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Disclaimer

The information on the new product is intended to outline our general 
product direction and it should not be relied on in making a purchasing 
decision.  The information on the new product is for informational 
purposes only and may not be incorporated into any contract.  The 
information on the new product is not a commitment, promise, or legal 
obligation to deliver any material, code or functionality.  The 
development, release, and timing of any features or functionality 
described for our products remains at our sole discretion.
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Knowledge workers in all industries must do more 
with less…

…yet business needs to improve service and manage 
risk while optimizing costs

Current Business Challenges…
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Current Business Challenges

Knowledge workers in all industries must do more 
with less… The volume and variety of 

information can be 
overwhelming…and it is arriving 

faster every day

Flexibility is essential to 
responding effectively to 
opportunities or threats

…yet business needs to improve service and manage 
risk while optimizing costs

Regulatory or legal risks impose 
need to consistently adhere to 
critical policies and rules

Automation has handled the routine, exceptions 
are now the norm,

many automated processes are outsourced

Access to expertise is 
imperative to quality 
decision making
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IBM Vision: ECM for a Smarter Planet

Instrumented

Interconnected

Intelligent

… driving a need for better
Enterprise Content Management

� Managing essential content anywhere

� Governing information over it’s lifetime

� Optimizing processes and case outcomes

� Deriving unexpected content insights
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What is Case Management?  What Advanced Capabilities are Needed?
bringing people, process and information together … in context of a case

• There are collaborative, 
ad-hoc processes

• Activities are event-driven

• Work is knowledge intensive 

• Content is essential for decision 
making

• Outcomes are goal-oriented

• The judgment of people impact how 
the goal is achieved

• Process is often not predetermined

A solution pattern where… For challenges such as…

• Complex exception handling

• Complaint or dispute management

• Contract management

• Lending applications

• Benefits enrollment

• Rate case management

• …that are both horizontal and vertical 
in nature

That requires unique capabilities 
from…

• Content management

• Business process management

• Collaboration tools

• Social software

• Business rules

• Analytics

gaps exist today for driving better case 

outcomes
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Case Management: What Is New?

“Next-generation case management requires a 
different mindset

… this new case management will be a huge departure from the 
workflow/imaging solutions of old and will be based on predictive 
analytics, business rules, and social collaboration, in addition to core 
BPM and ECM functionality…”
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A Next-Generation of Case Management is Emerging

Flexible and adaptive 

technologies from these 

markets can address many 

case management 

requirements but need to be 

deeply integrated to meet new 

challenges

Vertical
Case Apps 

Horizontal
Case Apps

CRM

ERP

Collaborative
Software

Vertical or horizontal applicat

solve specific case problems 

may lack the flexibility and 

extensibility to serve as a 

foundation for advanced case

management

ECM BPM

Case
Management
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Unites information, process and people 

Delivers optimized case outcomes through 

analytics, rules, collaboration and social computing

Supports work management of structured and 

unstructured activities

Delivers trusted information to the case

IBM Advanced Case Management Strategy

Case Application 
Design

Case Lifecycle 
Management

Case Infrastructure Case ContextCase Runtime 
Framework

Case
Analytics

Case Templates
Case

Activities

Workflow
Monitoring  & 

Analytics
CollaborationRulesContent

Social
Software

Events

360o View 
of Case

Advanced Case Management

people ���� process   ���� information

● Manages and governs entire case lifecycle

● Provides extensive ecosystem of partners delivering

case management solutions

● Shortens time-to-value with better tools, out-of-the b

solutions and templating capabilities 
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Business & IT – Who does what?
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Business User

Business Analyst

• Solution building and deployment 
activities are oriented towards LOB staff 
needs

• Solution building and deployment 
activities are oriented towards LOB staff 
needs

IT 

• IT hosts and provisions systems

• IT develops services and integrations

• IT hosts and provisions systems

• IT develops services and integrations
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Case Design for the Business

• Interview-style case definition wizard hides complexity 

from the analyst

• Single place to coordinate all solution design activities

• Comprehensive view across case assets

• Leverage templates for a fast start 

• Significantly shortens time-to-value for case-style 
applications

Business Analyst Empowerment
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Case templates

Organization or 3rd parties can create case 
templates using the ACM tools

Case templates capture best practices for 
specific industries or horizontal business 

processes

A customer can start from a case template and 

configure to meet their specific organizational 
requirements

Configured case templates can be used to 
create new case management templates

Case templates shorten time to 
value !
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Advanced Case Management

Case Design for the Business

Easy to use, wizard-driven

Comprehensive across case assets

Leverage templates for a fast start 

Significantly shortens time-to-value for case-style 
applications

Case Application User Experience

• Role-based and personalized

• Flexible and extensible

• Provides deep context for case work

• Brings people, process and information together to
drive case progression and better outcomes
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IBM Advanced Case Management

Advanced Case Management User Experience
compelling and attractive UIs uniting business and IT

to drive better case outcomes
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Compliance enabled to manage risk

Case contents, histories, and forms can all 
be records managed and discovered for 

regulatory and legal requirements
Full audit trails (histories) are maintained 

for cases to track decision making and 
case information developed

Even collaborative activities can be 

recorded and managed as part of a case
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IBM partners for vertical case management solutions

• Over 500 Business 
Partner solutions are liste
in our Industry Solutions 
Catalog. 

• Over 200 of these 
solutions exist to address
industry specific issues 
relative to case 
management in all its 
forms.

http://www-01.ibm.com/software/data/information-agenda/catalog/



© 2010 IBM Co
20

Sample of IBM ECM partners with case management solutions

Altien – Cross, Legal Doc & Hold Process Mgr

CENIT – Cross, ECLISO

CGI – Healthcare, Credentialing

CGI – E&U, NERC Compliance

CGI – Banking, Enterprise Originations

Datamatics – Ins, New Bus Processing

Dayhuff – Employee On-Boarding

GoPro – Public Sector, GoPro

• HCL America – Public Sector, iGOVERN

• HCL America – Banking, Card Originations

• enChoice – Cross, KwikWork Suite

• IMC – E&U, Rate Case Submission Mgmt

• Ovations – Cross, OvaFlo

• Pyramid – Banking, PCX, PLX, PIX, 
SmarterLending

• BPA Group – Cross, Meeting Manager

• TriTek – Insurance, Trans@ction Express fo
P&C Claims
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GOVERNMENT: Social Benefit Eligibility & Administration

Business Problems

Changing Regulations

Terms and conditions for eligibility 

are changed by law and always 

subject to changes

Inconsistent data

Data about citizens kept in various 

offices makes eligibility verification 

almost impossible and certainly 

inconsistent

Inconsistent Service

Qualifying citizens are not being 

treated the same way for each 

comparable case due to 

inconsistencies in the process

Solution Needed

•Central repository

for all citizen information available 

to all branches and offices 

eliminating redundant information

•Flexible Rules

Leveraging a rules engine 

for eligibility check (scoring criteria) 

keeping it separate from the 

process allowing for rapid 

adjustment to new laws and 

regulations

•Consistent Process

to ensure equal and timely 

service/payment to all eligible 

citizens

•Case Mgt Components

FileNet Content Manager
FileNet BPM
WebSphere ILOG JRules

Outcome

•JUNTA DE CASTILLA Y LEÓN

The regional administration is now
able to comply with the new law f
administering social services

Each eligible citizen is treated 
equally

Time to provide services to citize
has been reduced

•JUNTA DE CASTILLA Y LEÓN

The regional administration is now
able to comply with the new law f
administering social services

Each eligible citizen is treated 
equally

Time to provide services to citize
has been reduced
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UTILITIES: Facility Construction and Management

Business Problems

Delayed Maintenance

Construction/maintenance orders 

get delayed significantly; workers 

have no on-site access to view or 

update information about 

regulations, building codes, work 

orders, building plans

High risk of failure

Mission critical business processes 

are heavily reliant on paper 

documents 

Disparate Systems

Departments run separate systems 

resulting in inability to provide 

complete case documentation

Solution Needed

•Electronic case information

eliminating paper, allowing office staff 

as well as on-site workers complete 

and up-to-date access to all 

documents

• Integrate legacy systems

In order to create a 360º view of the 

maintenance order the staff needs full 

access to legacy systems in a 

combined view

•Track work orders

To ensure timely response to city’s 

work orders a BPM solution is needed 

to track and progress every case

•Case Mgt Components

Tritek Trans@ction eXpress
FileNet Content Manager
FileNet BPM
Microsoft BizTalk

Outcome

•CONSOLIDATED EDISON

On-site construction specialists 
access, update the most recent s
documents in real-time with lapto
and collaborate with office 
employees eliminating the risk of
loosing paper and costly 
maintenance delays.

Process optimization and providin
full access to all information at al
times resulted in an ROI of $500k

•CONSOLIDATED EDISON

On-site construction specialists 
access, update the most recent s
documents in real-time with lapto
and collaborate with office 
employees eliminating the risk of
loosing paper and costly 
maintenance delays.

Process optimization and providin
full access to all information at al
times resulted in an ROI of $500k
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Why IBM for Advanced Case Management?

• Years of experience in case management

• Thousands of customers already using IBM for case management

• Analysts support IBM leadership (Gartner, Forrester)

• Strong partner network

• 200+ Software ValueNet Partner solutions today cover case 
management solutions in many verticals

• Complete solution

• IBM is uniquely positioned to provide a breadth of capabilities to 
cover every aspect of Advanced Case Management
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For More Information...

Eric Opgelder (eric.opgelder@nl.ibm.com)

IBM Advanced Case Management:

• http://www-01.ibm.com/software/data/advanced-case-management/
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QUESTIONS?
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