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ABSTACT
Title :Using Fuzzy logic and Inductive Miner to find the most optimize path

of work flow process

By : Ms.Worapi'lan Pulsanong
Degree : Master of Science in Information Technology
Advisor : Prof. Dr.Wichian Premchaiswadi

The main emphasis of this research was on analysis of event logs previously collected
from an organization dealing with problems due to delay in handling of complaint-related issues
from two internal " Call Center" and "Repairing" Departments regarding the following issues:
(i) in some cases the customers' complaints and problems, received through the Customer
Service Department, were not carefully and completely addressed and fixed, (ii) in other cases,
the customers' complaints were successfully handled by the repairing team, but they were not
entered/tracked into the Repairing Department systems properly. Accordingly, in this paper, we
used two process mining techniques of Fuzzy Miner (via both frequency and time performance-
based metrics) and Inductive Miner techniques/ algorithms in order to discover, identify, and
solve the existing problems/bottlenecks based on the collected event logs. Eventually, by using
the proposed approach, the organization could better improve/ benchmark the quality of its
service offered to customers leading to better/ higher customer satisfaction, customer retention

and customer loyalty.
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2.6 Lean Theory

Crawford (2016), Lean manufacturing. (n.d.), Lean manufacturing: Theory and practice. (n.d.),

Making things better through lean thinking and practice. (n.d)
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things better through lean thinking and practice., n.d)
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