
This study card represents a simplified BPMN 2.0 collaboration diagram with a focus on the use of different types of activities. The diagram consists of two participants (Pools): a 
customer and a help-desk center, with the focus on the latter. The collaboration between participants starts with the customer‘s “Help desk call” and finishes with a “case is closed” 

end event. Within the help-desk process, different types of tasks and sub-processes are performed by humans or IT systems.
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“Receive task“ symbol 
indicates that a Task waits 

for a message from another 
participant (Pool) in order to 

be performed.

Record and close 

the case

“User task“ symbol 
indicated that a Task 

is performed by a 
human with IT 

assistance.

“Send task“ 
symbol indicates 
that a Task sends 
a message prior 

to its end.

“Collapsed sub-process“ 
(‘+’ symbol) indicates a set 

of activities that are not 
visible on the current 

business process diagram.

“Manual task“ 
symbol indicates that 
a Task is performed 
without IT support.

“Call activity“ (thick 
border line) represents a 
call of a reusable activity 

(task or sub-process).

“Event sub-
process“ 
(dotted 

border line) 
represents a 
sub-process, 

which is 
triggered by 

an event.

“Multiple instances“ 
(sequential) symbol indicates 

that several instances of a 
Task are created sequentially.

This event 
based sub- 
process is 

triggered by 
an non-

interrupting 
message 

event.

“Ad-hoc“ symbol 
indicates that the 

sequence of activities in a 
Sub-process is not defined 

(known).
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“Expanded 
sub-process“ 

indicates a 
set of 

(common) 
activities 
that are 

visible on the 
current 

business 
process 

diagram.

Check priority 
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“Script task“ symbol 
indicates that a Task is 

automatically executed by 
a Business process engine.

“Business rule“ symbol 
indicates that a Business 

rule engine evaluates 
Customer‘s SLA in order to 

define level of support.

Solution 

found  When a 
solution is 
found, the

sub-process 
is ended.

“Service task“ symbol 
indicates that an (external) 

IT solution (service)  
performs a Task.

H
el

p
 d

es
k 

ca
ll

A
n

sw
er

© Copyright 2013 Good e-Learning. All rights reserved. No part of this publication may be reproduced, resold, stored in a retrieval system, or distributed in any form or by any means, electronic, mechanical, photocopying, recording, or 
otherwise, without the prior permission of the copyright owner. Such requests for permission or any other comments relating to the material contained in this document may be submitted to: marketing@goodelearning.com

Case closed

https://www.goodelearning.com/Member_Area/Register/#/preview

	Study card 4  -An example of an analytical process model.vsd
	Descriptive model


