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INTRODUCTION
Employees in many companies still perform a large part 
of their tasks manually. The consequences are not only 
an enormous waste of time and money, but also a high 
error rate during processing. In order to replace manual 
and sometimes even paper-based processes with automa-
ted workflows and thus drive the digital transformation 
forward, companies often resort to a variety of different 
applications. However, numerous application requests 
and changing requirements are putting IT departments 
under increasing pressure - and they often lack the ne-
cessary staff. This is where Citizen Developers come in: 
With the help of no-code and low-code automation, they 
create digital workflows in the shortest possible time and 
therefore play an increasingly important role in the digital 
transformation of companies. Especially when professional 
software developers are in short supply, Citizen Developers 
can relieve the burden on IT. But what is behind the terms 
citizen developer, no-code and low-code? What advan-
tages do they bring in the long term? In this whitepaper, 
we provide answers to these questions, highlight the chal-
lenges and benefits of citizen development, and conclude 
by clarifying three frequently asked questions from compa-
nies on this topic.

WHAT ARE CITIZEN DEVELOPERS 
AND WHY ARE THEY IMPORTANT 
FOR THE DIGITALIZATION OF BPM?
Citizen developers are technically skilled employees who 
create software-based applications for their respective 
departments outside the IT department. Unlike profes-
sional software developers, Citizen Developers have little 
or no programming knowledge and are therefore depen-
dent on supporting tools. The big advantage is that the 
business users know the processes in their departments 
very well and are ideally suited to independently develop 
solutions and applications for the daily business proces-
ses in their company with the help of intuitive no-code 
and low-code platforms for Business Process Manage-
ment (BPM). In this way, organizations not only save time 
and money, but also counteract the lack of professional 
developers. The IT department is relieved and can focus 
on projects that require more expertise. By implementing 
no-code and low-code functionalities, companies also 
expand the number of people who help accelerate digital 
transformation.

VIVID EXAMPLE
To better understand the differences between the key roles in 
the changing IT landscape through Citizen Development, the 
activities of developers, IT Professionals, and Citizen Develo-
pers are briefly exemplified here in the context of construc-
tion:

Developers are the main contractors and prepare 
a vacant space for construction. Throughout the 
construction process, they are responsible for the 
basic tasks.

IT professionals act as architects to design the 
structure and layout of the building. They ensure 
that all permits are in place, the construction 
process runs according to plan and everything is 
always up to date.

Citizen Developer are responsible for the finishing 
touches. As designers and decorators, they adapt 
the finished building to the individual needs and 
wishes of the residents.

CITIZEN DEVELOPER

of all custom apps are now built outside 
the IT department. Of those, 30% are built 
by employees with either limited or no 
technical development skills. 
Source: 451 Research

of users said the main reason they create no-code 
apps is because they fit their organization‘s needs bet-
ter than other solutions, and 61% said it was so that 
they can make changes more quickly to apps as their 
workloads and requirements change. 
Source: Quick Base

Active Citizen Developers will be at least 
four times the number of professional 

developers at large enterprises by 2023. 
Source: Gartner
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NO-CODE AND LOW-CODE – 
THAT‘S THE DIFFERENCE
No-code platforms usually have a simple visual user 
interface. This means that even technically less experien-
ced users can create their own applications and proces-
ses - often using the drag-and-drop function - without 
writing a single line of code. The clearer the user inter-
face, the easier and faster it is for business users to find 
their way around.

Low-code platforms go beyond the pure no-code ap-
proach and are intended for more complex applications 
that require manual input and - at least minor - IT skills. 
Scripting functions allow individual workflow solutions 
for demanding digitalization projects to be quickly put 
into practice. A combination of visual interfaces and co-
ding sections nevertheless provides developers with good 
guidance and keeps the programming effort small.

ADVANTAGES OF CITIZEN 
DEVELOPMENT

 Increased flexibility: Despite having no or minimal 
programming skills, Citizen Developers are able to 
administer and use software solutions independ-
ently. To do this, they are no longer dependent on 
the help of the IT department and can accordingly 
act more independently and flexibly.

 Relieving the burden on IT: The fact that Citizen 
Developers can act independently relieves the al-
ready overburdened IT department to a large ex-
tent. It can concentrate on more complex IT issues 
that require relevant programming skills.

 Simplified IT architecture: With no-code/low-code 
platforms, users can create processes of any com-
plexity with the ease of building with Lego bricks: 
With this building block principle, workflows can 
be created and automated very easily.

 Increased agility: Due to the independence from 
the IT department, Citizen Developers can imple-
ment, maintain and adapt software solutions as 
needed without long waiting times. 

 Higher productivity: Citizen Developers originate 
directly from the relevant specialist department 
and have the necessary knowledge of their indus-
try. Consequently, they know the requirements for 
the software to be developed as well as workflows 
best.

 Effective governance: No-code and low-code 
platforms are an effective way to avoid shadow IT 
because they offer a standardized approach and 
are embedded in a predefined IT framework. Thus, 
IT can be confident that all platforms are running 
within a secure, approved environment.

„By 2024, 80% of technology products 
and services will be built by those who 
are not technology professionals.“ 
- Gartner Inc., Press Release June 2021
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CHALLENGES OF CITIZEN DE-
VELOPMENT
In order for Citizen Development to function properly, the 
following questions must be answered, responsibilities 
distributed, and any uncertainties that may arise must be 
resolved in advance:  

• How high is the quality of the implemented soft-
ware solution, e.g. with regard to documentation?

• How well and extensively is the developed soft-
ware tested, how secure are the applications and 
who has the rights and the capabilities?

• How well is the process for eliciting the necessary 
requirements going? 

• How will stakeholders be involved in detail and 
how will the possible scenarios be considered in 
practice?

• Who is responsible for the maintenance and sup-
port of the developed software?

• Who carries out any necessary code restructuring 
in the company?

• Who is the contact person when problems arise?

CUSTOMER EXAMPLE
ARVATO SYSTEMS CREATES 
SIMPLE PROCESS AUTOMA-
TION IN A SHORT TIME WITH 
BIC PROCESS EXECUTION
The international IT company Arvato Systems, headquar-
tered in Gütersloh, has been using GBTEC‘s BIC Platform 
for several years and has established a successful process 
management system with the help of the BPM solution. 
With the BIC Process Execution automation tool, the pro-
cess management division of the company, which is part 
of the Bertelsmann Group, is now also putting its first 
automation projects into practice without having to do 
much programming work.

THE START: IDENTIFYING OPPOR-
TUNITIES, FOSTERING CREATIVITY, 
EXPERIENCING FIRST SUCCESSES
The biggest challenge for Arvato Systems was initially to 
sensitize employees to the tool‘s functions and to identify 
automation opportunities in everyday processes. When 
getting started, the process management team tried out 
the tool a lot and thus gradually approached the various 
automation functions. „Once users look at processes that 
have already been modeled and recognize which (sub)
processes can be automated, they have an almost infini-
te number of ways to automate cleverly and, above all, 
easily with BIC Process Execution,“ says Witali Glazyrin, 
process manager at Arvato Systems. Process consultant 
Erdem Budak adds: „This approach in the tool is really 
intuitive, it‘s like playing with Lego. Within two to three 
hours, I was able to create a process framework, inclu-
ding executable elements, as I had it in my head, and wit-
hout much programming effort - that felt very good.“ The 
IT specialist‘s process management team therefore sees 
the modular principle with the no-code/low-code auto-
mation in BIC Process Execution in particular as a great 
enrichment. This makes everyday work much easier, as 
employees can carry out automation independently wit-
hout the need for a large number of contributors.
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THE ADDED VALUE: IMPLEMENT 
AUTOMATIONS, REDUCE ERRORS, 
SAVE TIME
The first process that Arvato Systems is currently automa-
ting with BIC Process Execution is a survey on employee 
satisfaction. In the past, the survey was conducted via 
Microsoft Forms. In addition to unnecessary loading 
times of Excel lists, there was also an increased error 
rate due to many manual activities and media breaks in 
the transfer of information. With BIC Process Execution, 
employees will instead receive regular personalized tasks 
that they can conveniently fill out in forms and of which 
they will be automatically reminded by e-mail. The data 
is then automatically transferred to Arvato Systems‘ pro-
cess monitoring software BIC Monitor via an integrated 
REST interface, where it is clearly presented in the form 
of a dashboard. This not only facilitates the evaluation 
of the results, but also serves as a basis for audits. The 
IT company sees a major advantage here in saving time 
and reducing errors: „By digitalizing and automating the 
process with the tool, we want to eliminate weak points 
because the data no longer has to be processed manu-
ally. We can thus reduce additional sources of error and 
save a lot of time, because we get to the analysis results 
much faster and the survey is not forgotten,“ explains Dr. 
André Lougear, Head of Process Management at Arvato 
Systems.

AUTOMATION MADE EASY - 
WITHOUT IT
The biggest advantage for the company is the no-code/
low-code automation itself: „With BIC Process Execution, 
I simply take automation into my own hands - and the 
emphasis here is really on simple. I immediately have the 
results of my ideas in front of my eyes and can execute 
them directly with just one click,“ says Erdem Budak. Ar-
vato Systems also uses the automation tool for processes 
to assign user rights and roles in order to provide emp-
loyees with a central entry point and create transparency.

„With BIC, I have a motivating “wow” 
moment after just a few clicks, which 
makes the barrier to automating other 
processes as well much lower.“ 
- Erdem Budak, Process Consultant at Arvato Systems

CITIZEN DEVELOPERS DRIVE 
DIGITAL TRANSFORMATION
Citizen Developer is more than a buzzword, as it enables a 
tangible increase in organizational efficiency and producti-
vity. After all, IT has limited resources and often a long list 
of unimplemented solution requests. But in today‘s world 
of SaaS, cloud, no-code and low-code tools, anyone can 
co-develop. For example, before the invention of PowerPo-
int, who would have thought that non-graphic artists could 
create visually appealing presentations? The fact that Citizen 
Developers can operate independently of the capacities of 
the IT department means that they accelerate digital trans-
formation enormously.
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FAQS
Despite the great advantages offered by Citizen Develop-
ment, many companies are still hesitant to exploit this 
potential. But what are their main concerns? We clarify 
three frequently asked questions:
 

1. HOW RELEVANT ARE CITIZEN 
DEVELOPERS?
Nowadays, almost every company faces the problem of ac-
quiring sufficient IT personnel. As a result, IT departments 
are heavily overloaded and process managers have to join 
the long queue of to-dos to be processed. Citizen deve-
lopers can provide independence from IT with no-code 
and low-code platforms. According to Gartner, anyone can 
become a citizen developer these days, as long as the plat-
forms are sufficiently intuitive. The analyst estimates that 
41 percent of employees already work as citizen develo-
pers in various areas, and the trend is still rising.

2. WILL THIS DEVELOPMENT MAKE 
PROFESSIONAL PROGRAMMERS 
OBSOLETE?
Some IT specialists fear that Citizen Developers can re-
place professional programmers. But this fear is based on 
false assumptions. The concept of Citizen Development 
is rather intended as a complementary approach. Citizen 
developers should therefore not be seen as competition 
for programmers, but rather as a relief so that they can 
concentrate on what they do best - developing complex 
applications.

3. HOW DO CITIZEN DEVELOPER 
AND IT COMPLIANCE FIT TOGE-
THER?
The fact that Citizen Developers work with the knowled-
ge of the IT department means that IT compliance can be 
ensured and regulations adhered to. The IT department 
often supports the implementation of no-code and low-
code platforms and can ensure that the Citizen Develo-
pers continue to work in compliance. However, should 
problems arise, the IT department can still intervene to 
provide support.
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WITH BIC PLATFORM TO DIGITAL TRANSFORMATION
The digital transformation is becoming increasingly relevant in organizations of all kinds. With BIC you decide for an
innovative process management, intelligent process automation, first-class process mining and thus secure a decisive
competitive advantage.

MODELING &  
ANALYSIS

EXECUTION & 
AUTOMATION

MEASURING &
MONITORING

BIC Process Design BIC Process Execution
BIC GRC

BIC Process Mining

ALL BIC MODULES AT A GLANCE

BIC PROCESS DESIGN 
Simple process modeling, comprehen-
sive process analysis and publication
within seconds with BIC Process
Design.

BIC PROCESS MINING 
With BIC Process Mining, you visualize,
measure, and analyze your real busi-
ness processes using real process data.

BIC PROCESS EXECUTION 
Based on a strong zero code workflow
engine, processes are automated directly 
from simple process maps.

With BIC Platform you can rely on the most advanced technology, modern design, high usability and powerful fea-
tures. Get the best out of your processes.

BIC GRC 
With BIC GRC you successfully automa-
te your governance, risk, and complian-
ce management.
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MAXIMUM EFFICIENCY THANKS TO 
SIMPLE PROCESS AUTOMATION 
From process modeling to automation and monitoring - 
with BIC you choose an innovative all-in-one suite for your 
entire business. Rely on best-of-breed technologies, state-
of-the-art design and powerful features and transform 
your business processes directly into executable processes 
without programming. Uncover the full potential of your 
optimized process models and achieve significant progress 

for the digital transformation in your company. Get the 
most out of your processes with the BIC Platform and stay 
successful in the long term.

Bring more speed into your business processes with BIC 
today and use your valuable time for the really important 
tasks instead of manual processes.

DIGITAL TRANSFORMATION LIFECYCLE



DISCOVER BIC PROCESS EXECUTION

Phone GBTEC  +49 234 97645-110 
E-Mail GBTEC  sales@gbtec.com

Want to learn more about BPM with BIC Platform? Contact us by phone or email or sim-
ply participate in one of our numerous and free webinars!

YOU WANT TO LEARN MORE?

GBTEC GROUP

GBTEC Software AG is a specialist for business process management, digital transfor-

mation, business intelligence and integrated risk management. The company suc-

cessfully combines consulting and software development in a single source. With BIC 

Platform, a suite for digitalization in companies, GBTEC offers innovative, fully compre-

hensive and powerful software for optimizing processes and IT systems. Its customers 

include numerous DAX corporations as well as large medium-sized companies and 

public administration.

https://www.linkedin.com/company/gbtec-software-ag
https://twitter.com/gbtec?lang=de
https://www.xing.com/company/gbtec
https://www.youtube.com/channel/UCcagtYh5RvoXT0bC-pRpxCQ
https://www.facebook.com/GbtecGroup
https://www.gbtec.com/bic-platform/?utm_source=wp&utm_medium=document&utm_campaign=other&utm_content=bic-platform
https://www.gbtec.com/bic-platform/?utm_source=wp&utm_medium=document&utm_campaign=other&utm_content=bic-platform
mailto:sales%40gbtec.com?subject=
https://www.gbtec.com/infohub/webinars-events/?utm_source=wp&utm_medium=document&utm_campaign=other&utm_content=webinars

