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Journey to Efficiency and Performance Improvement

Manager’s View Data Science Maturity

“We should do

some big data...”

“Things take too
long...”

Aura of Frustration

“Some common

“We could probably

correlate some things...”

) Themes of Badness
problems are...”

“These problems Pockets of Inefficiency “We can see some trends

primarily occur when...” in these areas...”

Actionable

Findings

Performance and Efficiency Opportunities

“Well make measureable improvement if we

. digitally track and fix this specific sitnation”
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How we do Data Science in the Enterprise

Client Firewall

The System

The Data
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How we do Data Science in the Enterprise

Client Firewall

If only it were this easy...

@ Example data
ssssss
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How we do Data Science in the Enterprise

Client Firewall
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Examples for today:
* IT Help Desk
* IT Production Management
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Incident Management Overview

Incident

Problem

Change
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Helpdesk Support Performance
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Typical Management Reporting is not Actionable

o
Reality

igigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigigl
THHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHHH
A HHHHHHHHHHHH
B
v 0
-3 =
o 2 %
g £ =
: = g
- z°
Q QO — o
50 .Q = g
ao) — 5 &
= 5 e
2 o o S .05
@) mm - (oF o0 H O
o0 r V/. d O e
0o 255 g & &
g Q= Aa s 80
- O O ™ g - ©
O+ £ O 5 m
oo o Y B 50 O O
4 < R
LEELUQ 8.8 8
‘OO ‘0 P L
g = + > & 2
o5 g g Xy <« 535
S .8 4 > 2
m v L .9 = o Y
g§= =< K =T 2
Q DRI
O e o o o o H o, 0

BI Reporting

10

REUSE ONLY WITH PERMISSION AND ATTRIBUTION

© CKM Advisos

CKM g

rs 2014




Raw Process Mining Highlighted Bottlenecks

Do customers notice/care?

Why i1s this happening?

Is it preventable?

Ticket assigned to Base
team

Ticket escalated to
Advanced teams
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Bringing in other data sources...

Escalated to

advanced queue

Help Desk Calls

Handled entirely by

base queue
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>26% complaint rate

>2% complaint rate
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Bringing in other data sources...

“No need to escalate this...”

“Should be handled at your level...”
“Information provided is unclear...”
“Please troubleshoot before escalating...”

Ticket assigned to

Base team

Ticket escalated to
Advanced teams
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From Data to Action
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Base Queue Specialists
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Application Production Support
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Focus on efficiency here...

Incident Problem

...but the most efficient process 1s one
that doesn’t need to happen at all!
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Whack-a-Mole Activity

REUSE ONLY WITH PERMISSION AND ATTRIBUTION
CKM EEAEECEEE Video: Toonces15/youtube.com
© CKM Advisors 2014

v
\Y

-

-
s

»
e

17




Proactive Process Monitoring

Incoming Incident

Asset details (CMDB)

Free-text commentary

Process audit log Storage

Problem data

Python Algorithm

Incident Clusters = Problem Investigation = Root Cause

CKM EEEEEEEE REUSE ONLY WITH PERMISSION AND ATTRIBUTION
CKC sors 2014

© CKM Advis:

18




Looking Horizontally for Additional Action Opportunities

0N

Aura of Frustration

Themes of Badness

Pockets of Inefficiency

Actionable
Findings
Noise Removal
(e.g., ‘incidents’ that aren’t incidents)

Automation Opportunities
(e.g., recurring maintenance)

Reduction in Improved Training
. Operational Risk Opportunities
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Questions

nhartman@ckmadvisors.com

y @CKMAdvisors
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