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“Process	
  innovation	
  through	
  insight.	
  
Insight	
  through	
  process	
  innovation.”	
  

“It’s	
  the	
  process	
  where	
  strategy	
  
and	
  tactics	
  are	
  executed	
  to	
  
achieve	
  the	
  desired	
  goals	
  and	
  
ambitions.”	
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Rabobank	
  Group	
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Our	
  values	
  

•  The	
  interests	
  of	
  our	
  customers	
  and	
  members	
  are	
  key	
  
•  Delivering	
  the	
  best	
  possible	
  solutions	
  to	
  our	
  customers	
  
•  Offering	
  continuity	
  in	
  our	
  services,	
  thereby	
  serving	
  our	
  customers’	
  long-­‐
term	
  interests	
  

•  Showing	
  commitment	
  to	
  our	
  customers	
  and	
  their	
  environment,	
  thereby	
  
assisting	
  them	
  in	
  realising	
  their	
  ambitions	
  

Core	
  values	
  Rabobank	
  Group	
  
•  Respect	
  	
  
•  Integrity	
  
•  Professionalism	
  	
  
•  Sustainability	
  

Brand	
  values	
  Rabobank	
  
•  Involved	
  
•  Nearby	
  	
  
•  Leading	
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At	
  Rabobank	
  

Frank van Geffen             18-06-2014 

The	
  success	
  of	
  Process	
  mining	
  



Outline	
  

• What	
  happened	
  so	
  far	
  and	
  where	
  are	
  we	
  going?	
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Voorbeeld lay-out Hoofdstuktitel 

What	
  happened	
  so	
  far	
  and	
  where	
  are	
  we	
  moving	
  to?	
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  new	
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  plateauing	
  
on	
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Crea%ng	
  business	
  value	
  with	
  process	
  mining,	
  by	
  
improving	
  the	
  performance	
  of	
  our	
  support	
  
processes.	
  

Case	
  II:	
  Self	
  service	
  portal	
  for	
  
Human	
  Resource	
  Services	
  

Case	
  I:	
  Optimize	
  
Incident	
  Management	
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Case	
  I:	
  Complexity	
  of	
  a	
  monitor	
  defect.	
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Can	
  you	
  spot	
  the	
  rework	
  and	
  
potential	
  waste?	
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The	
  overall	
  result	
  of	
  improving	
  the	
  
incident	
  management	
  chain	
  is	
  staggering!	
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72.000	
  hrs.	
  	
  
of	
  reduced	
  waiting	
  

times	
  

28.000	
  steps	
  	
  
for	
  incidents	
  
eliminated	
  

2.000	
  incidents	
  	
  
prevented	
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300.000	
  steps	
  
For	
  incidents	
  eliminated	
  

500.000	
  hrs.	
  	
  
of	
  reduced	
  waiting	
  times	
  



Case	
  II:	
  The	
  effect	
  of	
  changing	
  the	
  process	
  
of	
  refunding	
  business	
  expenses	
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29	
  hrs.	
  /	
  	
  
1.2	
  days	
  

265	
  
hrs	
  /	
  11	
  days.	
  



The	
  success	
  of	
  others	
  convinced	
  the	
  business	
  
owners	
  to	
  create	
  value	
  in	
  the	
  core	
  processes.	
  

Case	
  III:	
  The	
  cross	
  channel	
  mortgage	
  
customer	
  journey	
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Bank	
  

Introducing	
  the	
  mortgage	
  cross	
  channel	
  customer	
  
journey	
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Awareness	
   Browsing	
   Buying	
  

Online	
  

1
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In	
  reality	
  it	
  is	
  much	
  more	
  complex.	
  Don’t	
  look	
  for	
  the	
  
needle	
  in	
  the	
  haystack,	
  but	
  ask	
  smart	
  questions.	
  

Awareness	
   Browsing	
   Buying	
  

1
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Do	
  we	
  make	
  the	
  promised	
  customer	
  experience	
  come	
  
true?	
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1	
   2	
   3	
  

The	
  promise	
  

Routing:	
  
From	
  bank	
  42%	
  
From	
  online	
  58%	
  

	
  
	
  

First	
  time	
  right	
  
uploading	
  is	
  achieved	
  
in	
  only	
  14%	
  of	
  the	
  

cases.	
  	
  

Appointment	
  within	
  10	
  
days	
  on	
  average.	
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What	
  makes	
  process	
  mining	
  a	
  
success	
  for	
  Rabobank?	
  
•  Belief	
  and	
  vision	
  (start	
  small,	
  think	
  big)	
  

•  Explain	
  the	
  paradigm	
  shift	
  that	
  is	
  happening	
  (facts,	
  full,	
  for	
  real,	
  fast)	
  

•  Sponsorship	
  from	
  the	
  belief	
  that	
  it	
  will	
  yield	
  the	
  desired	
  results,	
  from	
  insight	
  to	
  action	
  

•  Telling	
  the	
  story	
  of	
  the	
  success	
  a	
  long	
  the	
  way	
  and	
  thereby	
  expanding	
  the	
  business	
  case	
  

•  Marketing	
  and	
  selling	
  the	
  results,	
  integrate	
  into	
  existing	
  ways	
  of	
  working	
  is	
  key	
  

•  Team	
  effort,	
  multiple	
  different	
  disciplines	
  need	
  to	
  work	
  together	
  

•  Persistence	
  in	
  digging	
  for	
  data,	
  overcoming	
  legacy	
  and	
  quality	
  issues	
  

•  Transparency,	
  facilitating	
  the	
  privacy	
  and	
  ethics	
  discussion	
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Keep	
  on	
  digging!	
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