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Visibly better business processes through strategic 

initiatives in digitalization and streamlining

Henrik Schriver, speaker at QPR Conference 2018

What you will learn during the presentation: 

• Understand your business before you start to align and change - How to 

identify process user, process owner and their correlation seen from the 

customer perspective.

• How to ensure one available truth, and be able to communicate it.

• How documentation becomes a relief for your organization - And releases 

time to do what you do best.

https://www.qpr.com/qpr-conference-2018-process-mining-digital-transformation


INTRODUCTION TO MIMER

DIGITAL TRANSFORMATION IN STARK



• STARK GROUP is the largest retailer and distributor of building materials in the 

Nordic region

ABOUT STARK GROUP

4,844
EMPLOYEES

1804
STORESCOUNTRIES



180 BRANCHES

15

Revenue 7%

27

Revenue 25%

72

Revenue 42%

66

Revenue 26%

As per 31 July 2017



WHY?

Legacy

• Until 2005 a voluntary chain

• Shared Purchase, Marketing and IT

Ownership

• In 2005 acquired by an equity fund

• 2008 sold to Wolseley, UK, Pluming

• 2018 Sold to Lone Star, US, Equity 

fund

Our Challenges

• Last documentation was from 1996

• Our business is not frontrunner in 

relation to digitalization

• High degree of anarchy

• E-mail rules 

• Unclear expectations

Main driver

• This project started in 2016

• We had just started auditing all branches to 

comply to a certain standard mainly focusing 

on safety



APPROACH AND GUIDELINES

From Complexity

To Simplicity

Overview

Interaction

Understanding

Align and clarify

Solid Foundation

Focus on 

Core Business

We are implementing a new 

strategy

Core focus is to optimize 

sales

Simplicity in our business will 

release time  to focus on 

sales

To create simplicity we have 

to start by creating an 

overview of our complexity

We need to understand how 

interactions are between the 

different functions of our 

business

By understanding interactions 

we have the base to optimize 

and time our efforts

A shared understanding will 

help us to identify areas for 

alignment and clarification

Alignment of our processes 

will create a solid foundation 

and strengthen  the way we 

work

It will become easier to fulfill 

daily tasks, introduce new 

employees  and focus on our 

core business



• The Value chain seen from the customers perception

STRUCTURE OF THE BUSINESS PROCESS MODEL

PROCESS

Market

PROCESS

Forecast and 

Demand

PROCESS

Business 

Dimensioning

PROCESS

Yearly Plan

PROCESS

Monthly Plan

PROCESS

Daily Operations

PROCESS

Store Ready

PROCESS

Customer Handling

5000

PROCESS

Sales

PROCESS

Planning

PROCESS

Operations

PROCESS

Quality / 

KPI’s

PROCESS

Service



• Align to support operational effectiveness

SUPPORT PROCESSES



CREATING OF THE SKELETON



• Optimized and aligned processes

DOCUMENTATION AND “HOW TO”

The Mimer will become the one 

place to search for knowledge on 

how to run our business.

https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwirga3O7PrPAhXK0RoKHYN3DuQQjRwIBw&url=https://grapholite.com/Diagrams/Swimlane&psig=AFQjCNHWYQuBPyxUEUA9H-CqZ0d614kR2Q&ust=1477653023520239
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjR1ajy7frPAhXGRhQKHSIZDwoQjRwIBw&url=http://www.essayoutlinetemplate.org/4-process-documentation-template/&psig=AFQjCNF70P3MvuVbj8a2NjYTaEoVShOY1A&ust=1477653312364279


BUSINESS PROCESS MODEL

Value Chain

• Customer focus: Outside - In

• Process users

• Our target audience

Support Functions

• Life cycle

• Process owners

• “knows-best-how-to” kind of people

Process Level

1. Value Chain

2. Process Groups

3. Activity Level

4. Documentation

5. User Manuals
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THE VISION

Identify

• How are things done?

• As-Is – Process Level 3

• Existing material

Optimize

• Best Practice

• To-Be – Process Level 3

• System Challenges

Document

• Documentation – Process Level 4

• Update and link to User Manuals –

Process Level 5

Simplify and align

• Communicate

• Ensure a certain standard

• One truth

• All processes documented

• Two system approach:
• Customer related information: CRM

• Business information: Mimer
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IDENTIFY AND UNDERSTAND THE SUPPORT 

STRUCTURE – LIFECYCLE PERSPECTIVE
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Pricing 2,0
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Administration of 
CMS contracts

Accounting
Købsbehandling

Payments
Payroll

Accounting
Intercompany

Recruitment
Hire

Job description

Salesprice

Investment

Market development
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Vendor selection / -

Development

Annual Purchace 
agreements

Number of vehicles

Order handling (E3)
Inventory mgt.

Transportation
Environment

Property
Rebuilding

Vehicles

Introduction
E-learning

Contract

Budget evaluation

Assortment 
adjustment

Sales fairs

Avaliability

Safety Rules
Instructions

Operation, Maintance
Vehicles, Phone, PC

Access

Click-&-collect

Decoration

Replenishment

Waste Costs
Dangerous Goods 

Cost

OPEXCAPEX

Sales behavior
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PROCESS

Legal, Risk &

Compliance 

Risk assesment

Corporate Development

Advice

Injuries, Accidents
Claims

Insurance Claims
Data Regulation

Who is involved 
(stakeholder)?

Who is responsible?

Kundeprofil
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Out of order
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User Manuals
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Scrap value
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Business Process Model
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Job description

Salesprice

Investment

Market development

Salesprice
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Development

Annual Purchace 
agreements

Number of vehicles
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Inventory mgt.
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Introduction
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Contract

Budget evaluation

Assortment 
adjustment
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User Manuals
Level 5

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

How-To-Do
System Specific

Sales behavior

PROCESS

Sales
NPS
CRM

Forecast Sales budgetCompetitor analysisSales 
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Corporate Development
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Injuries, Accidents
Claims

Insurance Claims
Data Regulation

QPR

Need for one Process Modeling 

Tool and repository

Support our Business Process 

Model 

Process Designer

• Flexible

• Support

• Company specific

• Documentation

Process Mining

• Possible



MIMER PROVIDES BEST PRACTICE, COMPLIANCE & 

TASK BOARDS IN ONE TOOL

Best Practice

A
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s

Compliance Task boards

• Shared understanding between 

process user and process 

owner.

• Documenting Best Practice

• Clear responsibility

• Customer centric approach 

• Ensure one place to maintain 

information The new Intranet –

Toolbox will contain all.

• Process, templates, video, 

audio etc. – all in same place

• Compliance “push” on new 

processes

• Audit and self inspections creating 

individual tasks

• Task handling pushing tasks to 

person in charge

• Solve main critical information issues 

such as:

• Campaign process 
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User Manuals
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BASIC PRINCIPALS OF 

DOCUMENTATION

1. Keep it Simple

2. Name, Purpose, The Good 

Method

3. Readability test



INFORMATION STRUCTURE



Best Practise

• Continue process description and 

optimization

• Prioritizing most value creating processes. 

Next up is logistic

• Starting up with process analyzer to obtain 

further insight in process optimization 

Merging with intranet

• Mimer merges with new intranet making two 

system approach a reality

• All existing relevant material to be converted 

into Mimer handbooks and templates 

MIMER GOING FORWARD



PROCESS ANALYZER REVEALS SALES 

BEHAVIOR

We can deep 

dive and look 

at individual 

orders for 

root cause

5% of 

order code 

6 is being 

altered

Adding ”power” to our data can i.e. show order flow and reveal 

unhealthy behavior and possible root cause to inaccurate data – i.e. 

inventory levels/E3 



DAILY OPERATIONS  MUST BE KNOWN
Orders in 

ordercode 3 

and 4 

influence on 

E3 after 15 

days

Creating a 

credit note 

we can

choose

from 34 

causes




