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Abstract—This article reports a research that has colletected and 
analyzed perceptions about the influence of CSF in Business 
Processes (BPM) initiatives. A systematic literature review was 
performed in papers published in indexed journals. In a second 
step, a survey was applied to a short sample composed by experts 
in BPM, with a single question: what area the CSF that most 
influence in the implementation of process management? After it, 
a full questionnaire was build and applied to an extended sample 
composed by Brazilian BPM experts. As a result, the top 10 CSF 
perceived as most critical to the success in BPM initiatives were 
identified. The main contributions of this paper are the original 
way the CSF were elicited and how their importance was found 
out, both in a systematized and robust way that can be followed 
by other researches and practioneers. 

Keywords— Business Process Management, BPM, Critical 
Factors, CFS, survey 

I.  Introduction 
The adoption of BPM is a trend, once it provides 

improvement in process and organizational results . In the 
other hand, there is an increase of failures in the process of 
implementing BPM: as shown in Trkman (2010), about 60% 
and 80% of BPM initiatives have failed. According to 
Bandara; Gable; Rosemann (2005) to reduce such failures  it is 
necessary to identify and evaluate the critical success factors 
(CSF) that influence  the BPM implementations. 
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This article describes a research carried out for finding the 
CSF  thatmost  influence the success of BPM initiatives;. 

II. Materials, Methods and Results 
Fig. 1 shows the steps performed in the researvh in order to 

achieve our objective o four research.  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 1.  Graphical abstract of the methodology steps 
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A. Literature Review 
A set of 23 articles published in journals indexed in 

SCOPUS or in ISI Web of Science were analyzed looking for 
critical factors that should influence the implementation of 
BPM initiatives. The process of searching, selecting and 
analyzing the references was inspired in Pereira, Costa (2016),  
Mexas et al. (2012), Da Rocha et al. (2016) and De Freitas, 
Costa (2016) and has resulted in the selection of the following 
articles for the literature review: Al-Mudimigh (2007); 
Alibabaei et al., (2010); Bai; Sarkis (2013); Bandara; Gable; 
Rosemann (2005); Buh; Kovačič; Štemberger (2015); 
ABPMP(2013); Ceribeli; De Pádua; Merlo (2013); Da Silva; 
Damian; De Pádua (2012); De Waal; Batenburg (2012); 
Goeke; Antonucci (2013); Helfert (2009); Hung (2006); 
Mutschler; Reichert; Bumiller (2008); Niehaves, Plattfaut, 
Becker (2013); Ravesteyn; Batenburg (2010); Reijers (2006); 
Schmiedel; Vom Brocke; Recker (2013); Škrinjar, Trkman 
(2013); Sentanin; Santos; Jabbour (2008); Štemberger; Bosilj-
Vukšić; Jaklič (2009); Tuček; Hájková, Tučková (2013);Vom 
Brocke; Sinnl (2011); Vom Brocke; Zelt; Schmiedel (2015).  

As a result, 52 factors were addressed as critical ones to 
the success of BPM initiatives. Notice that some terms were 
standardized according to the similarity, e.g., Schmiedel; Vom 
Brocke; Recker (2013) the term "Customer orientation", while 
the Guide ABPMP (2013) mentions the term "Customer 
Focus". The CSF that is most frequent in the set of paper is 
―Support and commitment of the High Administration‖, hat 
has appeared in 14 of the 23 papers analyzed.  

B. Survey with Experts in Business 
Process Management  
A simplified questionnaire with the alone question: "Based 

on its experience in process management, what are the factors 
(variables / conditions) that influence the success of 
management initiatives for processes, ie, those factors that are 
considered in their perception as critical to the success of this 
approach?", was applied to a sample composed by BPM 
experts with CBPP Certification.  

The questionnaire was sent by email to 22 experts that 
have ate least six (6) years of experience in project 
management initiatives. Among these experts, 17 answered 
the questionnaire, and analysing their answers, a set of 37 CSF 
were identified: The most cited CSF for BPM initiatives was 
―support and commitment of senior management‖, which 
highlights the importance of effective support by the leaders of 
the organization. 

Another aspect highlighted in the survey: eight CSF that 
have not appeared in the literature review, namely: sustainable 
performance of processes, ie, maintenance and continuity of 
process management in the organization; Perception of the 
value and benefits of management by business processes; 
Empowerment in the execution of business processes; Periodic 
audit of business processes; Reduced scope of BPM project; 
Reward system aligned to business processes; Culture for 
innovation; Adoption of thematic forums for reflection and 
discussion about BPM. 

C. Questionnaire and Data Collection 
Sixteen (16) CSF were selected to be included in the 

questionnaire to be applied to a large sample os experts in 
BPM. The selection has taken into account: the most cited in 
the literature review and the most evidenced by the experts 
surveued in previous step (step B); The CSF were grouped 
into four dimensions, as presented in the study of Reijers 
*(2006): Management, Process, Technology and Human. 

The data collection was carried out by sending an online 
Survey Monkey form, with 16 objective questions, to a sample 
composed by experts that have CBPP certification (Certified 
Business Process Professional). These experts were early 
invited to answer the research throughout the LinkedIn 
network. From 472 professionals contacted, 295 accepted the 
invitation to answer the research. Finally, a total of 156 
professionals answered to the survey, however, there were a 
total of 136 valid questionnaires effectively. Table 4 shows the 
scale adopted in the form applied in data collection. This scale 
is based in Nepomuceno and Costa (2015). 

D. Results 
Table II shows the ranking of the CSF, taking into account 

their positive influence on BPM initiatives,. I other word, the 
ranking process has taken into account the sum of the answers 
"positive influence - very high (VH)" and "high positive 
influence (VP)" responses. Another point observed refers to 
the level of positive influence on the rating scale which 
corresponds to an average of 98.44% of the answers of the 
experts, the remaining percentage corresponds to the levels of 
review "No Influence" (1.19%); "Negative Influence" (0.28%) 
and "does not apply or not answer" (0.09%). 

It was observed that 110 experts (80.88% of the sample) 
indicated the ―support and commitment of senior 
management‖ as a CSF with a very high level of positive 
influence on the success of BPM initiatives, The factor "single 
information technology tool for process modeling" was cited 
by 14 experts as one does not influencing the success of BPM 
initiatives, ie 10.30% of the sample.  

Table II shows that the critical success factors related to 
dimension "technology" did not appear in the first 10 ranking 
positions. In addition, the CSF 4:15 are tied with a rating of 
86.03%, and the CSF 6:13 to 78.68%. 

TABLE I.  Scale of  for evaluation the impact/inflluence of the CSF on 
the implementationof BPM. 

POSITIVE impact (PI) 
No 
influence 
(NI) 

NEGATIVE impact (NI) 
Not 
apply 
or I do 
not 
wish to 
answer 
(NA) 

Very 
high 
(VH) 

High 
(H) 

Mid 
(M) 

Low 
(L) 

Low 
(L) 

Mid 
(M) 

High 
(H) 

Very 
high 
(VH) 
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TABLE II.  - Ranking of CSF that hasve positive iinfluence/impact on 
BPM initiatives 

Dimension Critical Success Factor 

% of 
answer  

(PI-VH and 
PI-H) 

Ranking 
Position 

Management 
Support and commitment of 
senior management (CSF-
01) 

94,12% 1º 

Process 
Customer Orientation (CSF-
05) 

92,65% 2º 

Management 
Alignment between strategy 
and processes (CSF-02) 

91,91% 3º 

Human 
Involvement of people 
(CSF-14) 

89,71% 4º 

Process 
Performance measurement 
processes - Metrics (CSF-
04) 

86,03% 5º 

Human Communication (CSF-15) 86,03% 6º 

Process 
Perception of the value and 
benefits of management for 
business processes (CSF-08) 

83,82% 7º 

Management 
Change Management (CSF-
03) 

80,15% 8º 

Process 

Structured and appropriate 
methodology for 
implementing BPM 
initiatives (CSF-06) 

78,68% 9º 

Human 
Organizational Culture 
(CSF-13) 

78,68% 10º 

Process 

Sustainable performance of 
processes (maintenance and 
continuity of process 
management in the 
organization) (CSF-07) 

77,21% 11º 

Human 

Training and Qualification 
of those involved in the 
processes and BPM practice 
(CSF-12) 

76,47% 12º 

Technology 
Alignment between IT and 
processes (CSF-09) 

75% 13º 

Human 
Empowerment in the 
execution of business 
processes (CSF-16) 

63,97% 14º 

Tecnologia 
Process automation (CSF-
10) 

47,79% 15º 

Tecnologia 
Technology tool only 
information to process 
modeling (CSF-11) 

34,56% 16º 

III. Conclusion 
The―support and commitment of senior management‖ has 

the highest level on the positive influence.  

The factor "single information technology tool for process 
modeling" was the most cited by experts as an aspect that does 
not influence the success of BPM initiatives, corresponding to 
10.30% of the total of 136 respondents research result. Besides 
this, other CSF also appeared in the list of aspects that do not 
influence the success of BPM initiatives, namely: Process 
Automation (2.94%); Alignment between IT and processes 
(1.47%); Empowerment in the execution of business processes 
(1.47%); Change Management (0.74%); Sustainable 
performance of processes (maintenance and continuity of 
process management in the organization) (0.74%); Value 
perception and benefits management for business processes 
(0.74%); Training and Qualification of those involved in the 
processes and BPM practice (0.74%). 

Some CSF were evaluated as having a negative influence 
on the level of success of BPM, namely: Process Automation 
(0.74%); Only information technology tool for process 
modeling (0.74%); Empowerment in the execution of business 
processes (1.48%); Training and Qualification of those 
involved in the processes and BPM practice (0.74%); 
Organizational culture (0.74%). Thus, it can be inferred that 
some experts who evaluated these CSF negative influence on 
level considered these aspects as barriers and facilitators not in 
any experience they had in initiatives / BPM projects. 

Most (98.44% ) of the answers of experts were assigned to 
the level of positive influence. In contrast, very tiny amount of 
responses were to negative influence level (0.28%) and only 
(0.09%) choose  ―does not apply or I do not wish to answer‖.  
Note that only two CSF appeared on the scale "not apply or I 
do not wish to answer" with a 0.74% rate each, as follows: 
Alignment between IT and processes; and, Organizational 
Culture. Considering the low percentage of the above CSF 
responses, it appears that most of the experts had no doubts 
about the matters covered in the questionnaire. 

The dimension ―Management‖ leads the ranking of the 
highest rate of responses from experts, then appears the 
dimension "Process" with a very small difference of only 
0.05% over the first place. Thirdly, the "Human" dimension 
(98.82%) and finally Technology dimension with an average 
of 94.36%. It is noteworthy that despite being a BPM practice 
oriented to business processes, the dimension "Management" 
stands out first, since this practice is directly aligned to the 
management of organizations, not being a parallel approach to 
business management and not just a specific project 
information technology. 

The ―Top Ten‖ CSF that most influence on the success of 
BPM initiatives/projects, under the perception of the BPM 
experts surveyed (all of them have CBPP certification) and 
regarding the sum of the options "positive influence - very 
high" and "positive influence - high", are listed as follows: 

 1st: Support and Senior Management's commitment 
(CSF-01); 

 2nd : Customer Orientation (CSF-05); 

 3rd : Alignment between strategy and processes (CSF-
02); 

 4th: Involvement of people (CSF-14); 
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 5th: Performance measurement processes - Metrics 
(CSF-04); 

 6th: Communication (CSF-15); 

 7th: Value Perception and benefits of management for 
business processes (CSF-08); 

 8th: Change Management (CSF-03); 

 9th: Structured Methodology and suitable for the 
implementation of BPM initiatives (CSF-06); 

 10th: Organizational Culture (CSF-13). 

Among the seven (7) critical success factors most cited in 
the literature review, six (6) were highlighted in the survey as 
those that most influence the success initiatives of BPM, with 
the exception of the CSF "Capacity Building and Training of 
those involved in the processes and practice BPM". 

We conclude that the CSF listed in the rankings are 
relevant to shift the possibility of success in BPM initiatives.  
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