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Example scenario | SLA and Help Desk Monitoring

� IT Help Desk of UMG company

� Critical SLAs for customers

� E.g: reaction time within 10 minutes for 
operative systems

� Monitoring Incident Management process 

� Requirements:

� Real-Time dashboard focussing on current
problems and exceptions

� Exception raised, when call exceeds reaction 
time 
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ARIS PEM Dashboard: Help Desk Demo
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ARIS PEM Help Desk Dashboard: Exception View
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ARIS PEM Help Desk Dashboard: Function View
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Problems

� Business Process

� Assinging Events to Business Steps

� Specifying KPIs

� „Reaction Time“ is the time span 
between „Call opened“ and „In 
Processing“

� Counting States: For how many 
calls is the last state(event) „In 
processing“

� Specifying Exceptions, e.g.

� Exceeding Thresholds on KPIs

� Violating structural requirements

� Raise alert, if event „In Processing“ 
is missing 

� „4 eye principle“ violated

Customer
Request

0.50 Day(s)

Raise
Customer

Order 

Order being
processed

0.50 Day(s)

Job
Control

NJRA

Term point
Allocation
complete

Customer
SDH and Parenting

identified

Core
Network

Built

Customer
Call

Complete

Order
Requirements

Reviewed

Service
Configuration

Complete

0.50 Day(s)

Term Point
Allocation

A601

4.00 Day(s)

Identification
of Core

Network Capacity

0534

0.50 Day(s)

Determine
Service

Delivery Date

CREP

Call
Customer

CALL

0.50 Day(s)

Review Order
Requirements

0680

14.00 Day(s)

Build
Core

Network

0630

2.00 Day(s)

Identification
of Customer

SDH and Parenting

0532

3.00 Day(s)

Configure
Service

CONF

0.50 Day(s)

Report
Service Order

Complete

WNEX

1.00 Day(s)

Handover Service
to Customer

HAND

0.50 Day(s)

Service
Completion

Monitor

COMP

Service
Completion

being Monitored

Handover
Complete

Service
Completion

Reported

Service
Delivery Date
Determined

Job Control
Initiated

Routing and
Assignment of

Circuit Complete

CSPC Wideband
Planner

Network
Solution
Design

CSPC

Front
Office

CWPC

Network
Solution
Design

Network
Solution
Design

NOU

CWPC

Front
Office

CWPC

Front
Office Specification 

of the 
behavior

Events documented


