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Wisdom is not the product of schooling

but the lifelong attempt to acquire it.

- Albert Einstein
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Business (Process) Reengineering
· objective: create a sharp distinction between value-adding and non-value-adding processes

· “don’t automate, obliterate” (= remove from existence: destroy utterly all trace, indication, or significance of)

· some people believed: reengineering was little more than a euphemism for downsizing

· see “Michael Hammer responds”:  “Process Makes Practice Better” — at: http://www.cio.com/archive/030100_reply.html
Business (Process) Reengineering versus Workflow

· workflow: is concerned with technology to automate or to assist humans with business processes — e.g.:

· selecting and hiring a new faculty member

· assign, document, and grade course assignments

· an instance of a “gift-wrapping approach”

· business process re-engineering: change processes to make them more efficient or effective

· challenge: to take a co-evolutionary approach

Process (( Knowledge

· question: did the focus on process overlook the increasing demand for knowledge in modern organization?

· success stories of business process reengineering in: procurement, shipping and receiving, billings, ….. ( in these areas of work, processes are relatively well-defined

· lack of success stories of business process reengineering in:

· management

· research and development (R&D)

· what is the nature of these areas:

· less linear

· inputs and outputs are less well defined

· challenges: making sense, interpreting, understanding

· What is Missing from a Process-Centered Perspective?

· reengineering begins with processes into which people are then inserted as needed

· while lip service is paid to people, improvisation and “local knowledge” have little place, particularly if they challenge the coordination of process

· by focusing on individuals ( process accounts overlook social resources that people in similar occupations provide one another (compare to chapter 3: “Home Alone”)

Understanding Practice

· ethnographic study of Xerox technical representatives (reps) who service and repair the company’s copiers at customers’ sites 

Orr, J. (1996) Talking about Machines — An Ethnography of a Modern Job, ILR Press/Cornell University Press, Ithaca. 

· the process:

· customer with difficulties call the customer service center

· customer service center notify the reps

· a rep goes to the customer site

· identifies the problem with the help of the machine’s error code

· finds the right response from the machine’s documentation

· fixes the problem

· clears the call with the customer service center

· Orr:

· work is rarely well understood

· information and training provided to the reps was inadequate for all but the most routine of the tasks they faced

Findings: Situatedness leads to a “Universe of One”

· large copiers (and large, distributed software systems) are not predictable

· idiosyncrasies: age, condition of parts, environmental factors facing a specific machine, ………
· reps need to bridge the gap between the limits of prediction (planning) and reality (situated action)
· rule following (( sense making
The Practice in the Process: Collaboration

· process view 

· cuts off lateral ties 
· burdens people with individual responsibility that is better shared

· reps developed a collective pool of knowledge — an insight on which they drew

· combining individual strength despite an overlap (( exploiting the “symmetry of ignorance”) 

· collective process that created an indivisible product (( collaborative independent research and project in class?)  

The Practice in the Process: Narration

· claim: stories are a powerful means to understand what happened (the sequence of events) and why (the causes and effects of those events)

· the value of stories lies not in their telling, but in their retelling (see the role of famous fairytales)

· stories pass on to newcomers what old-timers already know

· stories convey not only specific information, but also general principles

· learning to tell stories is a critical part of becoming a professional

The Practice in the Process: Improvisation

· question: “how do people explore territory when they fall of the maps that process provides”

· improvisation = closes the gap between
· the world as we find it (situated, unique, universe of one)

· inevitable limited model of a world embedded in routine and processes

· “gap-closing improvisation” = endless small forms of practical subversion taken up in the name of getting work done

Example: The Envisionment and Discovery Collaboratory

· does it change 

· the process?

· the practice?

· specific changes in process:

· supports multiple processes

· supports rapid prototyping

· specific changes in practice:

· from access to informed participation

· from consumers to active contributors

· distributed cognition
Beyond Skinner and Taylor

Skinner/Taylor

Hopes for  the Information Society

there is a “scientific,” best way to learn and to work (programmed instruction, computer-assisted instruction, production lines, waterfall models)
(
real problems are ill-defined and wicked; design is argumentative, characterized by a symmetry of ignorance among stakeholders 

separation of thinking, doing, and learning
(
integration of thinking, doing, and learning 

task domains can be completely understood 
(
understanding is partial; coverage is impossible

objective ways to decompose problems into standardizable actions
(
subjective, situated personal interests; need for iterative explorations

all relevant knowledge can be explicitly articulated
(
much knowledge is tacit and relies on tacit skills

teacher / manager as oracle
(
teacher / manager as facilitator or coach

operational environment: mass markets, simple products and processes, slow change, certainty 
(
customer orientation, complex products and processes, rapid and substantial change, uncertainty and conflicts

Beyond Either/Or — Beyond Binary Choices

· chapter 4: favors practice over process

· the strength comes from: balancing the two

formal 



(( 


informal

structure 


(( 


spontaneity, improvisation

· process view:

· plus: gives shape and direction to an organization

· minus: binds people to tightly to process, suppresses improvisation and new ideas

· practice view (suffers from the opposite danger)

· plus: situated, improvisation, local knowledge

· minus: evolves too independently  loosely coupled to the organization

Beyond Binary Choices

Choice1: 
Choice2: 
(Partial) Resolution

direct manipulation 
programming
integrated in DODEs

tool-based assistance
agent-based assistant

· 
adaptable
adaptive
malleable

generic
domain-oriented
layered architectures, substrates

human support
computational support
distributed problem solving

emulate 
complement
collaborative human-computer systems

usable
useful 
useful and usable

instructionism 
constructionism
· lifelong learning, discovery learning

training (skill/knowledge transfer)
solving new problems (knowledge construction)
lifelong learning

physical 
computational
· ubiquitous computing 

individual 
social
· Envisionment and Discovery Collaboratory 

Beyond Binary Choices — Continued

Choice1: 
Choice2: 
(Partial) Resolution

use
design
· low threshold and high ceiling 

access 
informed participation
incremental learning

problem solving 
problem framing
· co-evolution

planning 
situated action
meta-design
· 
design, action, experience 
argumentation, reflection
reflection-in-action

readers’ interface
writers’ interface
Dynasite, Swiki

browsing
search
use artifacts and work context for retrieval (access and/or delivery)

· Process versus Practice in Education and Universities
· Process:

· Practice:

· some answers:

· I would argue that facility members do not collaborate enough on the research that they are doing and would propose a web site design that would require all facility members to register all research activities that they are currently involved.
In addition, I would have them fill out progress reports each week on the progress of their research so that all facility members are aware of what each other is doing. In the end, I hope that this system could grow and allow all researchers in the university setting to collaborate with one another through a single web site.

· In a university, re-engineering targets should be reduced educational costs, improved educational methodology, and improved student service and educational contributions to our society through successful reengineering techniques. 

· Fischer/Scharff
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