A Walk-through of IBM
Case Manager

Jake Levirne, Sr. Product
Manager, IBM

InformationOnDemand 2010

The Premier Forum for Information & Analytics

Gain Insight. Optimize Results.



Agenda

* Case Manager Overview

* Key Capabilities
* Demonstration

* Benefits

‘00 0 e, 0 8¢ Information On Demand 2010




Case Management is all about providing context to enable f
Il

better outcomes
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* There are collaborative, « Complex decision making  Content management
ad-.hc.)c.; PIOCESSES _ « Complaint or dispute * Business process
* Activities are event-driven management management
* Work is knowledge ,
intensive « Contract management « Collaboration tools
* Content is essential for * Lending applications  Social software
decision making _ « Benefits enrolment * Business rules
* Qutcomes are goal-oriented .
:  Rate case management * Analytics
* The judgment of people
impact how the goal is « ...that are both horizontal
achieved and vertical in nature

* Process is often not
predetermined

¥ T U WV W
H & Information OnDemand 2010
l*..qo‘ ﬂ.‘@n -



Different types of ‘Cases’ across industries i
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Invoice, contract, employee, vendor, customer, project, change
request, complaint, exception, incident, audit, eDiscovery, etc.
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Advanced Case Management Strategy

Advanced Case Management
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Business benefits

* Better business and IT collaboration to define
solutions

* Faster build and deploy times via better tools and
solution templates

* Delivering complete case context for case workers
with ability to collaborate within case teams

* Optimizing case outcomes thru business rules, cross
case analytics, monitoring, and collaboration
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Case Manager Tasks &

Tasks are tied to Processes Participants can refine case tasks as they proceed

ACM uses atask-oriented approach to define the structure of a case

Cases and in-baskets reflect the tasks that need to
be completed, regardless of where they came from

New tasks can be added to cases on the fly
Tasks can vary in complexity
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Full Case Context

orms
Correspondence
Receipts
Statements

Priority
Transaction IDs
Account Number

ase Create
Document Added
Comment
Review started

nitial Case Review
Email the Customer
Investigate Claim
Issue Refund
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Cases are Collaborative it
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Cases are Dynamic

Case Information

Case |D: Case ID Open case details
Doouments Tasks History
Add Activity

+ Required {4)
Background check
Dizable

@ Determine benefits eligibility
Start | Disable

Document review
Started on 4/30/2010 15:09

Application completion check

Completed on 5/20/2010 D818
* QOptional (3)

Background review

An ermor occurred More Info

Background review
An error occurred More Info

@ Mew document review
Completed on 5532010 15:09
~ Disabled (1)

7>, R benefit review
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Case workers can view

and start new Tasks
for a case, changing

how that case is
handled on-the-fly

Case Toolbar

Case ID Daie modiied: MMDDRYY

Comments

Add Task

[Case Type]
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Add Task %
Activity type:
Review Case Details =
Activity name:
Review Case Details
OK Cancel
Case description goes here even if it's a long description. The description will truncate at the end here...
Close
Case workers can even add new
Tasks to a case
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Business Rules Make Case Manager More Dynamic iih
Hivei
Rule definition if the manager name of the account of "the payment plan' is "John"
in natural and

the number of payvments of 'the payment plan' i=s 1
then
set the discount of 'the payment plan' to &60;

language...

Case properties, Ul context, and case events
can all feed decisions

Rules can be changed at runtime, minimizing
the need to re-deploy processes and solutions
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Case Analytics

Out of the box
reports and content
analytics enable
business users to

*review operational
performance and

edetermine the root
causes of
inefficiencies
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Business benefits =
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e Better business and IT collaboration to define solutions

— New Case Builder bringing case asset definition into a single
place

* Faster build and deploy times via better tools and solution
templates

— Deploy to sandbox from Case Builder

— Packaging of a solution into a simple, repository-
Independent structure

* Delivering complete case context for case workers with ability to
collaborate within case teams

— Case Object Model, Out of the box runtime, Customizable
widget approach

* Optimizing case outcomes thru business rules, cross case
analytics, monitoring, and collaboration

— Integration of ILOG, ICA and Cognos RTM, SameTime
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Thank You!
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