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A CONTRIBUTION TO ANALYSIS OF 

THE PROCESS MANAGEMENT IN 

FUNCTION OF IMPROVING BUSINESS 

QUALITY 
 

Abstract: This paper presents an approach to the 

analysis of business processes, based on the function 

of customer requirements management. The 

presented business segment is discussed in terms of 

the flow of information and illustrated by diagrams 
of context and decomposition diagrams of specified 

functions, as well as with the relational database 

model. This consideration has enabled the basis for 

the development of an adequate information system 

aimed at improving the quality of operations. The 

presented business model is implemented in JKP 

Parking Service Kragujevac. 

Keywords: Business Process Management, Quality 

of Operations, Information System  

 

1. INTRODUCTION  
 

Analysis of business processes is one 
of the main activities in the development 

of information systems. This analysis is a 

precondition for obtaining an adequate 

picture of the necessary information on 

which are based the whole business. In 

addition, this analysis represents the basis 

for a detailed picture of the underlying 

data on the flow of information within the 

company. This is the initial step in the 

formation of information system, which is 

based on the overall implementation of 

computer and information technology. 
The analysis of business process 

management authors place great 

importance by setting the theoretical 

foundations, as well as concepts and 

architectures [1, 2, 3]. However, It is an 

indisputable connection between this issue 

with the development and implementation 

of information systems. Brocke and 

Rosemann [4] discusses methods of 

business process management and 

information systems. In this sense 

Hofstede et al. [5] analyzed modern 

business process with opportunities of 

automation and environment support. 
Many authors discuss the connection 

between Business Process Management 

with information technology from different 

aspects: 

 Integration with a Web 

environment [6] 

 Monitoring by using web 

products [7] 

 Tools and applications 

development [8] 

 Business process automation [9, 
10] 

 Implementation of information 

technology [11, 12] 

The emphasis of discussion in this 

paper is to analyze the flow of information 

on the function of customer requirements 
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management. The example shows a 

detailed analysis of business processes and 

information flow in the considered 

segment. Presented methodology is 

applied effectively in the enterprise JKP 

“Parking Service Kragujevac“. By this 

function is performing processing of the 
parking places user's request on the 

regularity of payment or issuing special 

day tickets.  

The presented analysis of business 

processes and the flow of information is 

the basis for the development of 

information system, relational databases, 

and application of the entire information 

technology in obtaining necessary 

information [13, 14, 15]. 

 

 

2. ANALYSIS OF THE 

INFORMATION FLOW  
 

The entrance to this function is the 

user's request for complaints by which 

requires the commission to set deadline for 
approach to examining the basis of the 

complaint. If the user has right request is 

resolved positively. Then economic 

service is required to make possible 

reversal of special day tickets and to 

refund the money. If the user is not in right 

the user is informed to pay a special day 

ticket and that otherwise be sued. 

This function has the following 

processes: 

 the admission process of 

complaint 

 process of forming a solution the 

user 

The admission process of complaints 

has the following activities: 

 activity of filing requirements 

 activity of determining the 

important facts 

The process of forming a solution to 

the user contains the following activities: 

 activity of giving approval to 

issuance of decisions 

 Physical activity of issuing the 

decision 

 
Figure 1 - Context diagram for the 

function of complaints 

 

In the function of Complaints are 

implemented those processes and activities 

that are used for the process of a user 

complaint according to Parking Service. In 

case that they are damaged by the Parking 

Service, users have the right to request 

review of the case. The entrance to this 

function is a document - User request. By 

it the user requires the re-examination of 
elements that have led to the need foro 

paymant of the forms of punishment. The 

output of this function is a decision by 

which is accepted or rejected users state 

and it is sent to the user. The control is 

done through generic documents, decisions 

of local government and the document 

Traffic Safety Law. The mechanism 

consists of a lawyer and a officer. The 

lawyer judge the essential elements for the 

assessment of user complaint. The officer 

performs administrative and technical 
activities. 

 

 
Figure 2 - Decomposition diagram for 

the function of complaints 
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The process of request admission is a 

set of activities for receiving a request 

from the user and perform the necessary 

activities of filing or establishment of 

facts. The input into this process is a 

document User request. The output from 

the process is a generic information about 
the elements of user violations (objective 

facts without evaluation). The control is 

performed through a generic document -

Decisions of local government. The 

mechanism makes the officer on 

administrative tasks. 

The process of forming decisions is a 

set of activities for forming the document 

Decision on the complaint. Decision on the 

complaint can be positive or negative 

depending on the elements of the 

circumstances under which it was made an 
violation. The entrance into this process is 

a generic information about the violation. 

The output is formed document Decision 

which is forwarded to the user. Control is 

performed through the document Law on 

Traffic Safety. The mechanism makes a 

lawyer on activities of the formation of 

solutions. 

 

 
Figure 3 - Diagram of the first level for 

the process Reception of requests 

 

Registration activity is a set of 

procedures and steps which are used for 

registration of user's request for the 

purpose of further entry into the procedure 

of processing the request. The entrance to 

the activity is user's request for the 

complaint. Output is registered request 

which is forwarded to the activity 

Establishing the facts. The mechanism 
makes the officer on activities of filing. 

Activity Establishing the facts is a set 

of procedures and steps that establish the 

fact of the importance for the forming 

solutions. The entrance to this action is 

registered request. The output is a generic 

information on the violation that is 

forwarded to in the process of forming a 
decisions. The control is through a generic 

document Local government decisions. 

The mechanism makes the officer. 

Activity Giving approval is a set of 

procedures and steps which are used for 

decision on approval or disagreement. The 

entrance to the activity is a generic 

information on the violation. The output is 

a generic information on compliance. 

Control is performed through the 

document Law on Traffic Safety. The 

mechanism makes the lawyer which 
decides on approval. 

 

 

 
Figure 4 - Diagram of the first level for 

the process of forming decisions 

 

Activity Giving solutions is a set of 

procedures and steps that form the 

document Solution to customer 

specification for any complaint. The 

entrance to this activity is a generic 

information Approval. The output is 

Solution by which are accepted or rejected 

users requests. The mechanism makes the 

officer. 
 

 

3. RELATIONAL DATABASE 

MODEL 
 

Based on the previous analysis of 
information flow has been established 
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relational database model, Figure 5. This 

performs the following key step in the 

development of the information system.

 

 
Figure 5 - The relational data model for the function of complaint management 
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The tables that appear in the relational 

model for the function of users complaint 

management are presented in Figure 5: 

 Worker 

 Reminder 

 Order for car lift vehicle  

 Special daily ticket 

 Order 

 Request for reclamation 

 Solution for reclamation 

 Photo/reclamation 

The table with code lists is worker. 

Other tables maintain information about 

the documents contained in this function. 

Independent entities are: Worker. 

Dependent entities are: Reminder, Order 

for car lift vehicle, Order, Special daily 

ticket, Request for reclamation, Solution 
for reclamation. Derived entities are 

Photo/reclamation. 

All independent entities as tables of 

codes in the database. Subsidiary entities 

are tables of documents. Derived entities 

are database tables.  

 

 

3. CONCLUSION 
 

This paper presents the analysis of 

business processes problems in a business 

segment which relates to customer 

requirements management. The example 

refers to a business segment of the 

company JKP "Parking Service 

Kragujevac", which has been successfully 

implemented in practical circumstances. 

The consideration represents a detailed 

analysis of this function. Discussed issue 
of customer requirements management is 

often present in modern business 

companies of a wide range activities. 

Business process analysis was the first 

step in the establishment of an information 

system. The first and most important result 

was an accurate picture of the flow of 

information, and expressed graphically by 
using decomposition diagrams. A clear 

picture of the flow of information in this 

area is the most important starting point 

for the development of the entire 

information system.  

The next key step which is the result 

of this analysis was the establishment of 

the relational database model. This paper 

presents a complete database model to the 

observed segment with all elements of 

relational linking entities. 

The present model is the basis for the 
application of information technology in 

all aspects: the development of software 

solutions, creating reports and query for 

obtaining all necessary information. 

It is undisputed that the analysis of 

business processes has a major impact on 

improving the quality of all our operations. 

In this paper, the analysis was applied to 

the basic steps of development of 

information system.  

In addition to the development of an 
information system, showing consideration 

aims at improving the quality of 

operations. By accurately definition of 

business processes and information flow is 

realized their consistency in every sense, 

and therefore impact on the quality of the 

overall business. 
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