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Abstract 

The process management in recent years has become an integral part of 

management practice. It brought a new perspective on the functioning of an 

organization and on satisfaction of its customers. In the paper we focus on application 

of process management especially in organizations operating in baking sector. 

Nowadays the process improvement has become the main goal of each organization. 

For organizations of the banking sector is very important to effectively manage 

processes, to satisfy customers, to achieve high performance and to create a large 

potential for its continuous improvement and improvement of competitiveness. In the 

paper we will also discuss application of process management in selected bank 

organization and analyze contributions and experiences from the implementation.  

Introduction 

Process management is an approach nowadays applied by more and more 

organizations in all sectors of the economy. Using this approach, organizations can 

eliminate the disadvantages of the traditional functional approach, which does not 

respond to changes sufficiently flexible. In the era of globalization and the large 

increase in competition, this traditional way of managing cannot longer ensure 

sustainable competitiveness.  

Through the efficient management of processes we may change the 

organization, improve its efficiency, increase its performance and finally we can 

identify and resist market risks.2 

The process management enables to view organization as the system of 

processes, sub-processes and activities. Process management system is an open 

dynamic system, whose essential elements are processes. Process management focuses 
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on processes rather than individual activities. For identifying a process, organization 

need to define the components processes as inputs, outputs, power supplies, regulators, 

process owner, process, customer, process supplier. Identification and development of 

processes are the basis for analysis and process improvement.3 The process is defined 

as a set of interrelated or interacting activities that add value to the entry, the use of 

resources and convert it to output to your customer.4 Systematic identification and 

management of processes in the organization and particularly their interaction is called 

process management. Process management helps build partnerships between customers 

and suppliers, and engages all workers organizations into the planning, implementation 

and process improvement.5 

1 Application of process management in organization   

1.1 Application of process management from strategic perspective 

Transformation of organization and its system of management into process 

management should follow strategic goals and strategy of an organization. From this 

view implementation of process management have to be prepared and provided 

systematically to support defined goals and formulated strategy. At the beginning of 

the whole process of application of process management is very important to be aware 

of advantages and implications associated with it. From this view the whole 

implementation should be enforced to bring and support expected advantages and 

implications associated with process management. 

Implementation of process management in the organization should follow the 

requirement of strategic management. Processes should arise from the requirements of 

strategy implementation, leading to the attainment of strategic objectives. The 

performance of processers should be measured according to whether they comply with 

specific objectives that are focused on the customer and their fulfillment contributes to 

the achievement of comprehensive strategic objectives. Operational process 

performance objectives must be through performance measurement system linked with 

the overall strategic goals.6 

Proper implementation and continuous improvement of process management 

provides the highest real and potential performance in current and future periods. 

Quality performance measurement system should link strategic objectives with 
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operational objectives and helps to integrate continuous improvement of the daily 

activities of the organization. 

Linking processes and strategies is one of the essential conditions for achieving 

maximum efficiency.  

1.2 Application of process approach in organizations operating in banking 

sector 

Increasing competitive pressure in global financial markets, as well as the 

processes of globalization in the world put pressure on the organization of the banking 

sector. The result of this pressure directs the efforts to strengthen the efficiency of 

processes.7 

The implementation of the process approach to management of banking 

organizations requires enough time, but also finance. An organization that decides to 

implement a process approach to their structures and become process-oriented 

organization must take into account the answers to two basic questions: 

 What benefits and contribution will bring the implementation of 

process management into the organization? 

 What methods and procedures shall organization use to implement the 

process management? 

 

Advantages and benefits of process management can be viewed from 

perspective of organization and also from perspective of customers. Process 

management looks at the organization and its activity from horizontal point of view 

and the main purpose is to maximize value for customer.  

Process view puts the accent on the ways the work is provided and at the same 

time on understanding complexity the whole process with aim to support the 

performance and quality of outputs.  For providing the process effectively is necessary 

to make analysis of the whole process to discover and eliminate activities that doesn´t 

create value for customer. These activities are in the process unnecessary and usually 

mean higher costs, or longer time needed for creation of output. From this aspect good 

processes bring for organization some advantages at the operative level. At first it is 

reduction of involvement in the organization. Process management leads to 

simplification of decision making; it means people providing some activities and 

operations have needed information and knowledge to make decisions and so support 

quality of processes and shortening of the time. This approach can bring job 

enrichment, what can bring motivation for employees. At the same time 

standardization of operations and their automatization can lead to shortening the 

processes and reduction of mistakes.  
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Effectiveness of processes and evidently higher quality of outputs imply not 

only contributions for organization, but also to the client. He can get outputs faster, at 

lower costs and it can lead to lower prices. Good processes can lead to satisfaction of 

client and loyalty of customers. Process management imposes customer into the centre 

of remark. Customer is the starting point of preparing and designing process with 

reason to maximize satisfaction of his needs. In addition understanding and mapping 

processes facilitate to managers identify problematical fields and jobs in the 

organization and implement strategy as well. 

The banking sector can be connected with several financial risks. Whether it is 

a credit risk, market or operational risk, the bank is in risks to possible loss that affects 

its daily functioning and economic results. The current market situation has brought the 

banking sector into the need to reduce their overall costs. Address this situation in the 

first place requires the total optimization of internal processes.8 

 

1.3 Phases of Implementation of Process Management in Organizations 

operating in Banking Sector  

Understanding customer and its needs and processes focused on providing and 

satisfying customer´s needs is the core of implementation of process approach in an 

organization. Awareness of functioning organization from aspects of processes is 

usually very problematic in the practice. Organizations very often don’t feel the need to 

change until now implicated practices, or don´t have knowledge about process system 

of management and so primary impulse usually don´t come out from internal 

environment. The impulse for the change very often can bring external advisory 

agency, or auditing firm. Organization is by this way indirectly indrawn into the 

implementation of process management. Obviously not all organizations approach to 

implementation of process management passively. Initialization of this philosophy and 

approach can develop top management of an organization, or internal audit. 

According study we suggest following phases: 

1. Analysis of current state of processes  

This phase is focused on analysis of current state of processes. The core of 

analysis is examination and understanding current operations and activities, their 

functioning and examination about how activities can be improved in order to support 

effectiveness of processes and satisfaction of customers’ needs. Analysis is focused on 

areas and activities initiated by top management, or external audit, internal audit. In 
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order to describe processes and activities can be used internal rules and norms verbally 

describing the way of functioning activities within an organization.  

2. Mapping of processes  

Analysis of processes is the basis for mapping of processes. The reasons for 

understanding and identification of processes are associated with dissatisfaction with 

outputs of organization. Dissatisfaction can come from customers in the form of lower 

quality of products, also from late loan processing.  Impulses can come from 

competitive environment in which outputs of competitors can provide satisfaction of 

needs better than our organization and this situation can lead to decline of customers 

and finally of sales. Organization can proceed to mapping of processes and so to 

improving processes and increasing quality of outputs with the aim to support 

competitiveness.  

In the case of negative reasons organizations strive to identify the causes 

leading to negative state. In the case of positive reasons organizations develop 

possibilities for improving. As a way for identification of negatives is analysis of 

activities in an organization. Mapping of activities starts from key activities for 

achieving outputs. Starting point for mapping can be used verbal descriptions of 

activities and communication with managers of function departments participated in 

outputs.  

Results of mapping should be presented as formation of process map with very 

clear identified inputs and outputs of process, its participants with provided activities. 

Examination in this phase is in comparison with the first phase much more detailed.  

Process map 9  is analyzed and the result of analysis should be a basis for 

identification of problems in the process. The primary goal of this phase is to identify 

weaknesses or areas as possibilities for improving the performance, or effectiveness of 

the process and so the remark is focused on a single process and its sub-processes and 

key activities to support improving the process. Interconnections of processes is in this 

phase not examined 

3. Systematic measuring of processes  

Systematic measuring of processes as the phase of implementation is focused 

on integration of individual processes into the whole organization. Besides 

examination of individual processes and their aspects the whole analysis is focused on 

examination of interaction of processes.  

Mapping of processes from view of the whole organization is based on 

specialized software that can create graphical design of processes and proceed with 

process map. The purpose is to integrate individual processes into the whole 

organization and create process structure of an organization. Mapping of processes is 
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very challenging from view of people and finance resources. Mapping of processes 

requires having people with adequate knowledge, people to be prepared to work with 

process map and specialized software and provide mapping. 

This phase is also focused on measuring of processes. For selected processes 

are defined key performance indicators10 (KPIs), describing the process as the whole 

and its sub-processes. The performance or effectiveness of processes is evaluated on 

periodical basis. Time aspects for measurement of processes and sub-processes and for 

evaluation of criteria can be different. Some performance criteria are observed daily, 

some criteria are evaluated in the longer term period.  

After mapping and understanding processes and integration of all participants 

into the processes this situation permits provide also radical changes in its processes. 

For providing radical changes in the process is necessary to take into account all 

participants of the process. 

4. Operative running of processes  

The former phases of implementation are focused on introduction of process 

view into the organization. Processes are described, mapped and can be measured. But 

for running processes and process management is necessary to provide further steps. 

One of them is automated approach to some activities within the process 

For introduction of automated approach is necessary to provide process 

mapping in details than is presented in the former phases. In this phase process 

approach requires providing mapping of particular tasks (lower level in the structure of 

processes), roles of people (who provides some task), resources (what is needed for 

providing of some tasks). Besides particular job positions is providing examination of 

utilization of current information technologies, number of people for providing some 

tasks, and so on. It is necessary to recognize all details of process maps to make 

decision about technology for implementation of process approach. 

In this phase selected processes are transformed into workflow11. Workflow is 

defined as continuous set of interactions among people and information technologies12. 

Workflow management is automated flow of information that provides effectiveness of 

the process13, Workflow management can be exploited particularly in the repeated 

processes in which reduction of process time can bring for organization significant 

time saving. Very good example in the bank can be request for loan in the bank and 
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standard procedure starts with bringing application form for the loan in the branch of 

the bank14 proceeds with processing of information and data in the bank and so on. 

After transformation of these activities into workflow the whole process can be 

prepared as follows: electronic form presented in the internet is by clients completed 

and send by e-mail into the bank when is directed by workflow into the system by 

which request for loan is evaluated. On the basis of decision about giving the loan are 

considered the other conditions and finally s prepared e-mail message for client. Client 

can consider the loan, sign the document and finally can send into the bank. This 

approach brings advantages for client that needs less time for transaction of loan, has 

possibility to communicate with the bank from home, it is convenient). Process 

approach brings advantages also for the bank that support cost savings, reduction of 

mistakes, the bank can precede more requirements for loans and so on.   

Automated workflow can bring two key advantages. One of them is reduction 

of some activities that are transformed from people to information technologies. By 

this way is significantly reduced process time and together the costs. The other 

advantage is elimination of mistakes. Workflow requires to bring all information and 

provide all steps and so to go to the next step. 

5. Simulation of processes  

Simulation of processes or modeling is focused on examination of adaptability 

of the process15. Simulation mostly comes out of detailed process maps and automated 

workflow discussed in the former phases. Simulation is a tool for recognizing and 

testing crisis situations that can occur in the future. In organizations in which 

simulation is not used, the simulation test is provided at the end of each phase. If 

organization has transformed processes into workflow, simulation can be provided 

from view of people and make the test of abilities of people to handle the work in real 

situation of high staff stress.   

In organizations operating in banking sector is stress testing used particularly 

in massive campaigns focused on new products. The aim is to make examination 

whether branch within the bank are prepared for this new situation. Modeling is 

focused on various scenarios and analysis of ability of processes to respond to these 

scenarios.  

6. Process optimization  

In this phase of implementation the processes become fully automated. 

Optimization of the process is focused on finding the best solution leading to the best 
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result. System on the basis of defined rules ahead can evaluate expected change and 

activate it. In this phase the processes are prepared „AS SHOULD BE“ processes and 

established conditions for optimal workflow.  

Process optimization requires mapping of processes in more detailed form than 

in the former phases. High level of standardization is as necessary condition for 

providing dynamic changes in the processes. Standardization with low level of 

exceptions plays very important role for automated approach and decision making 

about changes. In situation with lower standardization are conditions for automated 

process worse, this process is more difficult and requires interventions of human factor 

into the process. Situation with higher standardization is leading to better conditions 

for automated approach and to savings of human factor and costs. On the other hand 

fully automated approach is associated with using sophisticated information 

technologies.  

2 Results of research in the area about implementation of process 

management in organization operating in banking sector  

Theoretical research was oriented on determination of process approach and 

process management, defining key terms, views and approaches to understanding 

process management and its influence on the performance of organization and 

particularly of organization operating in banking sector. The Slovak banking sector is 

among the sectors which are currently the fastest developing. Before 2002 the banking 

sector was undergoing a process of privatization and restructuring , thus there was a 

large influx of foreign investors in the Slovak banking market. During the restructuring, 

the bank spent a large amount of money on new information technologies and software. 

Reform of the banking sector was completed in 2002. It is considered one of the best 

reforms in the national economy. Importance of the reform also introduced rules to 

reflect the economy and improving the legislative changes. The banking sector has a 

unique place in every developed economy. Particularly commercial banks has entering 

the cycle of other individual subjects and influencing them. Banks provide various 

forms of credit, attractive products and efficient counseling course. 

Very important part of theoretical research present results about questions 

focused on application of process management in banking sector as the basis for 

empirical examination. Empirical research was focused on analysis and examination of 

implementation of process approach into the bank with reason to support the 

performance and competitiveness of the bank. In empirical research we applied 

methods of questionnaires, interview and observation to receive needed information. 

Processing of information was based on statistical methods. The target group was 

composed from clients of the VÚB bank and managers. 

Theoretical knowledge was analyzed and examined from view of current state 

of process management in seven organizations of banking sector and from the view of 

established process approach in the process of real-estate credit in VÚB bank from 
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view of the performance. Examination of current state of process management in seven 

banks was provided by methods of questionnaires and interview. Results of research 

present relatively high level of process management in all examined banks. Process 

approach is implemented in all seven banks, but the differences are in the process of 

implementation and its results.  

On the basis of research can be presented following results:16 

 Based on the conducted empirical research we evaluated that there is a high 

level of process management application in selected organizations of the 

banking sector in Slovak Republic.  Banking organizations are constantly 

trying to improve efficiency of their activities. The process of improvement 

can take different forms and course, but its essence lies in improving the 

management system itself. There is a need to keep abreast with leading 

organizations in the banking sector in the areas such as implementation of 

modern, sophisticated, computer-assisted methods, and data management. 

 Introduction and implementation of process approach in the area of real-estate 

credit of organization operating in banking sector was observed higher 

satisfaction of clients of the bank; 

 By implementation of process approach into the process of real-estate credit 

was supported the performance of the whole process and the performance of 

the whole organization;  

 Based on results of research can be confirmed, that by implementation of 

process approach was increased competitiveness of the bank in comparison 

with other organizations operating in banking sector. 

 

Results of research confirm the importance of process management in 

organization of banking sectors. They emphasize implications of process approach in 

the area of real-estate credit in the bank. At the same time they point out the 

importance of process management for supporting the performance and 

competitiveness of organizations operating in banking sector.   

Conclusion 

Process management brings new view on the organization focusing on 

customer and on processes following the needs of customers. Process management is 

implemented with reason of improving processes and through processes to maximize 
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the value for customers. The effort to improve processes has become one of the main 

goals of any organization. The paper is prepared on the basis of results of research. 

Theoretical and empirical research was focused on implementation of process 

management into the organization to support the performance of real-estate credit 

processes and the performance the whole organization.   

Based on research can be acknowledged that by implementation of process 

approach into the real-estate credit processes in the bank and by accepting changing 

conditions evocated by global financial crisis are presented the ways to support 

implementation of process management in a bank.17 The reason of examination was to 

support the performance of the real-estate credit processes and the performance of the 

whole bank.  
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