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Heraeus
DATA DRIVEN DECISIONS

“If we have data, let’s look at data.
If all we have are opinions, let's go
with mine.”

Jim Barksdale

Definition:
|| “Data-driven decision making refers to the practice of basing
decisions on the analysis of data rather than purely on intuition.”
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SEARCH CHALLANGES

=

Massive Content:

Increasing number of
services and knowledge

t*‘
Og

High expectations:
Central placement and
other search engines

™

Poor Performance;

Search is not delivering
expected results
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Rapid frustation:

Issue/need is interrupting
daily work of employee

gSearch Events

Source:

. sys_search_events
Content:

. Query

. Click Rank

. Has results

Ch'aracteristics:
. Automatically generated
. Stored for 6 months

Objectives:

Identify Issues
Increase Quality
Measure Performance
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IDENTIFY ISSUES OF OLD SEARCH ENGINE (ZING)
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INCREASE QUALITY WITH Al SEARCH

Feed in data

Expand search
guery terms using
configurable
synonyms

Extract {':' — Load
—- —_— Correct typos in
13;}‘ search query terms
sl Using configurable
Search Events Transform Typo handling

Remove
excessively
frequent terms
using configurable
stop words
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Built in functionality

S Auto-complete

‘}?\9 search queries
Powerful query
language

Language-
sensitive lemma
and Unicode
normalization of
search query terms
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MEASURE SUCCESS

Average Click Rank Zing vs. Al Search Clle Rank.
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INCIDENT FLOW

Search Logs UX Data
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UX DATA POSSIBILITIES Portal Logs

Source:
Content:
. Session ID

@ (C/g? oyé’]gct

. Automatically gene

Evaluate Pages Analyze Clickpaths . Stored for3montne

rated

@ @ Objectives:

O « Design Decisions (Portal

Adaption & Retention Analyze User Behaviour Relaunch)
* Identify Issues

 Drive Corrective Actions
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INCIDENT FLOW
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DRIVING SELF SERVICE TO REDUCE INCIDENTS

16%
Reads

 Provide more interactive self-service
functionalities

Submit Incident « Prevent bypassing

« Making knowledge more visible

Knowledge
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INCIDENT FLOW Scaren Uxbata
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Master Data

Transactional
Data

Unstructured
Data
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CONCLUSION

Be aware of your data treasures
ServiceNow collects extensive data for each module

Less intuition, more facts
Drive actions and make decisions based on data
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