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Chapter 9

EXAMPLE

If you can’t describe what you are doing as a process, you don’t know 
what you’re doing.

W. Edwards Deming (American management consultant, 1900-1993)

A process is a cohesive chain of activities that are repeated over and over again. 
The purpose of the process is to create value for the organization, and the pro-
cess describes the order in which the various activities should be performed, 
as well as the resources to be used performing each activity.

Overall, we can distinguish between formal processes: processes which are 
organized, visible, and described; and processes that are informal, which begin 
as required and which are not described and visible.

“

FIGURE 9.1 Example of a formal hiring process.

HIRING PROCESS
Every organization has the need to recruit 
new employees. The hiring process is very 
important, so many organizations have estab-

lished a formal, written process so that hiring 
is always done the same way, regardless of 
who in the organization is responsible.
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Figure 9.1 shows the general hiring pro-
cess of an organization. Each activity 
should describe what needs to be done, 
who does what, and what results are to 
be achieved. For example, if we take the 
first activity, advertising, the process must 
describe which media you advertise in; 
whether there are fixed agreements on 
prices, etc.; how the ad should be de-
signed, with logos, etc.; who in the orga-
nization is responsible for the job ad; and 

ensure that the rules are adhered to. In 
a large organization, for example, a tem-
porary worker should be able to carry out 
the process, even if they have not tried it 
before. This means that the process must 
be very well documented. In a smaller 
organization, it is often the case that the 
description is less well documented; for 
instance, just a copy of a previous adver-
tisement as an example, and a few notes 
about where to advertise.

Important processes should be formal and documented. For example, the orga-
nization can continually improve its processes if they are put in writing. This is 
illustrated below with the so-called PDCA circle. PDCA is an acronym for Plan, 
Do, Check, and Act.

When we plan (Plan), we choose what the process should look like, what activ-
ities are included and their order, what happens during each activity, and what 
goals the process will achieve. Once the process is completed (Do), we must 
look at the result (Check). If the process did not achieve the desired result, we 
must correct and do something (Act) to improve it. Once the changes have been 
completed, we’ll start over with the revised process.

FIGURE 9.2 The PDCA 
Circle.
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