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Chemical Bank mistakenly deducted about 

$15 million from more than 100,000 customer 

accounts. 
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“The problem resulted 

from a single line of 

code in an updated 

computer program that 

caused the bank to 

process every 

withdrawal and transfer 

at its automated teller 

machines (ATMs) 

twice”. 
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“Human errors or employee 
misunderstandings occur every day 
in business, costing billions of dollars 

nationally”
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“Lack of internal control”

Internal controls ensure accuracy and 
reliability at crucial points in a business 
process and can help reduce the number 
of errors introduced in the process.
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“Establishing internal controls, 
developing tools to increase the 

effectiveness, efficiency, and 
adaptability of a business process, and 
developing metrics bring the process 

to life (making it real)”
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INTERNAL CONTROLS

1. Internal controls help prevent 
errors.

2. Tools help employees perform their 
job more easily.

3. Metrics show whether the process 
works as planned

4. an effective training tool for new 
process workers.
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Internal controls

Performance 
measurement

Process metrics

More specific, traceable 

and measurable
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STEP BY STEP

1. Assign the team to overlook the possible error 
within the process

2. Move through the entire process map, and 
put warning symbols next to each activity that 
may cause an error (you can ask the team 
‘‘What can go wrong at this point?)

3. listing all the problem spots first before 
discussing each one in detail

4. Documented all the findings
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Activity Number: This is the number you gave the activity on 
the process map.

Activity Description: The text description comes from the 
activity box on the process map.

Possible Issue(s): Identify the various mistakes that might 
occur with this activity.

Internal Control(s): Identify how to error-proof each of the 
potential mistakes that the project team identified.
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CHOCOLATE CAKE 
PROCESS

preparation

mixing

Baking

Decorating

packing
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INTERNAL CONTROLS TABLE EXAMPLE
Activity
number

Activity
description

Possible issue Internal control

1 Preparation Wrong scaling Use proper scaling tools

2 Mixing Batter is not moist Use timer for mixing part

3 Baking Overcooked Pre heat the oven up to 
180 degree Celsius, user 
timer, spent 2 times for 
checking in range 30 to 
45 minutes

4 Decorating chocolate cream is 
easily dissolved and 
can not stick to the 
cake

Open the cake from the 
oven and let the cake 
cool naturally up to an 
hour

5 Packing The cake is cracked Use robust packaging 
with safety lock in each 
side
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SUCCESS MEASUREMENT

Effectiveness denotes the quality of the process. 

“Does the process produce the desired results and meet the client/ 
customer needs?”

Efficiency signifies the productivity of the process. 

“Does the process minimize the use of resources, improve cycle 
time, and eliminate bureaucracy?”

Adaptability denotes the flexibility of the process. 

“Does the process remain flexible in the face of changing 
needs?”
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PERFORMANCE MEASUREMENT 
FRAMEWORK

EfficiencyProcess
• Resource consumed in the process relative to minimum 

possible levels

effectivenessoutput
• Ability of a process to deliver product/services according to 

specification

Product/service effectivenessoutcome
• Ability of outputs to satisfy the needs of customers
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EXAMPLE: 
PROCESS METRIC FOR MAKING A CAKE

EfficiencyProcess
• Use proper scaling, Preparation 5 minutes, mixing 20 minutes, 

baking 60 minutes, decorating 15 minutes, packing 5 minutes

effectivenessoutput
• Cake delivered successfully, no cracking, no overcooked, well 

designed 

Product/service effectivenessoutcome
• Customer feedback 95% satisfied, 80% willing to repeat order
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RESOURCES

Susan Page (2010), The Power of Business Process 
Improvement - 10 Step to Increase Effectiveness, Efficiency, 
and Adaptability, New York : Amacom.
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