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About the process - simplified description

Upon the creation of debit or credit card, OTP Bank’s clients receive SMS notification to pick up their card at Branch

which is registered as their Parent Branch (usually the one where they applied to get card). &)

Some clients wish to have their cards transferred to another branch due to changes in their neighborhood, city, job, h

or other conveniences. They can initiate a request to send the card to their Preferred Branch by contacting the

\Contact Centre or visiting any nearby branch. % y

P

This creates a process that includes a Sending Branch and a Sending Employee, as well as Receiving Branch and a

Receiving Employee on the other side. There are 4 possible system statuses that each submitted request can go

)

\through during the process, labeled in order: “1 - Entered"”, "2 - Sent”, “3 - Completed”, and “4 - Deleted". g‘f:/

mstructions for this process state that once a request has been entered ("1 - Entered”), the card should be sent ("ﬂ

Sent") by a Sending Employee within 48 hours. From this step on, the card should be received at preferred Branch ("3

- Completed”) by a Receiving Employee, also within 48 hours.

During both of these actions (and status changes), the involved branch employees can receive up to 4 warning

N
Qotifications about pending tasks awaiting their execution, with the first warning triggered after 24 hours. fay




Data setup and preparation challenges

BEvY Qeiay
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DateAndTimeStatus QJSanja OJPrijema idRadnikBankar idRadnikZaprimio

17308 1-Entered 0 2024-04-26 18:43:32.453 2024-04-26 18:43:32.453 [ 0062 ~ 1303 ° 70 NULL
(17308 1-Entered 1 2024-04-29 08:53:36.080 2024-04-26 18:43:32.453 [ 0062 " 1B03 " 70
(17308 1-Entered 2 2024-04-29 12:26:51.323  2024-04-26 18:43:32.453 [ 0062 = 1B03 " 70
(17308 1-Entered 3 2024-04-29 13:18:13.213  2024-04-26 18:43:32.453 [ 0062 " B03 " 70
(17308 1-Entered _2024-04-29 4:41:44.620 2024-04-26 18:43:32.453 [ 0062 " 103 " 70
(17308 2-Sent 0 2024-04-30 12:23:25.603  2024-04-30 12:23:25.603 [ 0062 " 1303 " 70
(17308 2-Sent 1 2024-05-08 09:59:17.550  2024-04-30 12:23:25.603 [ 0062 " 1303 " 70
(17308 2-Sent 2 2024-05-08 13:09:32.377 2024-04-30 12:23:25.603 [ 0062 " 103 " 70
(17308 2-Sent 3 2024-05-08 13:44:40.140  2024-04-30 12:23:25.603 [ 0062 " 1303 " 70
2-Sent 2024-05-08 15:12:51.280  2024-04-30 12:23:25.603 [ 0062 " 1B03 " 70
2024-05-308:42:28.683 PV LRI Ry P

« Other attributes: 'idkomitent', 'Brend', 'Napomena'
Othet
-
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Data setup and preparation challenges




HL Process Discovery and Conformance Checking

@ Performance

Show: | Median duration ¥

Events 2575 nstart !' 484
nstant 81 hes
873

Cases

Activities 4
Median case duration 4d
Mean case duration 56d
Start 03/26/2024 11:08:38
End 05/20/2024 13:14:06

By observing completed cases only
(38%), Median case duration reads
as 4 days, while Mean is = 5.6 days.
Extreme cases create a long tail on
the right side of the distribution-

|

4 - Deleted + 0

lllll

3 - Completed + 0

nstant  (instant)

Means for both
measured status changes

(paths:1to 2, and 2 to 3)
exceed the 48 hours set
by the instruction.

Secondar;

5% of Cases that changed status directly from
1to 3 turned out to represent cards for which
duplicate requests existed. As soon as one
request reached completion, all requests tied
to the same card automatically received the
same status by rule. PM helped quantify the
frequency of duplicates, which was a
recurring issue that branch employees had
complained about. This led to the idea of
cancelling the option for creating new
requests per card, if there are uncompleted
ones waiting, thus simplifying the process
and improving employee user experience.



o Variants (8) 1- Entered +0
> @ Complete log > started at 03/26/2024 11:41:38 by 0803-1293-892-NULL
ara senaing tnat 100 s Par A ener )
% Varnant 1
S bk 1 day, 21 hours
L 4 [ Variant 2
Mt Frequency o, ‘ 31 cases (@.37%) > 1 - Entered + 1
@ P started at 03/28/2024 08:51:04 by 0803-1293-892-NULL
Resousce attribute b4 ‘ Variant 3 > completed instantly
N 28 cases (B.48%)
Shn'cr bk 0 idRadnikBankar y [Value | & Frequency | Relative frequency
SESRUISS B 1243 194 1143 % N ‘ Variant 4 > P —
idRadnikZaprimio 0801 71 418% HEEEE 28 cases (8.40%) ]
80% 80% [ recnmsamn > 1288 69 407 % NN
1270 62  365% NN ; 1- Entered + 2
o = o idkomiant 0772 54 3.18% I ‘ Yal’lanl 5 . >
Other atribute > 1285 54 318% I 23 cases (8.95%) started at 03/28/2024 08:53:30 by 0803-1293-892-NULL
40% 40% o770 54 318% [N i
o Brend 3y 0780 50 295% N ‘ Variant 6 N completed instantly
20% 20% Other attribute 1303 4 283% NN 2 cases (0.6%)
N 0266 44 2s50% [
© Napomena » 1307 41 242% D i 1 day, 4 mins
Other atiribute 0851 4 242% N ‘ Yaflan:) z%‘ >
Secondary: | Absolute frequer & 0806 9 23% I case ( )
0766 M 2% I . 1-Entered +3
0848 0 177% = & Yanan_:) Em > started at 03/20/2024 08:57:58 by 0803-1293-892-NULL
o case (! )
% 0062 30 177% IR completed instantly
1324 30 177% I
0776 30 177% IR
0859 30 177% IR
0069 30 177% IR sy I8 mny
1321 3 177% I \ 4
1280 28 165% N - *
1291 26 153% I | - Entered +4
0853 23 136% I started at 04/01/2024 09:17:16 by 0803-1293-892-NULL
0856 22 13% I
1338 e 13% completed instantly
0822 18 1.06% I
0779 18 1.06% N
1316 16 0.94 % I 7 days, 3 hours
o220 26002 S -
2-Sent+0
started at 04/10/2024 13:06:10 by 0803-1293-892-4218
completed instantly

The most common variant shows how
majority of late cases (66%) involved
employees waiting to receive the final -

Time limitation for sending was exceeded in 38%
of Cases (333 out of former 873 complete ones).

Disco instantly displays frequency of events per
Sending Branch, and by exporting to Excel, the
distinct number of late cases can be counted by
PowerPivot.

4% warning before sending cards.

90% late cases reached at least 1warning,
and 10% were late without recorded
notifications.




Card sending that took > 48, part Il ®

®

When set to show Total Duration that all the
existing paths took, the performance view

highlights bottlenecks in two key areas:

1. Between the request submission and the
first warning message.

2. Between getting the 4" warning and
sending the cards.

@ Peformance

wigars  (mawon)
A

Show: | Median duration &

instart 37d
instant 672hre
instant 44Bhrs.
instart 224 brs

et

By examining the Median and Mean duration for all existing
paths, for the first bottle neck both numbers are =42 hours.
Suprisingly, already the first notification is received very
close to total limit of 48h. This lead to idea of lowering the
trigger time (currently 24h) to decrease late cases.

For the second bottleneck: Median =71h , Mean = 93.6h
Cases that reach this path are from the longest and most

common Variant (1)



Variants (5) 2-Sent+0
L . h k > 4 h I Complete log started al 03/26/2024 12:54:50 by 1287-1243-3492-4005
arda receiving tnat 100 ours, par @ Cmrieka et
s Varia I?1_.]..-.- - 1 NS
Mt Frequency _
@ o ‘ Variant 2 N 2-Sent+1
; 47 cases (12.4%) started at 03/28/2024 08:41:42 by 1287-1243-3492-4005
Show: | Case coverage — :
[ hd ] n idRadnikBankar > Valug | & Frequency | Relative frequency Variant 3 completed instantly
Resouice attribute 1321 92 485% I ‘ - 76%) >
idRadnikZaprimio 1272 87 450% NN 3 s @ie® i
a0% 80%  lsitcaiugree s > 1202 83 433% I . &liours)zming
- - 1269 54 285% [N ‘ Variant 4 >
idiKomitent 1270 50 264% N 35 cases (9.23%) = +
- > o003 47 248% I 2_Sent+ 2
40% 40% 0787 44 232% IR Variant 5 started at 03/28/2024 10:44:24 by 1287-1243-3492-4005
[+ Brend » 1281 42 222% N ‘ ariant ) > completed instantly
20% 20% Other attribute 0266 41 216% I 32 cases (B.449%)
B 0785 40 z211% NN
§p Tapomena 3 0851 40 211% I
e bt 0780 40  211% IS 1 day, 22 hours
Secondary: | Absolute frequen 5 0826 o 211% I
1324 37 195% I - o
1282 36 19% NN 2-Sent+3
0823 32 160% N started at 04/01/2024 08:56:22 by 1287-1243-3492-4005
0770 30 158% I completed instantly
1303 30 158 % N
0822 29 153% [
9.76% 1288 28 143% NN i
1267 28 148% I 1 hour, 8 mins
0845 28 148% N
1284 28 148% N 2-Sent+4
0859 26 137% N
0844 26 137% DS started at 04/01/2024 10:05:05 by 1287-1243-3492-4005
0079 26 137% I completed instantly
0795 24 127% IR
0069 24 127% D
1307 22 116% I m
1280 22 1.16% I 23 hours, 32 mins
1200 24 4 11 o
3- Completed +0
started at 04/02/2024 09:37:32 by 1287-1243-3492-4005
complated instantly

The most common variant shows how
majority of late cases (60%) involved
employees not receiving the card before

Time limitation for receiving was exceeded in
43% of Cases (379 out of former 873 complete
ones). Disco instantly displays frequency of events

the final - 4™ warning.
per Receiving Branch, and by exporting to Excel, = 90% late cases reached at least 1
the distinct number of late cases can be counted

by PowerPivot.

warning, and =10% were late without
recorded notifications.




Card receiving that took > 48 hours, part i

e Peformance

Show: | Tofal duration E ]

Instart 144 mihs
st 4T wha
starn 33 whs
nstant 157 whs

sscnea (e suon <

When set to show Total Duration that all the

existing paths took, the performance view

highlights bottlenecks in two key areas:

1. Between the sending of the card and the
arrival of the Tt warning (receiving side)

2. Between getting the 4" warning and
finally receiving the cards (completion)

& Peformance

‘Show | Median duration 3§

mstant 627 s
nstant AThes
wtant Nt
nstant 157 hrs

Secondary. | Mean duration % |

For the first bottle neck, Median duration is =40 hours, while
Mean is = 37 hours. This indicates that most cases get close to
the total limit of 48 hours before receiving the first warning,
with exceptions getting the first warning quicker but still
exceeding the limit later.

For the second bottleneck: Median =28h , Mean = 58h. Cases
that reach this path are from the longest and most common
Variant (1). For most cases path itself isn't the longest part of the
process, but there are significantly long extremes.
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Results

Process Mining and Disco as tool in particular helped us to:

1. Cancel out option for creating duplicate requests, thus simplify the process and
improve employee user experience, as well as customer experience

2. Consider decreasing the trigger time set for 15t warning notification.
Changing it from 24 hours to e.g. 4 hours could lower the total number of process

steps, or just speed up the entire path execution, that would eventually lead to
decrease in number of late cases and conformance violations.




Process innovation opportunities otpbanka




Process innovation opportunities

The previous slides focused on logic and
statistics. Coming from the Innovation
department, | wanted to take a more
creative approach to process mining as well.
The first picture shows a camp with scouts
making a delivery to a tent. PM tools are like
binoculars, revealing misleading paths and
obstacles such as bears or deep lakes. In
design thinking, problems are starting
points for innovation. For every bottleneck,
like a deep lake, there's an opportunity to
introduce ideas like making rafts.

For digital transformation, mining can
reveal process parts where automation,
RPA or some type of organizational change
could be effectively implemented.

The second picture is rather about solutions
than problems. Disco enabled us to get full
reports on process performance of our
resources, but also to get reports on
resourcefulness.

The urgent task in process mining is to
check conformance and identify negative
outliers, but positive outliers also offer
ideas. In large companies, the challenge is
not the lack of ideas but developing and
scaling them. These tools can identify who
are the process champions to talk to for best
practices. Combining big data and small
data can be the winning strategy to capture
ideas with the highest innovative potential.




@ otpbanka

Thank You! &

Questions ’



