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Wolfie Christl
A Informationstechnologie < -> Gesellschaft, Policy
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Cracked Labs

A Kleine Nonprofit -Organisation mit Sitz in Wien

A Internationale Zusammenarbeit z.B.
Zivilgesellschaft, Verbraucherschutz, Gewerkschaften,
Universitaten, Aufsichtsbehdrden, Medien

Hauptforschungsbereiche
A Systematischer Missbrauch von Verbraucherdaten
A Digitalisierung in der Arbeitswelt

CROSSWISE

ORACLE
DATA CLOUD

aptregates cat

DATALOGIX oty

Oracle's SIS million privacy
settlement could change industry
data collection methods

U hare pod whien 7 Bt

Inside a Global Phone Spy
Tool Monitoring Billions

& JOSEPH COX - JAN 24, 2024 AT 1:03 PM

P=s

A wide-spanning investigation by 404 Media reveals more details about a
secretive spy tool that can tracks billions of phone profiles through the
advertising industry called Patternz. Google has taken action in response
to 404 Media's inquiries.

WOLFIE CHRISTL, SARAH SPIEKERMANN

Networks ™=
3 of Control

OUT OF CONTROL

g, - s

RPN,
A Report on Corp
Digital Tracking,

APuZ

Aus Politik und Zeitgeschichte

Microtargeting
Persnliche Daten als politische Wahrung




Macht - und Informationsasymmetrien

A Arbeitswelt: Machtungleichgewicht zwischen AG und AN
A Informationen sind Macht

A Zugriff auf Beschaftigten Daten verstarkt Machtungleichgewicht

Betrieb kann Daten zum Beispiel nutzen:
A Beschaftigte ausspionieren, willkiirliche Disziplinierung

A Arbeit beschleunigen und verdichten, Druck erhéhen,
Freirdume einengen, z.B. durch algorithmische Steuerung,
Leistungs - und Verhaltenskontrolle



& https amazonjobs/en/jobs/1026060/intelligence-analyst a -- w
Intelligence Analyst
Apply now
Job ID: 1026060 | Amazon.com Services LLC
actionable insignts and information that will iInfluence company response Us, AZ, Goodyear

- Analysts are expected to communicate directly with L6-10 stakeholders as situations warrant, and are relied

upon by these stakeholders to immediately and accurately brief latest on dynamic situations, including protests, Sr Intelligence Analyst Am az O n S u C ht

geopolitical crises, conflicts impacting operations, and other topics sensitive to Human Resources and Employee US, AZ, Goodyear
Relations

Ve LI A4 A4
N\
- Analysts must be capable of engaging and informing L7+ ER Principals (attorney stakeholders) on sensitive Operations Manager (6 Month ]-I 1 C., H O A C., A C., u

topics that are highly confidential, including labor organizing threats against the company, establish and track Contract)

funding and activities connected to corporate campaigns (internal and external) against Amazon, and provide US, AZ, Tempe
sophisticated analysis on these topics

- Individual analysts will work directly with Sr. Corporate Counsel to compile and provide assessments for use in Support Engineer ||
court filings, up to and including restraining orders against activist groups; intelligence assessments are used by US, AZ, Goodyear

Legal to demonstrate to court of law that activist groups harbor intent for continued illegal activity vis-a-vis
Amazaon

- Analysts are tasked with independently managing intelligence support relationship with L8 regional leadership,
including maintaining regular communications, requirements meetings, and other engagements necessary to
establishing product requirements and KPls

- Analysts must be capable of creating and deploying sophisticated search strings tailored to various business
interests and used to monitor for future risk; Engaging business leaders (L6+) directly is core to this support, and
may cover topics including organized labor, activist groups, hostile political leaders

- Analysts are expected to close knowledge gaps by initiating and maintaining engagement with topical subject
matter experts on topics of importance to Amazon, including hate groups, policy initiatives, geopolitical issues,
terrorism, law enforcement, and organized labor
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Inhalt des Gesprdchs:

4R (Vitarbeiter) war am SEJN.2014 in der Zeit von 07:27 bis 07:36 Uhr (9
min) inaktiv. Dies wurde von (NS, /\rca Manager) und d

(Area Manager) beobachtet. stand zusammen mit GGG (M-
arbeiter) zwischen den Receive Plétzen 05-06 und 05-07 am 3Level Conveyor in Halle 2
und hat sich mit dem Mitarbeiter unterhalten.

Bereits am [iJll.2014 war SNNMSSSS \on 08:15 Uhr bis 08:17 Uhr (2 min) inak-
tiv. Dies wurde von (R (Lcad) und (Area Manager) beo-

bachtet. kam zusammen mit Mitarbelter) um 08:15 Uhr
von der Tollette zuriick. AnschlieBend hat Sie sich am Arbeitsplatz 01-01 in Halle 2 mit
unterhalten. Um 08:17 hat Sle weltergearbeitet,

Auch am (llil.2014 war RSN .  07:13 Uhr bis 07:14 Uhr (1 min) inaktiv.
DIQW (Lead) und JNENEEE (/rca Manager) beobach-
tet. stand zusammen mit QU I (Mitarbeiter) zwischen den Re-
celve Platzen 04-04 und 04-05 am 3Level Conveyor in Halle 2 und hat sich mit ihm un-
terhalten.

wurde Im Gesprach belehit, dass sle damit ihre arbeltsvertragliche

Pflicht zur Erbringung der Arbeitsleistung verlizt hat. Die Unterbrechung der Arbeit hitte
In dlesen Féllen jewells dem Manager angezelgt werden miissen.
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Amazon

Logistikzentren

Jeder Arbeitsschritt wird digital
vorgegeben und sekundengenau
kontrolliert

TaGl aaé OET AAa2MI ABEc¢
Arbeitszeit in Sekunden
Laufende Leistungsbewertung in
M? OOOE¢ |l a4 0GeéEAT &OAL
Verwarnungen fir die
MIT AEBECE OT s Héij GHOAHDAL
Nutzung von Leistungsdaten fur
KUndigungen, Nichtverlangerung

befristeter Vertradge, Entscheidung
tber Festanstellung



Studie 2021

Cracked Labs /w AK Digifonds, GPA, PRO -GE

Digitale Uberwachung und Kontrolle am Arbeitsplatz.
Von der Ausweitung betrieblicher Datenerfassung zum
algorithmischen Management?

Bestandsaufnahme Datenpraktiken, Technologien, Systeme

crackedlabs.org/daten - arbeitsplatz

EINE STUDIE VON CRACKED LABS

GEFORDERT DURCH

Digifonds Wien, September 2021

...

llustrationen: Pascale Osterwalder
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und Tatigkeiten in Produktion und Dienstleistung werden
umfassende Daten Uber Arbeitnehmerinnen genutzt

ALLGEMEIN

Alle technischen Systeme, die Arbeitsauftrage zuweisen,
dokumentieren, auswerten oder schlicht ermdéglichen.

+ Rechnungswesen und Controlling

« Einkauf, Materialwirtschaft

» Logistik und Transport

« Produktionsplanung und -steuerung
» Vertrieb, Verkauf, Marketing

- Lieferkettenmanagement (SCM)

» Qualitatssicherung

ERP-SYSTEME

GroBe Unternehmen und
ihre Beschaftigten werden
meist durchgangig durch
Software fur “Enterprise
Resource Planning” (ERP)
gesteuert

BRANCHEN-/TATIGKEITSSPEZIFISCHE SYSTEME

(ML PS M Manufacturing Execution System (MES),
Maschinen- und Betriebsdatenerfassung (MDE/BDE)

CIIGCEVANEEEL TR e Office 365, Projektmanagement,

Aufgabenverwaltung, Workflow-Management

Rl EET I V- MVl IO Auftragsverwaltung, Kunden-

abrechnung, Customer Relationship Management (CRM)
[e=1|TNETl Integrierte Callcenter/Support-Software

(ST CW S T AP S e I IS &l Smartphone-Apps fur Verkauf,

technischen Kundenservice, mobile Pflege...

I Ll dFAV S Gl T Ml Fuhrparkmanagement, Routenplanung

System fUr Lagerverwaltung und -logistik
[SRFCIREREEIN Kassensystem, Lager-/Regalverwaltung

(eES dfslalel IEM s I Kassensystem, Kichen-

display, Hotelsystem (PMS), Zimmerreinigung

SYSTEME ZUR STEUERUNG UND
KONTROLLE VON ARBEITSTATIGKEITEN

Zur Steuerung von Arbeitsorganisation, Prozessen, Ablaufen

- Personalverwaltung z.B. SAP

Kollaboration und inner-
betriebliches Social Media

SYSTEME ZUR @

PERSONALVERWALTUNG ga

In der Personalwirtschaft und bei Software fur
“"Humankapitalmanagement” (HCM, HRM) stehen
Daten Gber Beschaftigte im Mittelpunkt

Zeit-
erfassung

Urlaub, Digitale

Personaleinsatz-,
Krankenstand Personalakte

Schicht- und
Dienstplanung

Gehalts-
abrechnung

Sichtbare
Erfassung.
manuelle

Versteckte
Erfassung.
automatische
Eingabe Aufzeichnung

A_Y [ A

PERSONENBEZOGENE
DATEN IM BETRIEB

« An-/Abwesenheiten ‘

ZEIT 4

= Dauer von Einzeltatigkeiten

PERSONALENTSCHEIDUNGEN

...Uber Einstellungen, Zuweisungen
zu Positionen, Beférderungen,
Gehalter, Weiterbildung, Disziplinar-
maBnahmen, Kindigungen

BEWERTUNG VON
BESCHAFTIGTEN

« Eignung. Leistung.
Potenzial

« Beurteilungen

« “360 Grad Feedback”

« Einbeziehung von
Leistungskennzahlen

Leistung
Eignung

Stamm-
daten
ROHDATEN
Ausbildung
Qualifikationen
Krankenstand
Gehalt

Potenzial
ABGELEITETE
DATEN
Compliance
Motivation

“Workforce Analytics”

PERSONALPLANUNG
UND ANALYSE

- Manuelle Eingabe, Chip « Planung Personalbedarf
« Kundenabrechnung
« Maschinendaten

= RFID, Bluetooth, WLAN, GPS

» Steuerung Personaleinsatz -
kurz/mittel/langfristig

« (Online) Umfragen

» KI-Vorhersagen Uber
Leistung, Kindigungen

ORT

“Management by Objectives
LEISTUNGSSTEUERUNG

« Zielvereinbarungen,
Zielvorgaben

« Leistungsabhangige
Vergutung, Boni, Pramien

« Leistungsabhangige
Vergltung, Boni, Pramien

«» Arbeitsschritte, Ergebnisse
« Zustande (zB ‘erledigt’)

TATIGKEITEN

aus diver
/7 inkl. Betriebssy Prog

1

|

Y METADATEN, LOGDATEN
l VERHALTENSDATEN 1

I von Gerdten, Maschinen, Sensoren,

! stationdr oder tragbar, Zutrittskontrolle,

" IoT, M2M, Embedded Systems,
Fahrzeugdaten, Wearables

Kati 1 ftware-Sy

gE oS Datei

~or —‘—

INHALTSDATEN
MULTIMEDIA

Text, Sprache, Audio

Bild, Video Verwaltung von Arbeitsplatzen,

Geraten, Dienstautos.
Dienstreisen, Reisekosten

‘Talentmanagement”
PERSONAL-
ENTWICKLUNG

- Skill, Fahigkeiten,
Kompetenzen

« Weiterbildung und
elLearning-Systeme

Gesundheits-

vorsorge

Unified
Communication

Mobile Device
Management (MDM)

Threat
Intelligence

Data Loss Prevention
IT- und Netzwerkadministration

SIEM Nutzerverhalten-

analyse (UEBA) Fernwartung
VPN von Gariiten Userverwaltung SAP SuccessFactors
AUTOMATISIERTES Chit Chatbots CYBERSICHERHEIT Ultimate Kronos
MANAGEMENT? Video- IAM AUTHENTIFIZIERUNG
i . konferenz Anti- Cornerstone
Systeme, die teil- oder Messaging Endpoint Firewall Antiviris Phishin : ; Workd
vollautomatisierte Protection 9 Multifunktions  Anmeldung bei Arbeitsplatzen, aY.
Entscheidungen Uber SYSTEME FUR SYSTEME FUR -Chips Geriten, Maschinen
Beschaftigte treffen und KOMMUNIKATION
Aufgaben zuweisen, SICHERHEIGUND COMBLIANGE Zutritts- INFRASTRUKTUR UND
OEea s IR ECSAMHENAL S . Hinweisgeber Kanttols VERWALTUNG
priorisieren, empfehlen. Diebstahls- und & Arbeitssicherheit
E-Mail Smartphone Betrugserkennung =8YSISINS und Gesundheit o
web und Apps IT-Helpdesk und Fuhrpark- Gebdude- und
Telefon Videolberwachung o andere interne verwaltung Raumverwaltung
(VoIirP/CTI1) Intranet SERRCOVRLY Savid1e Anlaufstellen Besucher-
Asset Tracking management

Kennzahlen

“Big Data” Prozessanalyse

SAP Hana Data

Warehousing

Business Intelligence

“Dashboards”
SYSTEME ZUR

DATENINTEGRATION UND ANALYSE

KPlIs Plattformen, Apps.

APls, Services

Schnittstellen

Berichts-
funktionen

Cloudbasierte
Dienste

Microsoft 365



2023 -24: Fallstudien zu Datenpraktiken, Technologien und Systemen

Fokus auf Datenverarbeitung, Leistungs

SURVEILLANCE AND
ALGORITHMIC CONTROL
IN THE CALL CENTER

A case study on contact and service center
software, automated management and
outsourced work

ACASE STUDY BY CRACKED LABS
Vienna. May 2023

This publication is part of the project “Survallisnce and
Digital Control at Work": crackediabs. orq/data-at-work

Wolfie Christl

MANAGING AND MONITORING
MOBILE SERVICE WORKERS
VIA SMARTPHONE APP

Acase study on worker monitoring.
algorithmic management and software
for “field service management”

A CASE STUDY BY CRACKED LABS
Vienna, July 2024

This pubscation is part of the project “Surveiliance and
Digital Control at Work™: crackedlabs.ora/data-at-work.

Wolfie Christ!

MONITORING, STREAMLINING
AND REORGANIZING WORK
WITH DIGITAL TECHNOLOGY

Acase study on softwarae for process mining,
workflow automation, algorithmic management

and Al based on rich behavioral data about workers

ACASE STUDY BY CRACKED LABS
Vienna, September 2023
This publication is part of the project “Survedllance and

- und Verhaltenskontrolle, algorithmisches Management

Wolfie Christl

EMPLOYEES AS RISKS

A case study on intrusive surveillance
and behavioral profiling for cybersecurity,
insider risk detection and “compliance”

ACASE STUDY BY CRACKED LABS
Vienna, August 2024

“This publication is part of the project “Surveilance snd
Digtal Cantrol at Work™ crackedlals. arg/data-at-ywark.

Digitale Uberwachung und algorithmische

Wolfie Christl

MONITORING WORK AND
AUTOMATING TASK ALLOCATION
IN RETAIL AND HOSPITALITY

A case study on software for worker monitoring
and performance control in retail stores,
restaurants and hotels

A CASE STUDY BY CRACKED LABS
Vienna, June 2023

Tris publication s part of th project “Survellance and
Digita Cantrol at Work": crackediaba. org/data-at-work

Kontrolle in der Arbeitswelt

Wolfie Christl

TRACKING INDOOR LOCATION,
MOVEMENT AND DESK OCCUPANCY
IN THE WORKPLACE

A case study on technologies for behavioral
monitoring and profiling using motion sensors
and wireless networking infrastructure

inside offices and other facilities

A CASE STUDY BY CRACKED LABS
Vienna, Novermber 2024

Thés publication is part of the project “Surveillance and
Digital Cantrol at Work" crackadisbs.org/data-at-wark

Software fur
Call Center

Genesys, Nice, Cogito,
Callminer, Praktiken
bei BPO- Firmen wie
Teleperformance

Steuerung via App
im Aul3endienst

Microsoft Dynamics

Prozessanalyse
und Workflow -
Automatisierung

mit Verhaltensdaten

Celonis, Apps von

I MA21?é 00 02x OKPMG, DeMite,

SAP

Accenture, IBM,
MHP (Porsche)

Beschéftigte als
Risiko: Verhaltens
Profiling fur Sicher
heit und Compliance

Forcepoint/Everfox,
Microsoft Purview
und Sentinel

Software fur Handel,
Gastronomie und
Hotellerie

Oracle

Ortung und
Verhaltens -Profiling
in Innenr&umen

Cisco, Juniper,
Spacewell, Locatee

Alle Studien zum Download:
crackedlabs.org/data  -work




2023 -24: Fallstudien zu Datenpraktiken, Technologien und Systemen Digitale Uberwachung und algorithmische

Fokus auf Datenverarbeitung, Leistungs - und Verhaltenskontrolle, algorithmisches Management Kontrolle in der Arbeitswelt

Wolfie Christl

MONITORING WORK AND
AUTOMATING TASK ALLOCATION
IN RETAIL AND HOSPITALITY

TRACKING INDOOR LOCATION,
MOVEMENT AND DESK OCCUPANCY
IN THE WORKPLACE

SURVEILLANCE AND MANAGING AND MONITORING MONITORING, STREAMLINING EMPLOYEES AS RISKS
ALGORITHMIC CONTROL MOBILE SERVICE WORKERS AND REORGANIZING WORK

IN THE CALL CENTER VIA SMARTPHONE APP WITH DIGITAL TECHNOLOGY

A case study on intrusive surveillance
‘and behavioral profiling for cybersecurity,
A case study on contact and service center A case study on worker monitoring, insider risk detection and “compliance™

‘software, automated management and algorithmic management and software A case study on softwarae for process mining,
outsourced work for “field service management” workflow automation, algorithmic management
and Al based on rich behavioral data about workers

A case study on software for worker monitoring A case study on technologies for behavioral

‘and performance control in retail stores,
restaurants and hotels.

A CASE STUDY BY CRACKED LABS

ACASE STUDY BY CRACKED LABS
Vienna, August 2024, Vienna, Novermber 2024

A CASE STUDY BY CRACKED LABS
Vienn, June 2023
This pUBlicatn s et of the project “Survaimance snd s publication s part of the project “Surveilance and
Digétal Contral at Work”: srashedlabs.orgi data-at-sar. Digita Cantrol at Work": crackediabs. org/data-at-wark

ACASE STUDY BY CRACKED LABS ACASE STUDY BY CRACKED LABS ACASE STUDY BY CRACKED LABS

Vienna. May 2023 Vienna, Vienna, September 2023

This publication is part of the project “Survallisnce and This pubscation is part of the project “Surveiliance and This publication is part of the project “Surveillance and
Digital Control at Work™: crackediabs.orq/data-at-work Digital Control at Work™: crackedlabs.ora/data-at-work.

This publication is part of the project "Surveillance and
Oigitai Cantrol at Work”: crackadiabs.org/data-at-wark

Software fur Steuerung via App Prozessanalyse Beschaftigte als Software fur Handel, Ortung und

Call Center im Auf3endienst und Workflow - Risiko: Verhaltens - Gastronomie und Verhaltens -Profiling
Automatisierung Profiling fur Sicher - Hotellerie in Innenr&umen
mit Verhaltensdaten heit und Compliance

How a Microsoft
App is Powering
POLITICO Employee Surveillance

UNITED STATES OF AMERICA
BY SOPHIE CHARARA EEAR FEB 26, 2825 6:88 AM Federal Trade Commission [REIEUREIGIE NN URE- -GN SR

When Al ‘optimizes’ your workplace WASHINGTON, D.C. 20580
YOU[ BOSS wa“ts YOU BﬂCk By ALFRED NG | 09,/20/2023 04:15 PM EDT
. . . 4 heise online
l“ the Offlce- Thls Life in Hawtch-Hawtch:

S 'II T h co Id Auslegungssache 123: Neue Dimensionen Unfairness in Workplace Surveillance and Automated Management | Microsoft security tools questioned
uwel ance ec U der Mitarbeiteru berwachung Remarks of Commissioner Alvaro M. Bedoya for treating employees as threats

Be Waiti“g for You 7 Federal Trade Commission Cracked Labs examines how workplace

surveillance turns workers into suspects

FEATURED SUPERHUMAN GADGETS DINDSAUR CHOIR |

Microsoft Dynal g, Tl.eﬂnegister“‘

to single out inc

SECURITY 6800




2023 -24: Fallstudien zu Datenpraktiken, Technologien und Systemen

Fokus auf Datenverarbeitung, Leistungs

Wolfie Christl

SURVEILLANCE AND
ALGORITHMIC CONTROL
IN THE CALL CENTER

Acase study on contact and service center
software, automated management and

plotiee skt Wolfie Christl

MANAGING AND MONITORING
MOBILE SERVICE WORKERS
VIA SMARTPHONE APP

MONITORING, STREAMLINING
AND REORGANIZING WORK
WITH DIGITAL TECHNOLOGY

Acase study on worker monitoring,

2 2 ST o Acase study on softwara for process mining,

- und Verhaltenskontrolle, algorithmisches Management

Wolfie Christl

EMPLOYEES AS RISKS

A case study on intrusive surveillance
and behavioral profiling for cybersecurity,
insider risk detection and “compliance”

Digitale Uberwachung und algorithmische

Wolfie Christl

MONITORING WORK AND
AUTOMATING TASK ALLOCATION
IN RETAIL AND HOSPITALITY

A case study on software for worker monitoring
and performance control in retail stores,

Kontrolle in der Arbeitswelt

Wolfie Christl

TRACKING INDOOR LOCATION,
MOVEMENT AND DESK OCCUPANCY
IN THE WORKPLACE

A case study on technologies for behavioral
monitoring and profiling using motion sensors

workflow automation, algorithmic management

5 &
outsourced work ox; ekl sesvica mansgertisnt and Al based on rich behavioral data about workers

and wireless networking infrastructure
inside offices and other facilities

restaurants and hotels

ACASE STUDY BY CRACKED LABS
Vienna. May 2023

This publication is part of the project “Survallisnce and
Digital Control at Work": crackediabs. orq/data-at-work

A CASE STUDY BY CRACKED LABS
Vienna, July 2024

This pubscation is part of the project “Surveiliance and
Digital Control at Work™: crackedlabs.ora/data-at-work.

ACASE STUDY BY CRACKED LABS
Vienna, September 2023
This publication ks part of the project “Surveillance and

ACASE STUDY BY CRACKED LABS
Vienna, August 2024

“This publication is part of the project “Surveilance snd
Digtal Contral at Work™ srackedlabs. org/data-ai-swark.

A CASE STUDY BY CRACKED LABS
Vienna, June 2023

Tris publication s part of th project “Survellance and
Digita Cantrol at Work": crackediaba. org/data-at-work

A CASE STUDY BY CRACKED LABS
Vienna, Novermber 2024

Thés publication is part of the project “Surveillance and
Digital Cantrol at Work" crackadisbs.org/data-at-wark

Software fur Steuerung via App Prozessanalyse Beschéftigte als Software fur Handel, Ortung und

Call Center im Auf3endienst und Workflow - Risiko: Verhaltens - Gastronomie und Verhaltens -Profiling
Automatisierung Profiling fur Sicher - Hotellerie in Innenréumen
mit Verhaltensdaten heit und Compliance

Genesys, Nice, Cogito, Microsoft Dynamics Celonis, Apps von Forcepoint/Everfox, Oracle Cisco, Juniper,

Callminer, Praktiken I MA21?é 00 02x OKPMG, DeMite,
bei BPO- Firmen wie SAP
Teleperformance

Microsoft Purview Spacewell, Locatee

Accenture, IBM, und Sentinel

MHP (Porsche)

Alle Studien zum Download:
crackedlabs.org/data  -work




ALGORITHMIC CONTROL IN THE CALL CENTER (oo

Software systems that help employers organize and manage work in call centers Employers monitor and record calls in

and similar workplaces enable extensive worker surveillance and digital control the name of training, quality assurance,
customer satisfaction and compliance

Calls and customer interactions
Workers handle a constant stream of calls,
emails, chats and social media inquiries

“Calrm down” a
Virtual whips

Real-time performance
feedback, alerts and timers
that count down the minutes
and seconds available for
after-call work

"l just work here"A
Back-office tasks

Workers handle after-call work or entire work-
flows, e.g. customer orders, service requests,
loan applications, insurance claims

|
= Micromanaged work THE VIRTUAL wmf:: :,ﬂ;iﬁﬂ:;nw
Warkers have to follow automated WXL IR MAN]| 130 update their current status
workflows and rigid scripts that and enter information on
dictate what to say. look up or task outcomes
enter into forms
O Ready

® Mot ready
O After-call work
© On break

Keyword &
speech analysis
Assess how workers speak
and whether they mention
competitors or undesired
phrases

Analyze what workers say or write

Automatically analyze voice calls, emails,
chats and other customer interactions
S

Script adherence
Assess whether workers
follow the script and evaluate

their greeting and closing COMMUNICATION
statements MONITORING

O Moments of silence

@ Workers interrupting
their countarparts

The concept of the “queue”
Calls and tasks are queued to
create a constant need forimme-
diate action and minimize idle time

Sentiment analysis
Automatically assess the tone
in a call or conversation as
“negative” or “positive”

W
Evaluate behavior & skills
Rate workers by their
expertise, friendliness, tone
of voice and overall ‘quality’

Al-based call and task routing
Calls and other tasks are assigned to
workers using past worker dataand

predictions about each assignment’s
impact on predefined business goals

EMOTION
TRACKING

Multitasking
Workers handle calls,
chats and other tasks
simultanously TASK Worker data
Automated task assignment

ASSIGNMENT utilizes skill profiles and data

on past worker behavior

: : IQ Customer ratings
Rate workers by customer

satisfaction to quantify
affective work

[V WORKER PERFORMANCE ﬂ
Login time LR Agent quality Some systems claim to

Not-ready time 00:07:41 | Overall score 78 5! rate “friendliness’ ‘energy’
Number of calls handled | 86 L | ) Scheduls adharence and ‘empathy’ by auto-

Affective control

Robots in command

Workers must step in and perfor nee
] 02 85 3 Assess whether workers matically analyzing tone
instantly when voics bots or Average handle time (AHT) | 00:02:26 | Script adherence . K Y 9

After-call work time (ACW) |00:01:28 | Friendliness 93 ' startand finish shifts, breaks of voice, or even provide
First contact resolution | 43 Janalor oics | . A\ and work activities on time MOST real-time instructions to

Hold time: 00:10:34 INTRUSIVE workers on how to speak
/,\_\ Ringing time 00:0447 || CSAT scare aill SURVEILLANCE
’ Oising ime 000728

Al chatbots demand it

i Break ti 00:32:52 Mon-adherent > 5min |
Rate and rank workers Metrics and targets ; reak time ' u Screen recording
Managers can access dashboards Employers set target values for Keystroke Monit tivi
- : SRV R o et onitor screen activity
and reports that display a wide performance metrics like expected .
range of performance metrics both call volume, average handle time e activity 32
at group and individual levels or maximum hold time Automated shift & work scheduling WTETIE
as monitoring

Forecasting and planning
The system helps estimate future work-
load and required staffing based on

extensive data on past work activities

Automatically schedule shifts, work
activities and breaks to maximize
productivity with minimal staff

Peer pressure
Electronic wallboards and
other “public shaming”™
mechanisms show metrics and
rankings to entire teams
GROUP-LEVEL METRICS
® Service lavel (SLA)

® Average walt time [AWT)
® Average speed of answer [ASA)

devices

Real-time feedback
Workers receive feedback
on their performance metrics
in relation to targets @

in real time

SHIFT Most software functionality presented in this
WORK SCHEDULING infographic is offered by Genesys, a leading
technology vendor for call centers. Its cloud-based
ALLOCATION system manages 720,000 workers.

-
-

Qutsource
business risk to workers /1\
Flexible shifts, unpaid leave,
overtime assignments,
just-in-time hiring

6 Reward and punish
Pay can depend on meeting

-
Gamification
Waorkers earn “points”
for desired behavior
and compete with
teammates

Business objectives
Employers define parameters
and KPls that shape performance
targets, work intensity and
schedule stability

Additional functionality is provided by other
vendors including Nice @, Cogito, Callminer @,

performance targets like call
duration, schedule adherence
and customer satisfaction

(1)

Trendzact and Asterlogic €.
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ALGORITHMIC CONTROL IN THE CALL CENTER (oo

Software systems that help employers organize and manage work in call centers Employers monitor and record calls in

and similar workplaces enable extensive worker surveillance and digital control the name of training, quality assurance,
customer satisfaction and compliance

Calls and customer interactions
Workers handle a constant stream of calls,
emails, chats and social media inquiries

“Calrm down” a
Virtual whips

Real-time performance
feedback, alerts and timers
that count down the minutes
and seconds available for
after-call work

"l just work here"A
Back-office tasks

Workers handle after-call work or entire work-
flows, e.g. customer orders, service requests,
loan applications, insurance claims

|
= Micromanaged work THE VIRTUAL wmf:: :,ﬂ;iﬁﬂ:;nw
Warkers have to follow automated WXL IR MAN]| 130 update their current status
workflows and rigid scripts that and enter information on
dictate what to say. look up or task outcomes
enter into forms
O Ready

® Mot ready
O After-call work
© On break

Keyword &
speech analysis
Assess how workers speak
and whether they mention
competitors or undesired
phrases

Analyze what workers say or write

Automatically analyze voice calls, emails,
chats and other customer interactions
S

Script adherence
Assess whether workers
follow the script and evaluate

their greeting and closing COMMUNICATION
statements MONITORING

O Moments of silence

@ Workers interrupting
their countarparts

The concept of the “queue”
Calls and tasks are queued to
create a constant need forimme-
diate action and minimize idle time

Sentiment analysis
Automatically assess the tone
in a call or conversation as
“negative” or “positive”

W
Evaluate behavior & skills
Rate workers by their
expertise, friendliness, tone
of voice and overall ‘quality’

Al-based call and task routing
Calls and other tasks are assigned to
workers using past worker dataand

predictions about each assignment’s
impact on predefined business goals

EMOTION
TRACKING

Multitasking
Workers handle calls,
chats and other tasks
simultanously TASK Worker data
Automated task assignment

ASSIGNMENT utilizes skill profiles and data

on past worker behavior

: : IQ Customer ratings
Rate workers by customer

satisfaction to quantify
affective work

[V WORKER PERFORMANCE ﬂ
Login time LR Agent quality Some systems claim to

Not-ready time 00:07:41 | Overall score 78 5! rate “friendliness’ ‘energy’
Number of calls handled | 86 L | ) Scheduls adharence and ‘empathy’ by auto-

Affective control

Robots in command

Workers must step in and perfor nee
] 02 85 3 Assess whether workers matically analyzing tone
instantly when voics bots or Average handle time (AHT) | 00:02:26 | Script adherence . K Y 9

After-call work time (ACW) |00:01:28 | Friendliness 93 ' startand finish shifts, breaks of voice, or even provide
First contact resolution | 43 Janalor oics | . A\ and work activities on time MOST real-time instructions to

Hold time: 00:10:34 INTRUSIVE workers on how to speak
/,\_\ Ringing time 00:0447 || CSAT scare aill SURVEILLANCE
’ Oising ime 000728

Al chatbots demand it

i Break ti 00:32:52 Mon-adherent > 5min |
Rate and rank workers Metrics and targets ; reak time ' u Screen recording
Managers can access dashboards Employers set target values for Keystroke Monit tivi
- : SRV R o et onitor screen activity
and reports that display a wide performance metrics like expected .
range of performance metrics both call volume, average handle time e activity 32
at group and individual levels or maximum hold time Automated shift & work scheduling WTETIE
as monitoring

Forecasting and planning
The system helps estimate future work-
load and required staffing based on

extensive data on past work activities

Automatically schedule shifts, work
activities and breaks to maximize
productivity with minimal staff

Peer pressure
Electronic wallboards and
other “public shaming”™
mechanisms show metrics and
rankings to entire teams
GROUP-LEVEL METRICS
® Service lavel (SLA)

® Average walt time [AWT)
® Average speed of answer [ASA)

devices

Real-time feedback
Workers receive feedback
on their performance metrics
in relation to targets @

in real time

SHIFT Most software functionality presented in this
WORK SCHEDULING infographic is offered by Genesys, a leading
technology vendor for call centers. Its cloud-based
ALLOCATION system manages 720,000 workers.

-
-

Qutsource
business risk to workers /1\
Flexible shifts, unpaid leave,
overtime assignments,
just-in-time hiring

6 Reward and punish
Pay can depend on meeting

-
Gamification
Waorkers earn “points”
for desired behavior
and compete with
teammates

Business objectives
Employers define parameters
and KPls that shape performance
targets, work intensity and
schedule stability

Additional functionality is provided by other
vendors including Nice @, Cogito, Callminer @,

performance targets like call
duration, schedule adherence
and customer satisfaction

(1)

Trendzact and Asterlogic €.
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with the caller.




Einige Beobachtungen

A Zu oft wird einfach gemacht, was technisch mdglich ist

A Alles soll mit Technologie, Daten, Kennzahlen geldst werden
A Softwarehersteller und Beratungsfirmen reden Betrieben viele Dinge ein
" OEEEOéHT AaDijjcA2qg¢cAéoaunud35éAal @®ET Aa23G0éI2Me 0 HO

A Dabei: Technologie kann Verkaufsversprechen oft nicht mal einlésen
A Nebenwirkungen auf Beschéftigte werden nicht berticksichtigt

A Einseitig im Arbeitgeberinteresse gestaltet (oder nicht mal das)



MICROSOFT 365
Workplace Analytics

Produktivitatsbewertung
Viva Insights

Kennzahlen z.B.
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A Kontakte zwischen Beschaftigten

Ausgewertete Daten:

A Kommunikation (E -Mail, Video, Chat)
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A Genutzte Programme

Microsoft Graph
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Microsoft Graph ist das Gateway zu Daten und Informationen in
Microsoft 365. Es bietet ein vereinheitlichtes Programmierbarkeitsmodell,
mit dem Sie auf die enormen Datenmengen in Microsoft 365, Windows
und Enterprise Mobility + Security zugreifen kénnen. Nutzen Sie die

D
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reichhaltigen Daten in Microsoft Graph, um Apps far Organisationen und

Heimanwender zu erstellen, die mit Millionen von Benutzern interagieren.

Microsoft 365 Platform
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MONITORING WORK AND TRACKING INDOOR LOCATION,
AUTOMATING TASK ALLOCATION MOVEMENT AND DESK OCCUPANCY
IN RETAIL AND HOSPITALITY IN THE WORKPLACE
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ALGORITHMIC CONTROL MOBILE SERVICE WORKERS AND REORGANIZING WORK

IN THE CALL CENTER VIA SMARTPHONE APP WITH DIGITAL TECHNOLOGY

A case study on intrusive surveillance
and behavioral profiling for cybersecurity,

Acase study on contact and service center Acase study on worker monitoring. Insider risk detection and “compliance”
software, automated management and algorithmic management and software

outsourced work for “field service management"”

A case study on software for worker monitoring A case study on technologies for behavioral
and performance control in retail stores, monitoring and profiling using motion sensors
restaurants and hotels and wireless networking infrastructure

inside offices and other facilities

Acase study on softwarae for process mining,
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MANAGING MOBILE SERVICE WORKERS
VIA SMARTPHONE APP

Microsoft's software for “field service management” is designed for far-reaching worker
monitoring and algorithmic control. Employers can use it to micromanage mobile workers,

whether they are field technicians or homecare workers, down to granular tasks.

Dynamics 365:

Field Service
MICROSOFT
SOFTWARE FOR “FIELD
SERVICE MANAGEMENT"”

The cloud-based software system helps
employers organize, direct and monitor
work performed at client sites

ALGORITHMIC
MANAGEMENT VIA APP -

WORKERS ARE DIRECTED VIA APP
Workers receive instructions about travel destinations,

work orders and granular service tasks

WORK ORDER A ~ WORK ORDER A -

Work order
instructions:
Client location, planned

SUPERVISING WORKERS

DIRECT AND SUPERVISE WORK

WORKER PERFORMANCE

Revenue by worker 2
KrigDavis  €16752  pompleted work orders 81
KateBrown €15376 completed notintime  [AZE]
SimonTate €148%  planned work duration  102h 30min

RANKING PREDICT DURATION

Work order A

Planned duration  45min
Predicted duration 56 min

EdgarRoss [EA0051  Actual work duration 13h 58min

Planned actual work EIEETWE ] 7% @ Client X increases

Kris Davis @ Customer satisfaction [ G0 duration by 4min

Eate Brown =2h @ Travel duration per day 1h 52 min ® :Lmﬁ%s ms&s
Simon Tate +7h @ Break time per day AImin Wl o Simon Tate increases
Edgar Ross +27h @ Idle time per day 16min duration by 8min

MONITORING HI
WORKER PERFORMANCE
AND BEHAVIOR

RATE AND RANK WORKERS
Managers can view pre-built and custom
reports at group and individual levels.
Assess workers by:

- Number of completed work orders

- Time spent on work orders

- Travel time, break time and “idle” time

- How often workers arrive late to a client

- How often they miss the target time

- How satisfied customer are with their work
- How miuch revenue they generate

-

MONITOR WORKERS
Dispatchers access worker data:

IDENTIFY SLOW WORKERS
Single out workers who are predicted to be
slower than others

AUTOMATED WORK AND TASK DIRECTION

Employers can streamline mobile work and align it with rigid processes
by automating how tasks are assigned to workers

0 SERVICE REQUESTS
- Clients send service requests
via phone, email or helpdesk
- Devices send error codes
e.g. networked sensors, machines

RECURRING WORK
Daily or monthy visits or
inspections
Automatically generated work orders
based on agreements with clients

WORK DURATION
PREDICTION
Predict how much time
jparticular workers will
spend on particular future
work orders based on
extensive data on past
The planned work activities and Al

durations become models

CREATE STANDARDIZED
WORK ORDERS

— The system uses pre-defined
g “templates” for certain types of work
to create work orders

Each work order
template defines
service tasks, target times for
instructions, required = workers and are
skills and planned hedule
durations

WORKING
TIMES
Information on
working and break
times for

TRAVEL TIME
PREDICTION
Predict travel
time based on

AUTOMATED WORK
ORDER SCHEDULING

Planned arrival time
8:25

WORK ORDER A
) Repair elevator
") Planned for 55min

WORKERS ENTER

arrival time, predicted
travel time, planned
duration

Task instructions:
Planned task duration,
sub-tasks with step-by-
step instructions

(e.g. guides)

Start travelling to a client

STATUS INFORMATION Arrive at the client site

Workers confirm in the

app when they:

WORKERS RECEIVE
BEHAVIORAL FEEDBACK

The app pressures workers by
constantly reminding them of time
constraints and deviations:

oy

@ Next work order arrival time
@ Planned vs. actual arrival time

)]

@ Planned vs. actual work duration
Alerts on time and cost limits

o)
et

Complete a service task
Complete the work order
Go on break

10:40 Work order 5
12:30 Work order c
15:10 Work order D

- Dispatchers oversee automated work

order scheduling and task direction

- They assign work orders to workers based
on automated recommendations

- They monitor and verify work activities

- Real-time location, travel routes
- Arrival times at client sites
- Real-time task completion status

- Planned vs. actual durations of
work orders and service tasks

LIVE MAP WORK ORDER SCHEDULE

Mo 24.6.2024 ~

WORK ORDER A

Planned duration m

Actual duration

e
(@

Simon Tate

2/4

Smin

1 Diagnose issue
2 Repair elevator  15min
3 Test & validate
4 Document
5§ Client sign off 10min

20min

Smin

DISPATCHERS RECEIVE
BEHAVIORAL FEEDBACK

The system pressures dispatchers by
reminding them of time constraints:

- 5LA timer showing the minutes and
summarize information, create draft seconds since a work order's creation
work orders based on customer emails - Alerts for exceeded labor time and cost
and draft email replies limits

MICROSOFT COPILOT
INTEGRATION

Dispatchers must constantly
review Al-generated information:

Microsoft's Al syste m promises to

MONITOR WORKER BEHAVIOR
- GPS location history
- Remote assistance call history

ORGANIZING AND
STREAMLINING WORK

Employers can customize how the
system affects workers

= SETUP WORK ORDERS
@ Managers specify work order

templates, tasks and durations

STREAMLINE WORK

- Predict work order durations

- Analyze factors that may increase
or decrease durations

= CONFIGURE SCHEDULING

iﬁéﬁ' Specify optimization objectives for
automated scheduling

. SETUP WORKER PROFILES

- Specify working and break times
- Create and maintain skill profiles

The system allocates work orders to workers:

Generates Based on Schedules
fully- extensive data | canbe
automated and specified updated
schedules for optimization during the
entire days goals day

PROFILES
Skill information
and ratings for
each wo

Semi-automated scheduling:
the system recommends workers
who match the requirements to

DATA
Information on
workers' current
assignments,

Erranival, OPTIMIZATION
GOALS
Scheduling objectives,
e.g.: maximize efficiency
& skill matching.

i e idle time

ENTWURFSVERSION, NICHT ZUR VEROFFENTLICHUNG

map and traffic
data




Booking id Allocated duration Predicted duration Difference Confidence Prediction factors

RR_1980 7h 30m 8h50m +1h20m W 59% = [Blue Yonder Airlinesl increases duration by about 64m

RR_1335 4h 30m 4h 50m +20m W 69% -« [Fabrikam Robotics] increases duration by about 43m

RE_1708 7h 7h 35m +35m W 72% « [Northwind Traders] increases duration by about 70m

* [Bob Kozak] increases duration by about 13m

» [Spokane TGURTY| IACreases adration by about 6m

» [Maintenance] decreases duration by about 4m

» [Line Connection Lost] decreases duration by about 2m

» [Jennifer Rivas] decreases duration by about 27m

« [Kitsap County] increases duration by about 7m

* [Unit Overheating] decreases duration by about 6m
» [Friday] increases duration by about 3m

» [Priority 4] decreases duration by about 2m

« [Eva Dawson] decreases duration by about 51m

* [Skagit County] increases duration by about 10m

* [Replace Core Part] increases duration by about 10m
» [09:00 AM)] decreases duration by about 6m

» [Priority 4] increases duration by about 5m

« [Friday] decreases duration by about 3m

» [Maintenance] decreases duration by about 2m

Kl-basierte Vorhersage kiinftiger Arbeitsleistung auf Basis von Verhaltensdaten
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2023 -24: Fallstudien zu Datenpraktiken, Technologien und Systemen

Fokus auf Datenverarbeitung, Leistungs

Wolfie Christl

SURVEILLANCE AND
ALGORITHMIC CONTROL
IN THE CALL CENTER

Acase study on contact and service center
software, automated management and

Wolfie Christl

MANAGING AND MONITORING
MOBILE SERVICE WORKERS
VIA SMARTPHONE APP

A case study on worker monitoring,
algorithmic management and software

Wolfie Christ!

MONITORING, STREAMLINING
AND REORGANIZING WORK
WITH DIGITAL TECHNOLOGY

Acase study on softwara for process mining,

- und Verhaltenskontrolle, algorithmisches Management

Wolfie Christl

EMPLOYEES AS RISKS

A case study on intrusive surveillance
and behavioral profiling for cybersecurity,
insider risk detection and “compliance”

Digitale Uberwachung und algorithmische

Wolfie Christl

MONITORING WORK AND
AUTOMATING TASK ALLOCATION
IN RETAIL AND HOSPITALITY

A case study on software for worker monitoring
and performance control in retail stores,

Kontrolle in der Arbeitswelt

Wolfie Christl

TRACKING INDOOR LOCATION,
MOVEMENT AND DESK OCCUPANCY
IN THE WORKPLACE

A case study on technologies for behavioral
monitoring and profiling using motion sensors

workflow automation, algorithmic management
and Al based on rich behavioral data about workers

outsourced work and wireless networking infrastructure

inside offices and other facilities

for “field service management” restaurants and hotels
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Claim Files

143,062

Insurance Payment in USD

Car Claims Analysis 323,408,862

512
. Verify Insurance Coverage
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. Scan Invoice |
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Processing Time
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— Zoom 4 Most common variant
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Insurance Payment in USD

323,408,862

Processing Time

32 days

Cycle Time  Rejected Clams  Number of Vanants  Benchmarking  Process Cost Savings  Process Conformance  Case Explorer  Pro
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Versicherung

Warenwirtschaft

Helpdesk - System

Call Center

Produktion

Werbeagentur

Personalwirtschaft

143,000 Versicherungsfalle
Fall erstellt, Deckung Uberpruft, Evaluierungsbericht eingescanned, Reparatur genehmigt, Falldaten
aktualisiert, Reparaturrechnung eingescanned, Reparaturrechnung gebucht, Fall abgeschlossen

22,000 Versandvorgange von Lagerartikeln
Artikel aus dem Regal holen gestartet, Artikel aus dem Regal holen abgeschlossen, Verpacken gestartet,
Verpacken abgeschlossen, Beladung gestartet, Beladung abgeschlossen

350,000 Serviceanfragen
Ticket erstellt, Kategorie geandert, Prioritat geédndert, zugewiesen, in Bearbeitung, neu zugewiesen,
Problem gel6st, Ticket geschlossen

194,000 Kundenanrufe
Telefonat gestartet, Anrufer begrtsst, Anrufer authentifiziert, Grund fur Anruf erfasst, Informationen
gesammelt, Anfrage bearbeitet, Kreditkarte angeboten, Umfrage angeboten, Telefonat beendet

10,000 Fahrzeugteile
Fahrzeugteil in Lackierstral3e eingelangt, Lackierungsprozess gestartet, Fahrzeugteil aufgehéngt,
Handlackierung abgeschlossen, maschinelle Lackierung abgeschlossen, Ofentrocknung abgeschlossen

8,000 Kreativprojekte
Projekt gestartet, Text abgeschlossen, Lektorat abgeschlossen, Anderungen vorgeschlagen, Design
abgeschlossen, Dateien hochgeladen, Druckdaten abgeliefert, Projekt abgeschlossen

20,000 Zeitaufzeichnungen
Zeitaufzeichnung abgegeben, Zeitaufzeichnung korrigiert, Zeitaufzeichnung bewilligt, fehlende
Zeitaufzeichnung erkannt
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Paint Line Overview

Units

762

Avg. Cycle Time

28 sec

Hand Spray

© - == N

Benchmarking

Office 1: Boston 1o | Office 2: Miami Lot ~

- 2 +
@ Fippw CloimFle
@ Vit isurance Coveage

@ Zpprove Repai Procassing

9,179

Select Dimension:

Claims

24,390 o

Net Claim Value Net Claim Value @ vy o o
21.0M USD 46.2M USD
P
I
Slow Claims Slow Claims A4
P
576% | 46.74%
®-
Rate | A ion Rate :
n a P
32.19% | 25.56%
-

Time Pr

g Time

18 Days | 35 Days =

Variants @ e Oemre

63

ceLonis

Agent Quality

Select Date Range:

Select Other Filters:

Selact Call Drives

Select Resolution Status

Select Agent Groug

Select Agent

Select Card Ofer Status

Select Call Path
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Avg. FCR Avg. Quality Score

67.9% 69.7%

Agent Metrics

Agent # Calls %»FCR
Alison 21381 639%'
Bl 17257

[ saw
Emma 17141
Jeny 21192
Jonn 29778 53.5%‘

Ken 7v7s S

Lichael 21785 63.3% |
Rick 21484 536% ||

Agent Quality & FCR By Hour
W

= 1

%
300 $.00 1000 1100 1200 13.00 14.00 1500 1500 17.00 15.00 19.00

[ZFCR |CudieyScere . FORBenchmark |2 Qualty Seane Benchmank
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1* Process Analytics  (#) Action Engine X Forge

Leistungsbewertung

Fur Teams, Abteilungen
und einzelne Beschaftigte

Vergleiche, Ranglisten

3o Event Collection Transformation Center

Logbook

¢« Monthly On-Time Delivery Ratev
This KPl tracks the monthly percentage of cases which were delivered on time.
See Raw Data
Start Value Current Value Average Min vs. Max Values
50% 26% -48pp 59% 26% vs. 74%
70"
60
50%
40%
July Octobe 2019 April July

[ ] Monthly On-Time Delivery Rate

Automatisierung
von Management

Zielvorgaben flr
Produktivitat, Zeit
Kosten, Qualitat etc

Benachrichtigungen
und Tasks fur
Fuhrungskrafte

Q ' App Store ‘ .

+
6 Months m
Milestone due on: 2019-12-
3
99%

Octobe

Target @ Edit
Define a Target for KPl development to measure your progress.
I] Target value DUE DATE
00U 95.00% 2020-12-31
Preview
—_—  — e

Daily Digest

P11 Nami T Units
0\

KPP Namd 90 Units
) |

KPP Nam 70 Units
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Fur Teams, Abteilungen
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Automatisierung
von Management

Zielvorgaben flr
Produktivitat, Zeit
Kosten, Qualitat etc

Automatisierung
von Workflows

i eAHOAEé OEOA
Ablaufe und Daten
Uuber hunderten

Basis sind umfassende Log -, Softwaresystemen
Aktivitats - und Verhaltensdaten Benachrichtigungen
und Tasks fiir Automatisierte
Fiihrungskréfte Task-Zuweisung
P »
S
- 1s*r“° Notify AR Specialist [22] Review High Value Invoice [23]
1168175 ’ Send Message Create Task for Responsible Employee
O 48 O &

ang

Clear Invoice
1168972

673,836

. Due Date Passed
1169,669

Due Date Passed? 2] Y

Analyze Customer Payment Behavior  [1] Get Invoice Value [2]

Search Outgoing Invoices Analyze Pattern

Get Customer Priority [5]

Retrieve Data

o
o
o
o

#  send Dunning Email [7]

v S,
Yy,

Priority? [¢]

. s 8(

) (fc

Notify AR Specialist Review Invoice for Critical Customer

Send Message

Create Task for Responsible Employee

Automatisierte Zuweisung von Tasks in Celonis auf Basis einer Analyse des Zahlungsverhaltens von Kundinnen

ety
Celonis [1] SAP [4]
Query Data Change Soles Order

Celonis - Ereignis triggert
eine Anderung in SAP

Jira Cloud Platform
Create an Issue

Ereignis in Salesforce
erstellt einen Task in Jira

Trigger?
“‘ @
T #

Wait for Trigger phrase

Watch Private Channel Messages

Customize Variables Trigger ML Script
M

Set multiple variables fake a request

Phrase in privatem Slack -Kanal
triggert eine KI - Analysefunktion

Microsoft 365 Calendar

Microsoft 365 Email

Laufende Uberwachung von
Mailboxen und Kalender in MS 365
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Automatisierung
von Management
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Automatisierung
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Celonis -Apps

j ij OEECAOOAZGECLOGE

j € AHOA&E é OE Odhalyse mit:

Ablaufe und Daten
Uuber hunderten

Softwaresystemen
Benachrichtigungen
und Tasks fur Automatisierte
Fuhrungskrafte Task-Zuweisung

Customer Service Team Lead View

o OF~

celonis

Customer Service Representative View - Paul Anderson

- Automatisierung
von Management

- Automatisierung
von Workflows

- Automatisierter
Task- Zuweisung

Vorschlage und
Empfehlungen

celonis

$4.91M

Incomplete Orders

1,397 s

Open Orders with Tasks per Customer Service Representative

Tasks by Status
8 Tasks

$185K

----- Order Number c
Sale
Ordor Humber 4 ™ Priority Days Lot
B A
. -
s 2
2
. -
e
-
°

Collections | Review Critical Overdue Invoices | 00000401049

Created at 26-04-2022 18:53:52

Celonis has detected that invoice Nr. 00000401049 with a total value of $3,750.00
has not been paid yet by customer "EU Factory®. This delay in the payment process
has a negative impact on the working capital.

Celonis suggests to escalate this case by calling EU Factory.

Open Orders Blocked Orders
1,397 488
Remaining Days until Due Date by
+ Order Assignes
+ # Orders
Cre ec Naa
05 Ordh
Order Number Tasks Priority :® DaysLeft Customer Name Country
° A " @
@ A oR
B 2 o
. A 8

Order Value  Shipping method Order Assignee Order Status

Invoice Prioritization Urgent | Call Customer |
Customer EU Factory | Send Payment Reminder Email |
Customer Name 00000401049

| Request Sales Support ‘
Invoice Value $3,750.00
Material CPP 902
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M ¢GaI"éAéA:

j ij OEE é A OO0 A-2 qABfteicrd g

j € AHOA4E é OE Odhalyse mit:
Ablaufe und Daten

Vergleiche, Ranglisten Kosten, Qualitét etc iiber hunderten - Automatisierung
Softwaresystemen von Management
Benachrichtigungen - Automatisierung
und Tasks fur Automatisierte von Workflows
FUhrungskrafte Task- Zuweisung - Automatisierter

# Applications

# Application Views
Filter your dataset:

Select the User and the Date for which you want to see the captured data overview:

Time spent per Application

Celonis SE Mail |
SAP Logon |
Excel I
Word I
Celonis Task Mining I
Windows Explorer |
Google Docs |l
answers.sap.com [l
new-tab-page [l
Google Search [l
Windows 05 |l
sapfidocz wordpress.com 1l
PowerPoint [l
Outlack il
www.google.com I

0.00 minutes 500.00 minutes  1,000.00 minutes  1,500.00 minutes

Ll Total time

# Events Captured

2/6k 4

“ Time spent per Application View

Annual Unproductive H...

2.67k

# Users

Task- Zuweisung

Vorschlage und
Empfehlungen

User - Date -

Celonis SE Mail I
SAP: FVE0 I
SAP: SESSION_MANAGER I
Celonis Task Mining: Main [N
SAP Updates [
Windows Explorer: Folder view [N
SAP Logon [N
Excel N
Poze17 I
answers.sap.com [l
new-tab-page [l
PO1050
Google Search [l
SAP: XK03
Maeting Notes [l
0.00 minutes  500.00 minutes 1.000.00 minutes 1,500.00 minutes

Lad Total time

- F‘r;n:,_e-s*s Start

o,

|
l“‘
.._l.
by T 545
]
i
o1 . Salesforce
3 4,514 :
v
..... @ SAP
218 i _E.l‘i':-_'l_ 1 a
- :
l-'_. »
"%y, 2,004 .
", ..
- I':..I
", J
. Y

m | Process End
13 o84

Qutlook
e

und Analyse von:

- Bildschirm -
aktivitaten

- Tastatureingaben

- Klicks

- Programmnutzung

Apps von Celonis
und IBM vermessen
NT AGEE Ol gHéI
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M ¢ Gog2néA

j ij OEE é A OO0 A-? AdfZeichduBgs
j € AHOA4E é OE Odhalyse mit:

- Automatisierung
von Management

- Automatisierung
von Workflows

- Automatisierter
Task- Zuweisung

Vorschlage und
Empfehlungen

und Analyse von:

- Bildschirm -
aktivitaten

- Tastatureingaben

- Klicks

- Programmnutzung

Apps von Celonis
und IBM vermessen
NT AeEE Ol o
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Task- Zuweisung
Apps von Celonis
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Empfehlungen NT ABEEOT gHé
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Make cutting cost less expensive today




2023 -24: Fallstudien zu Datenpraktiken, Technologien und Systemen

Fokus auf Datenverarbeitung, Leistungs

Wolfie Christl

SURVEILLANCE AND
ALGORITHMIC CONTROL
IN THE CALL CENTER

A case study on contact and service center
software, automated management and
outsourced work

ACASE STUDY BY CRACKED LABS
Vienna. May 2023

This publication is part of the project “Survallisnce and
Digital Control at Work": crackediabs. orq/data-at-work

Wolfie Christl

MANAGING AND MONITORING
MOBILE SERVICE WORKERS
VIA SMARTPHONE APP

A case study on worker monitoring,
algorithmic management and software
for “field service management”

A CASE STUDY BY CRACKED LABS
Vienna, July 2024

This pubscation is part of the project “Surveiliance and
Digital Control at Work™: crackedlabs.ora/data-at-work.

Wolfie Christ!

MONITORING, STREAMLINING
AND REORGANIZING WORK
WITH DIGITAL TECHNOLOGY

Acase study on softwarae for process mining,
workflow automation, algorithmic management
and Al based on rich behavioral data about workers

ACASE STUDY BY CRACKED LABS
Vienna, September 2023
This publication ks part of the project “Surveillance and

- und Verhaltenskontrolle, algorithmisches Management

Wolfie Christl

EMPLOYEES AS RISKS

A case study on intrusive surveillance
and behavioral profiling for cybersecurity,
insider risk detection and “compliance”

ACASE STUDY BY CRACKED LABS
Vienna, August 2024

“This publication is part of the project “Surveilance snd
Digtal Contral at Work™ srackedlabs. org/data-ai-swark.

Digitale Uberwachung und algorithmische

Wolfie Christl

MONITORING WORK AND
AUTOMATING TASK ALLOCATION
IN RETAIL AND HOSPITALITY

A case study on software for worker monitoring
and performance control in retail stores,
restaurants and hotels

A CASE STUDY BY CRACKED LABS
Vienna, June 2023

Tris publication s part of th project “Survellance and
Digita Cantrol at Work": crackediaba. org/data-at-work

Kontrolle in der Arbeitswelt

Wolfie Christl

TRACKING INDOOR LOCATION,
MOVEMENT AND DESK OCCUPANCY
IN THE WORKPLACE

A case study on technologies for behavioral
monitoring and profiling using motion sensors
and wireless networking infrastructure

inside offices and other facilities

A CASE STUDY BY CRACKED LABS
Vienna, Novermber 2024

Thés publication is part of the project “Surveillance and
Digital Cantrol at Work" crackadisbs.org/data-at-wark

Software fur
Call Center

Genesys, Nice, Cogito,
Callminer, Praktiken
bei BPO- Firmen wie
Teleperformance

Steuerung via App
im Aul3endienst

Microsoft Dynamics

Prozessanalyse
und Workflow -
Automatisierung

mit Verhaltensdaten

Celonis, Apps von

I MA21?é 00 02x OKPMG, DeMite,

SAP

Accenture, IBM,
MHP (Porsche)

Beschatftigte als
Risiko: Verhaltens -
Profiling fur Sicher

heit und Compliance

Forcepoint/Everfox,
Microsoft Purview
und Sentinel

Software fur Handel,
Gastronomie und
Hotellerie

Oracle

Ortung und
Verhaltens -Profiling
in Innenr&umen

Cisco, Juniper,
Spacewell, Locatee

Alle Studien zum Download:
crackedlabs.org/data  -work
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