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Challenges for IT Service Departments



IT-Governancemodel (COBIT 5)
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The easy Helpdesk process (documented)



Benefits of process mining for IT-processes

Verify Compliance 



Benefits of process mining for IT processes

Verify Compliance 

Detecting technical errors



Benefits of process mining for IT processes

Verify Compliance 

Detecting technical errors

Maintenance of unused and unknown paths



Benefits of process mining for IT processes

Verify Compliance 

Detecting technical errors

Maintenance of unused and unknown paths

Regulate and control IT-outsourcing provider



Control your IT-outsourcing provider



IT-provider scenario in the past

MLP  IT Outsourcing Provider



IT-provider scenario in the future
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SLA Reporting from the it-outsourcing partner
Helpdesk user satisfaction

one year



Requesting logfiles - Our approach

The logfiles from the ITSM tool provide 
detailed history



1st approach
Get the data manually from the ITSM-
system



2nd approach
Get an initial report from the ITSM-system



3rd approach
Get a report from the ITSM-system



The real process created with processmining
with all activities and all paths



And the promised process
with 50% activities and 50% paths
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Summary Benefits

Discussion with outsourcing provider based on 
facts not assumptions

Objective measurement of KPIs and weekly jourfix 
meetings to discuss possible improvements 

Leads to a better definition of the operational KPIs
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