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Analysis of User Behavior of The Commercial Bank's Call Center Service System

Using Process Mining Technique
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Abstract

This research presents an event log
analysis of the Bank's telephone customer
service system using a process mining
technique. The purpose is to determine the
behavior of three groups of customers, namely:
workers, business people, and those at the
university. The Bank's telephone customer
service providers must understand the service
users' behavior and optimize their service
processes. By conducting the research work,
process mining tools such as Disco and
RapidMiner were used as process modeling tools
for analyzing all three groups of service users'
behavior. The results showed that the three

groups had the same behavior in using the core
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services, BALANCE_INQUIRY_ VIA_VOICE, to
check the account balance through an automatic
system. The process with the most continuous
service is the LIMIT_CHECK process to the
LIMIT_CHANGE process, limiting check and

changes in the limit accordingly.

Keywords: Call Center, Process Mining, Event
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