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All of us who work in information technology 
endure some level of repetitive work in our daily 
jobs. It can take the form of sending certain types 
of emails, routinely logging in to check the status of 
information on a website, or performing 
perfunctory tasks in a productivity application. 
Some information-processing jobs, across a variety 
of departments, involve a great deal of 
repetition. Examples include Accounts 
Payable/Receivable in Finance, new employee on-
boarding in HR, new vendor setup in Procurement, 
and various customer support and service 
functions. Repetitive processes impact many 
industries, as with new loan processing in financial 
services or claims processing in health care.
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It is this very lack of understanding and visibility into the execution of an organization’s business processes 
that impedes not only automation initiatives but, more importantly, holds back the potential of the human 
workforce and ultimately the business’s bottom line. 

The recent meteoric rise of RPA (Robotic Process 
Automation) technology has been fueled by a promise to 
automate many of these highly repetitive processes by 
leveraging the latest advancements in AI and machine 
learning. But evidence suggests many RPA solutions and 
deployments have fallen short of their promise. Ernst & 
Young, for example, noted it has seen as many as 30-50 
percent of initial RPA projects fail, citing process complexity 
and the lack of process understanding for many of the 
failures. A wise person once said, “you can’t fix what you 
can’t see.” Many RPA projects are trying to automate 
processes that aren't understood. In fact, most operations 
teams struggle to understand how work really gets done.

30-50%
of initial RPA projects fail, often 
due to process complexity and the 
lack of process understanding

https://www.cmswire.com/information-management/why-rpa-implementation-projects-fail/
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Excited by recent investments in the rapidly growing RPA 
space, we started exploring the RPA ecosystem in early 
2019, interviewing RPA vendors, customers, management 
consulting firms, and system integrators. It was during that 
research that we realized there is a huge problem and 
opportunity upstream from automation and RPA.

You see, before a repetitive business process can be 
automated, improved, or re-engineered, it must first be 
‘discovered’, quantified, and understood. It turns out that 
gaining insight into one’s existing business processes is not 
so easily accomplished. 

We learned that operations teams performing repetitive 
tasks (from loan processing and accounts 
payable/receivable to new customer onboarding) lack 
knowledge and insight into the nature of those processes. 
The official way to perform  them is often poorly 
documented (if at all) and there is a lack of insight into the 
levels of efficiency. It is not uncommon for employees to 
execute their work uniquely-not sharing best practices or 
tribal knowledge. This inefficiency costs companies 
tremendous amounts of time and money and leaves 
managers and process designers with their hands tied, 
lacking data to drive improvements, efficiencies, and even 
automation initiatives.

You Can’t Fix (or Transform or 
Automate) What You Can’t See
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In our research we heard CIOs and managers tell us they 
wanted to know, “what exactly do my employees do?”, “where 
am I right now?”, and “how do I gain transparency into the 
efficiency level of the resources I have?” We also heard that 
yes, automation is interesting, but there are often more basic 
issues and questions:

Of course, we immediately wondered, how has ‘process 
discovery’ been done historically? The answer was 
apparent - in a word, manually.  Management consulting 
agencies are hired to unravel the riddle of how a process 
comes together. This typically is a small army of junior 
associates holding clipboards and stopwatches hovering 
over the shoulders of employees frantically scribbling down 
their every mouse-click and keystroke, often interrupting 
them to ask questions. After weeks of observation and 
manual collation of information, a ‘process map’ (that 
represents a single point in time), is produced and 
referenced as a benchmark for analysis, improvements, 
documentation, and training.

In more recent years, as RPA began to rise, the pressure to 
find more automated and intelligent technology solutions 
to replace these manual, slow and expensive process 
illumination projects has become of paramount 
importance and value.

You Can’t Fix (or Transform or 
Automate) What You Can’t See

How efficient are my business processes?
What are the true costs of our business processes?
Where are the bottlenecks in my processes?
How effective are my training programs?
Who are my best performers and what do they do differently?
How can we prevent costly errors?
How can I help my team be more predictable and productive?
Which improvements will yield the highest ROI?
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Why Process Discovery is the New 
Task and Process Mining
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It turns out that desktop ‘process discovery’ (or task mining, 
as it is sometimes called by RPA vendors) is a really hard 
problem to solve intelligently and automatically. Even 
highly repetitive or cyclical business processes can be 
complex and messy and contain significant variances. 
Humans are imperfect. They tend to drift from structured 
execution organically over time. Sometimes business 
processes are deliberately designed and planned, other 
times they are started by a single person who feels their 
way through a set of requirements or obvious steps. They 
then go on to train new people, who add their own touch, 
spin, or preferences to the execution.

Before long, everybody is doing their own thing, 
and nobody really understands the right and the 
best way to execute the processes. 

This lack of transparency and inherent inefficiency costs 
companies critical time and money. It also impedes 
automation efforts.

Further, many repetitive information processing tasks are 
done by individuals, working across multiple applications 
on their desktop computers. Older (legacy) process mining 
tools provide high-level insights into cross-organizational 
processes that run within enterprise systems (e.g. ERP, 
CRM) by mining structured log files. Companies like 
Celonis, UIPath, SAP, IBM, and others offer technologies 
that help operations teams understand how these 
processes are executed, but they’re limited in their scope 
because they only include input from transactional logs of 
centralized enterprise systems. In excluding employee-
specific productivity or behaviors happening at the 
desktop-level, the process map output doesn’t show the full 
picture.
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Many undocumented and inefficient processes require an 
entirely different approach. To measure individuals 
working across multiple desktop application processes, 
signals need to be gleaned from a user’s interactions with 
applications and not just neatly distilled log files. For 
example, the data Zeitworks collects is a continuous 
stream of low-level user events and gestures collected 
passively and unobtrusively as employees go about their 
day-to-day.  

Collecting the data behind these repetitive processes is just 
the first part of the challenge when it comes to process 
discovery. Making sense of this data is the paramount 
challenge. 
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Many of us at Zeitworks have been working with AI 
technologies and the myriad of data challenges that 
accompany them in real-world business and consumer 
applications for many years across many companies. 
We’re living in a golden age of AI and its business and 
consumer applications, which is changing the way we live 
and work in both worlds.

But machine learning models, architectures, and 
algorithms will come and go. We know from experience 
that data is the new oil for companies — especially those 
going through Digital Transformation. A deep 
understanding of the data, along with clever data 
preparation, is key to extracting value and applying any 
kind of predictive model successfully.

There’s Data in those Hills

The highly valuable rich data 
you capture and accumulate, 
through platforms like 
Zeitworks, is the fuel you need 
to make you and your 
company better and smarter.
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The Business Process Spectrum

For example, some understand their processes, 
but want to learn about variability, costs, and 
inefficiencies with an eye towards streamlining 
and optimizing their opportunity. Others have no 
defined process and need to start by building 
foundational behavioral patterns that will  guide 
business process analysis (BPA) and definition 
(BPM). Other businesses understand their 
processes well and seek to understand where, 
when and how their team makes exceptions to 
get a handle on how this impacts the bottom line. 
And yet another type of business may seek an 
analysis for compliance measurement or 
automation to know how process executions 
deviate from a defined standard.
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Not all businesses, or even 
teams within a business, are on 
the same page when it comes 
to their business processes. 
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Business Process Scenarios
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You understand 
your processes 

pretty well

10

You have no defined 
process and little 
idea of what your 

team does

You want to know 
where, when and 
how your team 

makes exceptions

You need an 
analysis for 

compliance or 
automation

At Zeitworks, we’ve found business process operations teams can be on a spectrum measured by how structured their 
operations are and how they define goals for improvement. Here are some common scenarios Zeitworks can help with.



Unlock Business Value
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Zeitworks gives you the data, insights, and tools you need to take action, empowering you and 
your team to continuously unlock efficiency and capacity, and drive down costs

Make data driven and 
insight-driven process 

changes

Unlock continuous 
improvement 

practices

Streamline 
application usage and 

costs

Optimize work 
assignments based on 

performance

Identify automation 
opportunities

Automatically create 
and maintain 

documentation, SOPs

Measure compliance 
and adherence

Provide data-driven 
team training and 
behavior change

Keep your finger on 
the pulse of remote 
team productivity
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Maximize the Human Potential 
of Your Team

In developing Zeitworks we’ve seen how shining a light on 
repetitive business processes helps businesses in three ways:

1. Reduces Costs: Empowering you to understand 
desktop-based process structure and execution variability 
across your team, pinpoint where resources and time is spent 
and how much it costs. Tap into desktop and web 
application usage patterns helping you to simplify your 
processes and reduce unnecessary license fees.

2. Boosts Capacity: Identifying bottlenecks as well as 
process improvements opportunities by revealing 
problematic outlier behavior or process steps that drive up 
costs. Like a fitness tracker for team productivity, Zeitworks 
surfaces the information and analysis about people and 
processes in near real-time so you have the information you 
need to make better data-driven decisions.

3. Enables Continuous Improvement: Zeitworks 
analyzes the performance characteristics of your team, even 
as personnel and processes evolve, illuminating both best 
practices as well as opportunities for further training. With 
Zeitworks quietly observing in the background and 
dynamically analyzing your team’s productivity, you can stay 
on top of your business even as it changes day to day.
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This helps reduce the burden of repetitive tasks, freeing the 
humans on your team to do the work that they do best.



Navigating these scenarios is inherently complicated 
and always changing which is why it’s important to 
keep a continuous eye on how your team works. We 
could see that the old way of doing this manually, 
was impractical, expensive, and rife with 
opportunities for human error. And because 
businesses and technologies are always changing, 
manually captured processes are often outdated 
quickly.

That’s why we designed Zeitworks around 3 
breakthrough components that collect, process, and 
report on the work your team is doing in real time, 
giving you unprecedented visibility into how work 
really gets done.

Zeitworks Desktop Sensor
A fitness tracker for your team; Runs in the 
background on workers’ desktops, continuously 
collecting the activity streams generated as they 
work without interrupting their productivity.

Zeitworks Secure ML Cloud
Uses machine learning and more to transform 
the data, segmenting them into distinct tasks, 
giving you unprecedented visibility into how your 
team gets work done.

Zeitworks Analytics Portal

A self-service customer portal where you can 
access near real-time data, analytics and 
actionable insights about your team and business. 
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Let’s look at how each of these works in detail.

The Zeitworks Engine
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In the final steps, activities are aggregated across time 
and a number of metrics about processes, people and 
productivity are calculated and can be accessed in 
Zeitworks Analytics Portal.
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Zeitworks Analytics Portal

Earlier we talked about how data is the new oil and 
honestly, the Zeitworks Analytics Portal is where 
most managers and quite a few team members are 
going to feel like they’ve hit productivity pay dirt. 

Whether you know what you’re looking for or not, we 
promise when you dig into the reports in the portal, 
you’ll find something new across a range of dimensions:
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Explore the Analytics Portal

https://www.zeitworks.com/product


The Zeitworks Desktop Sensor consists of several software 
components that capture low-level user events and gestures including 
a Windows executable (APIs), browser, and application plugins. 
Installation is simple, available as a downloadable MSI (Microsoft 
Installer), and works with popular Enterprise Software Deployment 
Tools (e.g., Microsoft Intune, Microsoft System Center Configuration 
Manager, etc.).

During operation, the Sensor logs data to the local disk, periodically 
uploading the latest data securely to Zeitworks’ cloud or a server 
running within the customer’s network perimeter. The Sensor can 
redact or remove sensitive information before uploading data to the 
cloud.

No two teams use the exact same suite of tools which is why we built 
the Zeitworks Sensor to capture the details of just about any workflow 
- whether it includes systems of record like Salesforce, Workday, 
Service Now or Zendesk, or ubiquitous spreadsheet apps like Microsoft 
Excel or Google Sheets, or other general productivity tools including 
many web browsers, PDF readers, and virtual environments like Citrix 
desktop.

Finally Discover How Work Really Gets Done

Zeitworks Desktop Sensor
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How It Works

https://www.zeitworks.com/how-it-works


Having quietly observed the team’s work in the background, the next 
component is the Zeitworks Secure ML Cloud which converts the 
continuous stream of user actions into sequences of activities that 
comprise business processes. Zeitworks breaks it down into 4 steps:
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Zeitworks Secure ML Cloud 

Redact Filter De-mux/Sequence Segment/Classify

Data security and privacy are 
critical which is why sensitive 
information is immediately 
redacted and discarded before 
any further processing occurs

Next, high-dimensional raw 
data is transformed into 
discrete events that represent 
a higher level of resolution 
and semantic meaning

Distinct (and potentially 
interleaved) process instances 
(represented by a unique ID) 
are mined to capture specific 
work-item journey maps

Machine learning models then 
segment and classify the event 
stream events into distinct 
processes and activities
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How It Works

https://www.zeitworks.com/how-it-works


Interested in learning more?

Schedule a demo at:
https://www.zeitworks.com/request-demo

Or drop us a line at: 
info@zeitworks.com

https://www.zeitworks.com/request-demo
mailto:info@zeitworks.com

