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❑ Philadelphia Works wanted to improve workforce 
services for customers to boost employment and 
economic stability

❑ Discovered that improvements to the program 
environment were needed to lay the ground work for 
other program improvements

❑ Challenges are not unique to Philadelphia

Motivation for Business Process Analysis 

(BPA) in Philly



What is BPA?



❑ Reduce administrative burden for customers and staff

❑ Streamline processes 

❑ Ensure consistency in service quality 

→ Reinvest time saved into value-added customer services

Goals of BPA for TANF programs



Learn, Innovate, Improve (LI2) framework



Example in Philadelphia



Learn phase activities: Process flow 
diagram



Learn phase activities: Paperwork 
analysis

Keep Streamline

Eliminate



The results

Before:

After:



Innovate phase activities: example 
revised enrollment paperwork



❑ Designed and conducted tests of revised paperwork

❑ Road test revealed the need to tweak the forms and 
provide additional staff training

❑ Anecdotal evidence from customers that less forms to 
complete on Day 1 improved their experience

Improve phase activities and results
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Program perspective



❑ In the past change was implemented without much input 
from provider staff

❑ The BPA is deliberate in being inclusive of all staffing levels

❑ Staff buy-in is necessary to make the BPA effective

Implementing service delivery change: 
Old vs. new way and staff buy-in



❑ Influencing change when providers disagree change is 
needed

❑ Staff process and manage change at different levels

❑ Change can often FEEL like a disruption instead of a 
benefit to service delivery

The reality of change: It’s hard
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Questions


