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The Innovator’s Survival Guide
The 10 questions every Process Innovator 
should be ready to answer.

Merlyn Gordon, 
Senior Director, Centre of Excellence
SAP Signavio
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Why do we need 
an Innovators’ 

survival guide?
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Question #1:

“Am I growing or sustaining
the business?”
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Sustaining Innovation.

Maintaining the current business 
but engaging and executing more 

efficiently and effectively.

Growth Innovation.

Creating new business value and 
disruptive models that fulfill unmet 

customer or employee needs.

Two strategies needed to change the business.
Each strategy may require different Business Processes, Enabling Resources, and Execution.
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Question #2:

“Do I have an ISSUE or unmet NEED
that is worth solving?”

Opportunities IssuesRisksNeeds
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The Value Equation.

Customer 
Needs.

Functional & 
emotional 
motivators

Customer 
Expectations.
Beliefs about their 

impending 
engagement.

Customer 
Attitudes.

What they think & 
feel in pursuit of 

their needs.

Customer 
Experiences.

Perceptions about 
their engagement.

Customer 
Behaviours.
What they do in 
pursuit of their 

needs.

Propositions.
Products
Services 
Offerings

Performance 
Results.
Revenue
Efficiency
Effectiveness
Sustainability
Risk

Customer 
Engagements.

Interactions along 
the journey.

Organization 
Activities.

Processes
Methods 
Tasks
Workflows

Organization 
Resources.

Employees
Technology 
Physical
Intellectual

Partners.
Suppliers
Alliances 
Ecosystems

Generate. Drive.

Shape.
Influence.

Frame.

Enable.

Influence. Interact.

Execute.

Empathy Layer
The customer’s perspective is observed here. 

Engagement Layer
The customer’s experience takes place here. 

Execution Layer
The business is organized here. 
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Journeys
Experience data

Operations
Process data

WHAT IS PERCEIVEDWHAT HAPPENS

Question #3:

“Do I have the right insights”?
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Measurement and The Value Equation.

Attitudinal Measures

Customer 
Needs.

Functional & 
emotional 
motivators

Customer 
Expectations.
Beliefs about their 

impending 
engagement.

Customer 
Attitudes.

What they think & 
feel in pursuit of 

their needs.

Customer 
Experiences.

Perceptions about 
their engagement.

Customer 
Behaviours.
What they do in 
pursuit of their 

needs.

Propositions.
Products
Services 
Offerings

Performance 
Results.
Revenue
Efficiency
Effectiveness
Sustainability
Risk

Customer 
Engagements.

Interactions along 
the journey.

Organization 
Activities.

Processes
Methods 
Tasks
Workflows

Organization 
Resources.

Employees
Technology 
Physical
Intellectual

Partners.
Suppliers
Alliances 
Ecosystems

Generate. Drive.

Shape.
Influence.

Frame.

Enable.

Interact.

Execute.

Behavioral Measures

Operational Measures

Financial 
Measures

Influence.



10© 2022 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL – SAP and Customers only

Question #3:

“Do I have the right insights”? 

Collect
What information should 
be gathered across the 
Empathy, Engagement, 
and Execution layers?

Analyze
What patterns or 
trends are visible in 
the data? 

Decide
What decisions are 
being made based 
upon the analysis?

Act

How are insights 
used to engage 
differently or execute 
in a new way?
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Correlate Customer, Operational, and Financial Measures.
Test the Execution. Verify the Test

Call Volume
Customer Behavior 
Measure

What if… resulting in…

In-stock %
Business Operations 
Measure

Order Cancelation Rate
Business Financial 
Measure

because…

Call NPS
Customer Attitude 
Measure

and…

Question #3:

“Do I have the right insights”? 
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Question #4:

“Did I take an outside 
perspective when solving my 

business challenge?”
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Journey to Process Analytics
Identify issues and opportunities with business processes that impact the customer’s experience.

Process and journey modeling
Design and model your business processes and 
journeys collaboratively. 

Connect processes with journeys and experience data
Integrate operational and experience data with journeys. 
Analyze journey complexity at scale.

Uncover opportunities with process mining
Leverage ready-to-use insights and analytic capabilities 
to uncover process and experience inefficiencies, 
reducing your time to insights.

Adapt, review and release
Adapt processes and journeys. Review critical processes for 
auditing and compliance and maintain a compliant and approved 
content repository. Be alerted when your processes change.
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Question #5:

“I have a lot of ideas. Am I choosing the right ones to take forward?”
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Choose wisely 
so you earn the right 

to innovate another day.

Support (or no support) 
from sponsor

Alignment to other 
initiatives

Team passion and 
sense of ownership

Time to insights

Time to adapt
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Question #6:

“Do I know how decisions are made and new ideas are funded?” 
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Initiator

The 
DMU

User

Decider

Influencer

Funder

Gatekeeper

Need to consider:

 Leadership confidence

 Innovation culture

 Stakeholder mapping

The Decision Making Unit
DMU
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Make your proposal less of a gamble.
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Question #7:

“How can we move ideas forward at speed?”
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Do you remember having to 
tell stories and share ideas 

with others?
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Power comes from leverage of the organization.
People, process, technology - in that order
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“Even a blind squirrel can get lucky 
and find a nut some of the time.”

Don’t be a blind squirrel.

Question #8:

“How am I going to de-risk the decision that needs to be made”



23© 2022 SAP SE or an SAP affiliate company. All rights reserved. | INTERNAL – SAP and Customers only

Why are we testing, and what do we 
hope to understand from this test ?

Risk 
to the Decider

What is the scope 
of the test?

What’s in the Resource 
& Activity Plan?

How will we measure test 
execution and test success?
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After a test, you can see more of 
what was once hidden

The  test was able to solve an ISSUE
or fulfill an unmet NEED.

(or it didn’t)

The  test proved that the innovation 
can change the Value Equation in 
order to deliver Results.

(or it didn’t)

Question #9:

“How do I know what to 
do next after a test?”
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We are here.

Iterate.

Scale.

Stop.
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Question #10:

“How do I keep all this going and invite 
others to join me on the journey?”

• How can I better understand the needs of my customers, 
employees or suppliers?

• How can I have an accurate & realistic view of my 
business from an outside-in and inside-out perspective?

• How can I connect experience data to my 
operational processes?

• How can I analyse experience, operational, and 
performance measures to spot correlations and 
inefficiencies and ensure changes drive the desired impact?

• How can I develop a data-driven and experience-first 
culture, while including stakeholders and cross-
functional teams in our decision-making process?

We can help you answer these questions
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Visit Signavio.com to learn more.
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Global Vice President
Head of the Center of Excellence
SAP Signavio

Vice President
Center of Excellence, North America
SAP Signavio

Wassilios Lolas

Becoming the Driver of a Continuous Business 
Transformation with SAP Signavio

Pattabhi Peddinti

Early Bird Live: SAP S/4HANA Transformations 
and SAP Signavio Transformation Suite

April 7, 2022
10:00 AM-10:50 AM ET

April 6, 2022
1:45 PM-2:15 PM ET (look for the recording)
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SAP Signavio

Merlyn Gordon

/in/merlyngordon

THANK YOU
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