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Introducing ProcessLab

ProcessLab is a research center of Frankfurt School of Finance & Management. 
We are very active both in science and practice. We are specialized in offering 

scientificall fo nded sol tions to practice oriented research q estions on

Delivering scientific solutions in close cooperation with

scientifically founded solutions to practice-oriented  research questions on 
topics in business process management for financial service providers. 

Delivering scientific solutions in close cooperation with 
business experts.

Prof. Dr. Jürgen 
Moormann

Head of 
ProcessLab

Dr. Diana 
Heckl

Research Fellow

René Börner
PhD Student

Michael Leyer
PhD Student

Anne Dohmen
PhD Student
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ProcessLab

Close cooperation with partners 
from the financial services industry

ProcessLab
newsletter

ProcessLab
colloquia

Connecting research 
and industry ...

colloquia

ProcessLab

ProcessLab
conference

ProcessLab
publikations

conference
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www.processlab.info

How we run research projects

Sourcing

Customer Centricity
External Coordinator

Six Sigma in the 
financial services

industry

Process Laboratory
Customer Centricity 

in Banks (C²B)
PhD student

Prof. Dr. 
Moormann

DEA
Service IdentificationProf. Dr. DEA

Efficiency 
MeasurementPhD student

Prof. Dr. 
Moormann

PhD student

Moormann
External Coordinator

External Coordinator

- - - contextual links
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Our academic partners:

Framework for process-based 
transformation of financial institutions

Initiation, 
Strategic positioning

Inspirement of employees 
Creative usage of IT

Alignment of the bank´s DNA to strategy

Strategic 
Management
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of change
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of change

Audit
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ProcessLab Model; based on MOTION, Schuh (2006)

Business Performance Measurement 



Research Fields of ProcessLab
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Business Performance Measurement 
Six Sigma
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Business Performance Measurement 
Six Sigma
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Three triggers to answer to the enormous 
pressure in the banking industry

2. Decreasing 
the costs

1. Improving the 
income

● Internal process management:
- simplification

● Search for new products and 
services

- standardization
- automation
- more flexibility etc.

income ( )

● Identification of new customer 
segments

● Fulfillment of customers´
requirements related to● Product design:

- modularization of products 
- standardization of product 

modules

income (  )
/ costs (  )

= profit  (  )

requirements related to 
- quality, 
- time, and 
- costs
I t f th di t ib timodules 

● Outsourcing/offshoring for 
gaining economies of scale 
and scope

● Improvement of the distribution 
channels
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● IT management 3. Redefining the 
business model



Improvement of service production 
(example: home loan financing)

Customer

Request 
for loan

Personal 
infor-

mation

Signature 
of 

contract

Product 
infor-

mationmation contractmation

Disburse-
ment

Assess-
ment of 

collateral

Assess-
ment of 

customer

Counselin
g 

interview

© F r a n k f u r t – S c h o o l . d e 13

Bank

Characteristics of service processes with 
heterogeneous customer integration

1. Customers are directly involved in the production process (integration). 

Th h t d liThey have to deliver 

- external production factors like information and physical goods

- external non-impacting process information (e.g. passport)p g p ( g p p )

- external process-impacting information (e.g. type of collateral)

2. Customer integration differs between customer groups and service offers 
(heterogeneity).

3. Services, in contrast to physical goods, cannot be stored.
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Production system for services with 
heterogeneous customer integration

Customer Employee Employee ......
SPS

Assembly 
line

Input 
(documents,

Output
(documents, 
data, ...)

IT t
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IT systems

Simulation of processes in a laboratory –
how can this be done for service processes?

magic LAB®
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magic LAB®

source: www.ikaprocess.com



Framework of a process laboratory

Concepts 
for process routingfor process routing

Process data Results of 
experiments

Simulation 
model of the Service 
Production System

Service Production 
System (SPS)
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Experimental results: Catalogue of 
concepts for process routing

Key performance

S i 1 S i 2 S i

Key performance 
indicators
(3rd dimension)

Scenario 1 Scenario 2 Scenario …

Concept for 
process routing 
A

Scenarios
(2nd dimension)

A

Concept for 
process routing 
B

Concept for p
process routing 
…

Concepts for process
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Concepts for process 
routing (1st dimension)

Research questions related to a 
laboratory for service processes, e.g.

How can the assembly line for service processes be modularized?

Can software agents be included into the production system?Can software agents be included into the production system?

How to simulate processes with high customer integrativity while running 
the operative IT systems? 

How can production control methodologies from manufacturing industry be 
used in the banking industry?

Integration of knowledge management into the service production system.

How to train/educate employees and managers (awareness, motivation, 
k il )?workers councils, …)?

How can a process chain run by several service suppliers (e.g., in 
transaction banking) be controlled? 
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g)
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