
Identify drivers of customer/stakeholder loyalty, behavior

Develop affinity relationships between processes and the 
drivers of value for customer groups/market segments

Prioritize the value contribution of key processes 

Define, differentiate processes to run/change organization 

Figure 6.1a-_: Key Processes Determination
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Knowledge Sources: Stakeholder feedback, complaints, 
requirements; innovation, technology, competitive/

business intelligence, strategic objectives/action plans, 
Employee development requirements, Work/job design, 

best practices, governance, organizational learning/agility
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