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In this study, we develop a method for analyzing business process based on the event-driven process chain (EPC) model.

The method consists of five stages such as identifying abnormal events, finding causes for the abnormal events and problems

caused by the abnormal events, making cause-and-effect chains, drawing root-cause map, and defining improvement areas. We

illustrate how to apply the method with some examples for the domestic registered mail delivery process.
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<Figure 1> Cause—and—Effect Diagram
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<Figure 2> Framework of Cause—and—Effect Chain
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1.1 Check suitability and select proper service

1.2 Select special mail

1.3 Input sender and recipient information

1.4 Calculate discount and payment

1.5 Attach barcode label, categorizing and storing

1.6 Couple and check one-day express mails

1.7 Couple and check except for one-day express mails
1.8 Check and transfer

5.1 Take over mail-box/sack

5.3 Send mail-box/sack/pallet/trolley

2.1 Take over mail-box/sack

2.3 Load pallet to truck

2.2 Sort, couple and load mail-box/sack to pallet

6.4 Sort and transfer mail-box/sack

7.3 Register-sort mails and create transfer information

8.4 Register delivery result

3.1 Check truck ID

3.9 Confirm, sort and transfer mail box/sack

4.1 Take over and move mail-box/sack to work station

4.5 Open and Check box for registered mails
4.6 Register and sort registered mails

<Figure 5> Domestic Registered Mail Delivery Process
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<Figure 9> Root Cause Map for the Missing Track—and—Trace Information Case
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