automation, 
is the use of software ‘robots’ to 
imitate people. RPA uses artificial 
intelligence (AI) to perform  simple, 
high-volume, repetitive and 
predictable tasks that have previously 
been done by people. As RPA system 
‘skills’ improve with time, they are 
expected  to replace most 
administrative jobs.   

Deloitte has made a variety of  
predictions for the UK, and we have to 
assume that things in Canada and the 
US will be similar. They predict that by 
2030 automation with replace:  

 approximately 16% of total public 
sector jobs    

 Up to 74%  of jobs in 
transportation and storage 

 59% of jobs in wholesale and retail 

 56% of jobs in manufacturing 

How ‘Real’ Is It? 
There are systems in operation today 
and a number of vendors that serve 
this market. Some of the well-known 
vendors  include: 

 IPsoft 

 Blue Prism 

 Infosys –AssistEdge 

 UiPath 

 Shelley Thompson is a researcher and business analyst who oversees client benchmarking studies.   

Robotic Process Automation 
By Shelley Thompson 

If you or anyone that you care about works in municipal government, it might be time to make 
alternate plans. Forecasters say that approximately 16% of all local government jobs in the UK will be 
automated by 2030 and administrative jobs will plummet from 99,000 (2001) to 4,000 

(2030).  Canadian jobs can’t be far behind. 

skills will become increasingly 
important to employers.  RPA will free 
up employees from routine, repetitive 
tasks which could  allow them to focus 
on improved business processes. 

To prepare for your future RPA 
systems: 

1. Determine which processes 
would be suitable.     

2. Document your  processes. 
3. Consider low risk options and set 

up a pilot process.   
4. Don’t rush.   
5. Establish a good project 

management team.   
6. Choose your vendor wisely. 
7. Educate employees to reduce 

fear and to increase acceptance .  
Be prepared to answer “am I 
being replaced by a robot?” 

8. Maintain good communication 
and change-management 
processes. 

You may be working on this sooner 
than you expect because someone in 
senior management will go to a 
conference and... 

 



High Level 

The first step is to  develop a very high 
level map of the area of interest.   

This is important as you can easily get 
lost in the detail of sub-steps and the 
distractions of exceptions. Working 
with those who understand the 
existing processes, list the order and 
flow of standard  processes from start 
to end, limiting yourself to less than 
ten tasks.  

Have the process experts drill down a 
level and explain the major sub-
processes. This allows you, as an 
’outsider’, to listen for inconsistencies. 
Experts often miss steps, believing 
that they are obvious and ‘go without 

saying’. 
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Business Process Mapping 
By Ellen Koskinen-Dodgson 

If you take the effort and map the business processes in your organizations, you’ll be surprised at 
what you find… you might even be shocked. You’ll likely find duplication between departments, 
where staff are compiling data for management reports that are substantially identical. You’ll also 
see a lot of manual processes. Before you can find opportunities for improvement, you need to 
understand what you’re doing, how you’re doing it and why you do it that way. 

 Drill Down 

The subsequent steps are to map sub-

processes, then sub-sub-processes.  

Commonly occurring exceptions also 

need to be mapped. 

Verify 
At each stage, take the map to the 
department areas that perform the 
tasks for verification.  You sometimes 
find important differences. 

Review 
It is the stage that we all imagine 
when we think of process mapping—
where problems are identified and 
improvements are proposed. It is 
where you can conduct ‘what if’ 
exercises. For example, accounting 
may be involved in an intermediate 
step to check a customer’s credit 
status. You may suggest that a sales 
person could be allowed access to the 
information and conduct the check 
themselves, simplifying the process.  

Why Map? 

The biggest reason to map is that it 

allows a process review team to have 

an identical understanding of what is 

actually being done. This may be a 

precursor to changing a process due to 

new technology; or it may be an audit 

of current processes, with the goal of 

looking for opportunities to streamline 

the work.  

Often, during a review of process 

mapping, someone will ask “Why are 

we doing that?” and the room will fall 

silent, as process experts look at each 

other for an answer. Usually, the 

answer is that it’s done that way 

because it evolved from a way that 

once made sense.  

Ellen Koskinen-Dodgson is President and Managing Partner of TMC IT and Telecom Consulting Inc. She is an IT and 
Telecommunications Management Consultant, electrical engineer, author, speaker, media resource and Expert Witness.  

 



Another frequent frustration is caused 
by ‘excess verbosity’ where the 
descriptions seem to last for hours—
followed, of course, by ‘voicemail jail’ 
where the caller gets to the bottom of 
a lengthy tree only to be returned to 
the start because of a ‘wrong answer’. 

What Callers Like 
Surprisingly few IVR designers try to 
imagine what potential callers would 
like to hear. Even fewer actually ask. 
As your IVR auto-attendant is some 
customer’s first exposure to your 
company, it deserves careful 
attention.  

Thinking about what a caller would 
like to hear is the single most 
important  piece of design advice that 
you should adopt. It is common sense 
but not commonly experienced and 
bad design can cause people to hang 
up in disgust.  

The Public Service Robots 
By Peter Aggus 

Auto Attendants that use speech recognition have been around for years and have sometimes worked 
very well. The trick for success was to create a tight structure and build a system vocabulary that 
included almost every possible response from a caller. Speech Recognition technology is much better 
now, so it’s possible to design a system that can ask a caller “How can I help you?” Done well, SR will 
become a business differentiator. Unfortunately, this increased power can easily lead to disappointing 
or embarrassing outcomes. Here’s our advice on doing it right. 

The ‘Ideal’ Design 
The best way forward can be found by 
looking at what worked in the past—
before technology took control and 
the ‘tail began to wag the dog’. The 3-
layer, 10-option nightmare is a good 
example of this. 

Modern SR systems can emulate a 
company switchboard operator. Calls 
can be answered with a company 
greeting followed by “How may I 
direct your call?”. This open-ended 
question can accept any answer, 
parse it using spoken syntax, and 
route the caller to a second clarifying 
question, or a real person, if needed. 
These systems draw from a massive 
vocabulary of words and rules. 

Technology alone will not solve the 
problem of bad IVR design but it is 
finally able to give designers the tools 
needed. It is up to those designers to: 

 Find out what a caller wants to 
hear and create it 

 Then find out if the caller agrees 
that they succeeded 
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Traditional IVR 
The original concept of an auto-
attendant was to greet a caller and 
route the call to one of up to 10 
outputs based on which numeric dial 
key was pressed. This could route to 
further 10-output sub-menus or to a 
destination. Designers often thought 
that this was an ideal way to rapidly 
connect most callers to any of 1000 
destinations in 1 to 3 steps. This is 
technically correct but 3 layers of 10 
choices is horrifying to callers. 

Speech Recognition 
This selection process evolved over 
the years to use phonetic speech 
recognition for selected spoken words 
(“press, or say one”) or to request a 
name from a directory of people or 
departments. 

One of the common frustrations of 
callers is when IVRs offer lots of 
choice—but not the answer wanted. A 
major hospital had a sophisticated 3 
layer IVR system with a logic chart 
that covered most of a wall—yet 
callers to the X-Ray department were 
frustrated because that was not an 
offered choice. The department was 
called ‘Medical Imaging’. Thoughtful 
design requires synonyms for common 
names. 

Peter, as a certified project manager & technology management consultant, has developed innovative & cost-effective solutions for clients in 
many industries. 



Whilst this is fairly easy for one 
application (such as cellular), it  
becomes progressively more complex 
when a wider frequency range is 
needed. Often, separate BDA systems 
will be needed for each of cellular and 
emergency comms.  

Leakage of these internal signals 
beyond the envelope of the building 
could interfere with the main 
(external) base stations and cause 
them to malfunction. 

In-building Base Stations 
Pico Cell systems have been used for 
some time by Cell Carriers to serve 
shopping malls and similar internal 
spaces.  

New active-antenna solutions provide 
even smaller ‘Femto-Cell’ systems, 
which are more like WiFi Access Points 
in size, than traditional Base Stations 
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The Dangers of Modern Buildings 
By Bill Tracey 

  New building construction is all about energy efficiency—keeping heat out in summer and holding 
on to it in winter. Unfortunately, this also means that modern buildings keep radio signals out - a 
pain for people wanting to make a cell phone call but life or death for police officers that get 
disconnected from their dispatcher. New building regulations may soon change that. What does this 
mean for building owners and designers?  

(with racks of equipment). These 
connect back to a provider using 
simple IP circuits. 

Licensing 
This will be a big issue as Cellular or e-
comm transmit frequencies are re-
transmitted by the internal antennae, 
yet only the licensees (Cell carriers/e-
comm radio system operators) have 
the legal right to those frequencies.  

The conundrum that regulators and 
legislators face is that BDAs or in-
building base stations will be required 
to support public safety and 
commerce in some cases. However, 
Cellular and E-comm providers are 
not keen to pay for the fix, yet these 
providers are the only ones with the 
legal right to implement it.  

Regulations 

Currently there are several draft 
proposals for legislation that might 
require the provision of BDAs or in-
building base stations in new 
buildings. Whatever the outcome, 
federal regulators and cellular/E-
comm carriers will need to address 
the issues in the future. 

The Problem 
Modern construction uses materials 
like ‘low E glass’ - designed to reflect 
infra-red energy. However, the 
metallic coating reflects radio energy 
in the same way—keeping phone 
signals inside and base station signals 
outside.  

It is possible to stand next to a modern 
glass window and see a cellular base 
station across the road, yet get zero 
signal from it. The same applies to a 
paramedic  or  fireman needing help 
from outside—and that is a major 
safety issue. 

Solutions 
Nobody has yet devised a thermal 
reflective coating that is transparent 
to radio, but there are two common 
ways around the problem. These are 
Building Distribution Amplifiers 
(BDAs) and Base Stations inside the 
building envelope. Unfortunately, 
each raises new problems. 

The BDA Approach 
In its simplest form, this is an antenna 
outside the building envelope wired to 
one inside with a 2-way amplifier 
between them. Signals are received 
from portable radios inside the 
building and relayed to the outside 
and vice versa. 

Bill Tracey is a radio systems Design Engineer and consultant with over 25 years of experience with all types of radio systems. He 

is a trusted advisor to post-secondary, municipal, emergency services clients. 


