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Hello, | am Lucy Brand-Wesselink, | am the process manager at
ALFAM. | am pleased to be asked to tell you something about the
company | work for and what we have achieved with Process Mining. |
am enthusiastic about process mining, and | would like to take you on
my journey for what we have learnt so far.

| work at ALFAM for about 5 years. | am responsible for a smooth,
efficient process in our Mid Office called Track. My other colleague
focuses on the Back Office.

| use Lean Six Sigma to improve processes.



But first about the company | work for. ALFAM is the largest credit
company in the Netherlands.



We have 4 labels for 4 different markets ...
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... under which we provide loans to consumers and also some financial
lease on cars to small companies.
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We are an independent daughter of ABN AMRO.



We are with 130 employees and we are self-providing, so we do
everything in-house. From Sales to Cash. From Development to
Collections. We have our own IT department but also marketing.

We do have a large company pride in our office. We are like a family.
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We have existed for about 35 years and when we started we started
with one label and grow. When we grew, we developed a new label for
each new market. Also, we built a separate Mid Office for each label. At
that time, it seemed the best way. In 2011, we had three different Mid
Offices. That means 3 times costs, maintenance and improvements.
Everything in 3.




But the IT also reached its end of life and we needed to build a
completely new Mid Office. And we needed more efficiency.
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| started with the employees to design a completely new, improved
process. We used the lean six sigma method to come to a first draft of
the process. We discovered that the process was not so different for
the different labels, and we wanted to have a unified process for all

labels together.
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Here is how the process looks like: The first part of the process is the
quotation phase. We receive a request from a client, we register the
request in our Mid Office. We do some legal checks and enrich the
request with this information. For example: Does the client have loans
elsewhere, and how are they running, are there payment problems?
The next step is that we automatically judge the request, the request
either leads to a quotation or it is rejected and we give our feedback
about the request to the client.
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As little as

possible -

This should be an automatic process, but of course there is fall-out,
where employees are needed for judging the request.
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After sending the quotation, the Contract phase of the process starts.
We expect to receive a contract with the attachments we asked for.
The process looks similar to the quotation, but the rating of the contract

is a by far more manual process, and mostly this process leads to a
paid contract.
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