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Process Notes . 
(Detta any notes to supplement soecifin process €+aces

Process step Notes .. 
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Process Template Symbols 
The reference number of the 
process must be used. 
(coo do not know the retosvice 
moor of the process then eitne r 

cond< -main e 'yeu have access 
or a xne noon er of the on=e=s model 
Ind 

the CHANGE PROCESS so that anew 
,mbermnbe asslgnetl See'Procers 

Change" apprachladd ink hereto 
Ste neeolnt) 

Process Start:® 
Dec istetetrs t to I  tat t. p 
oescrbethebr eo Ce.am tnarn ep w swrc 
Examples su dl a="Cu=comer onroro bra row to repueaa re rv lk or 

Start Description •enemmercall, the ra,tatteenue° Or '00 evs,a m generate= a repnrtand 

of the trigger 
sends a not,flp,

O 
nnn w a=pn aceno-e agem 

Message trigger. 
tr Use tnissy lwnenamessage nr nalfraton ntenyrrrt Is the it gger 

wine purees: 
Forexample a m intact Ill, erg ent I m ryes an emlfr aces I, 

Name of message/ wmake areplcst ora mmpant 

eommunieationlalert 
Drama)momre veealarternnma=nrtanerreq.esrngasam=e 
Scheduled event: 
use th e symbol where a aoms's stared by some wit d sweduled 
noem.Th e might be ether a system based auwmated schedu b a s 
manciao) marlodacnadue iwrexaer b Cr overn h matcn siurtar 

ant geoceates antlers mr an amrt). oescein  me eenedo le tnow 
Schedule Details dtenthe process runs and woe n e.g overnight at tam Mont. Fr 

Or Manuallyasbe ideventsthaturea n anagent hasto ea mdradou
far example sche doled =amp a checks Ir a contra) process Iswee uI. is 
every morn ng at gam v prk ng days) 

Time lag or delay. 
Use Ohs to show where there is some In of delay between achy t ce 

O 

r mid process 
Another start n cne ncaaa ofaP nI wherea t ts catpnsrece ved 
An.th,

fa example of a ancellaY on d same sort from nine s=courer 

Name and type of 
communication or trigger 

An intermediate event: 

O S I 
J q d 

ine R  Wex 

,sera an to co  top t
Intermediate Event pwcats. 

(A customer cancels. 
An error occurs, 

A response is received) 

Notes against a process or any other element on a map 

An activity in a process 

0 00 000 000 It he 

m "I toe compl..x tt0n'. . o .h br_a k'nq':. c.Nn io Haller 

An activity with an associated procedure. 

p tl ~ p U nl I tin h .eta I 
ya la via- and also edd the roarora aneratarnorca nfwn ne mdse 

Referred O  R redProcess 
TticsbcRefer e se eedmrefer outto another erocess that is mappe d. 
For 1. —,:ty, just use Nis P1.- theother pro=wsIs eitherasubprocess 
at a lovsrlevel (so br example - If you are mapping at a level 2 antl wa rot 
osnow rs oftae asmdated legal =pro rt erosna, peeeras twp.i totClot 

Process Ref: level 3 emce==es - a if you are in a level 3 process and want w ppintw or 

Process Name relent another level 3 trocessthen lsethis symbol 

Activity Flow: This line and arrow is used to show the 
flow of activity and the order i n which the activities 

4 occur. 

~, Information or Data Flow Dotted line with arrow end 
shows the di rection of flow on INFORMATION either 

-------Data set-----> into or from an activity and into or from a system. 
A m. r - - 'q but Itmght also make 

(-----'Deta set------. 
yet sons n,ormationfvma Tystam.Tosn ow ws 

('----'Dataset-"- ) to, n, iid  hne. n nc=d,:. p. dnerent ran wea=c hat
q .-, r:. nnv : rod cool son n,m;e a, a,~rtadonaem y,nat 

Dotted ine who arrow end shaves link between an 
acttty ano an outcome Th d a rate 

data 
0c0, 500Fm d, ans thr.ocr,,h v,vrc., r. ...-nme nas 

4 -- `--------- ` ---- org na.a 

J a thi el p rocesses gateway 

t_ 

< 

rn,nn. .nr.::n w.vtedour co n, vhcn ma,rht no downm. r dons.= m, ndeh,ok anowpr 
_ ~av a~owrbelawf 

Exclusive Gateway 
u r m 
nth - Pr d n .rb h p heron an 
ct N b. GCr Fr h 

Th h 0  h hfl h "ES' 'NO 
,:a re 

nple 
mutualb 

clu9ve ou son h } _ d L t 
r adbu.r ,re rouse Ns. 

Inclusive Gateway. 
U tin h h P f h d tl N l h d tin, 

-.

•.

.... eorrccmgoro.roro to, Lt 00,05cc coo, 000 wovtcm000 r500500yco m9rsh00+ dhter~ntbrnnches 
for eacnnul t , It, :'c, morass ac[v[y asset Med wth htyng each one 

Customer Outcomes 

Generic Customer Outcome 
aesalpmn of w -_rc 

i: :
---- ---- 'rf bis agwd ora Gad oLtcen,_fiU~c cc:.tomer. 

h 

Customer Expenence Score 
r efmr.. For 

Design ,rod arts, . n ,nrnrat~.n ~,houdhave 
- .,rift : of Nc sc tl a - - n elvers 

ate h. . .din n n _ ew=i^stne 

u3 

• 

c 

puti',m,a s'P,mt~- -Iln~a. i,. i.P of .he map. 

Customer Insights: 
TM Servire Designer can _'.vin these for rew 

® 
■GUstomerintigM i..  

1 n t me 
 r~ru I' n r comer 

pmyements 
1„P 000 0'O00 00 soxo,lxamamreom 

fanpnYr , Ih„proca=s met deb. 
T Binh 1 n r } _ men lz 

Bering rt ,y at tr - , reprocess 

Customer Communication: 
Communication of any kind is sentto the 
custome 
Usethe C ha met icons below to show the method used 

Name or reference for 
sans oe=on,mmmt on 

o.ad tootnameorthOdeta ncsolthscoeeor 
communication received 

eostral.,bnas 
on he ndpml trreRuremerns tmceabuty esatnd toaire 

and testing. 

A document or data set: 
Information that this used as input to an a ctivity or created or 
updated as an output of an activity. 
email  o a report might go evi edw by a su and  by can
email to a contact centre agent to renew. So you can show the 

rie the

name of the document reviewed by using this shape and a dotted 
arrow into the activity where the contact agent reviews the item. 

System being read from" or being updated as a 
result of the associated activity 
Don't W t the tlescnption of the activity inhere -just the name of 
Ore Watson The associated activity and then the direrdonofthe 
acres will describe who or what is updating the system and 
whether rho system. is be hg read from to data is tieing used Sc 
o in tiNN) or being "Updated Ta where the system is being 
oed aed as a resuk of an activity 

Business Rule 
TNe icon ie used w show Oar more ,, a business rule a ssocu bd will Ill activity 

r tnggernre ga vTh. rr m nsn an.edane Channels elan
dank swn. .bwi rlccn:: ,g r doll cd, sofwe 

rats asdf Ail in e ft doeithi0000 r,er 0000 000 Cool  .tea :: Rh fn's pro=ess 
role 

Cast Show channel icons on the activity box where the 

Operational Risk- Inadequate, none or unknown 
channel is used orthe activity flow thatjoins itto the 

t I 
next activity. 

d r n  d A . They can also be used to link to customer outcomes 
or communications to show the method bywhich 

w r v°  od 0 00 00 cra the communication was sent 

Ref forrisk/contco 00 00 lIdI 00000- -- 0}

IiN 

nOffice
7 g 

nas  r 
Inr Branch lW re Email o sd 

o 
r ,nvbe an ol_a „ n_lal .l 

opportuth fi Sn d. 
y}herc h Ce, ks - roc tbtl.m k '.I f'. L - :add [he 
REF Hi ENC Enumber iw the dsk, a,. jog r',a risl, in Lle I <. control lag 
assodatea a err thio encase. Post Office Internet - other than 

Ref for risk /control Operational Risk (control as known and is adequate) Online post office online 

End.fapmcess isthe"nrth main 
pain 

wnere a pmcess ws brand,es off imo Tele hone P Self Service Kiosk 
paths men nth does na re the "Ba co t" hn i

mat pthh Den snow cne ant o toot ba n=n 
End of alternate path of a processEnd of Process with the "EM of Altema[e Path"pmcess 
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