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Process Event Monitor

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

.....

Waiting Customer
e
Completed >

Call Opened In Processing
@) @ @
Waiting 3rd Party
ele
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ARIS PEM Dashboard: Help Desk Demo Process event Monitor [l SCHEER S

¥ Mozilla Firefox
Fie Edt View Go Bookmarks Took Help
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ARIS Performance Cockpit:

Qrganization View Process View
Key Performance Indicators

Priority i Excooded| 9 Excoeding -
very High @ 2mf® T 25 min | a0 min
High @ 20 min 1,5 haur| 2 hour
Noral | © Thowr | 38 how] 4howr
Lowr [ 1,5 hour 22 hour | 24 hour|

Key Performance Indi

Throughput (Functior

Resources available

‘Working Time

Number of fu

RS

Time of day [By hour]
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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

Specification
of the
behavior
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Business Process
Assinging Events to Business Steps
Specifying KPlIs

,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




