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This research focused on applying the fuzzy miner (process mining) technique in order to

improve the efficiency of an OTT (Over-The-Top) application, which was commonly used for

communication purposes as well as sharing audio and video files over the Internet.

After studying the market, the administrators of the OTT application realized that on average it

took 2 weeks for a user to decide whether to purchase or order a product online, which is considered

to be time-consuming. This was the main motivation for the administrators of the system to utilize

the fuzzy miner process mining technique with the purpose of simulating and visualizing the overall

workflow processes of the customers’ behavior based on the existing system. The approach helped

the technicians to discover and identify the flaws and drawbacks of the current system.

Keywords: OTT system, Process Mining, Fuzzy Miner, Customer Behavior Analysis, Disco
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