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he information on the new product is intended to outline our general
roduct direction and it should not be relied on in making a purchasing
ecision. The information on the new product is for informational
urposes only and may not be incorporated into any contract. The
iformation on the new product is not a commitment, promise, or legal
bligation to deliver any material, code or functionality. The
evelopment, release, and timing of any features or functionality
escribed for our products remains at our sole discretion.
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Jrrent Business Challenges...

Knowledge workers in all industries must do more
with less...

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

N 1 Manage risk
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Hun

The volume and variety of
information can be
overwhelming...and it is arriving

omation has handled the routine, exceptions
are now the norm,
any automated processes are outsourced

faster every day
Flexibility is essential to . Regulatory or legal risks impose
responding effectively to need to consistently adhere to
opportunities or threats critical policies and rules

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

... driving a need for better
Enterprise Content Management

nstrumented = Managing essential content anywhere

nterconnected = Governing information over it’s lifetime

ntelligent = Optimizing processes and case outcomes
= Deriving unexpected content insights
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at is Case Management? What Advanced Capabilities are Needed?
1ging people, process and information together ... in context of a case

A solution pattern where... —\ f For challenaes such as... —\ f That reauires uniaue capabilities

£ 7 X % & 2 9 "™ &
gaps exist today for driving better case
outcomes

e A . R * Analytics
The judgment of people impact how
the goal is achieved o ot , and vertical

Process is often not predetermined inn

| < & : Manage risk
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“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...” F
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Next-Generation of Case Management is Emerging

ible and adaptive
nologies from these J—
kets can address many / éollaborati\;;\“
> management P Y . S .
lirements but need to be EC M \\-..‘____SOftware// BP M\“
oly integrated to meet new f \ ||, ] .ff y |
lenges SN iy
- )
Case \
{ Horizontal Mana ement
\_ Case Apps 9 \ CHY
// ~ - \\ Vertical or {19rizontal applica
Vertical : solve specific case problems
ertica | may lack the flexibility and
Case Apps w7 ERP/, extensibility to serve as a
foundation for advanced cas
management
N i . Manage risk
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VI Advanced Case Management Strategy

[

Case Application
Design

|

Advanced Case Management

Case Templates 1

Case

[ Case
Analytics

Activities

[

Case Runtime
Framework

Case Infrastructure 1 [

360° View
of Case

Case Lifecycle

W [ Case Context
Management

B
|

Workflow

people

¢

Rules

process ¢

N
S b /

Social
Software

Collaboration Monitoring &

Analytics

information

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

N . & .

-
- - |

Manage risk
in a complex world

Manages and governs entire case lifecycle

Provides extensive ecosystem of partners deliverin
case management solutions

Shortens time-to-value with better tools, out-of-the
solutions and templating capabilities
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Isiness & IT — Who does what?

~—in
Business Analyst

Business

Ty g
Business User

 Solution building and deployment * IT hosts and provisions systems
activities are oriented towards LOB staff
needs * 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
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Organization or 3'd 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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Case Application User Experience
Role-based and personalized
Flexible and extensible
Provides deep context for case work

Brings people, process and information together t
drive case progression and better outcomes

© 2010 IBM C«



Viewe History Bookmarks Tools Help

- c % -”C;“E,‘- L_Ef;b' http: ffsmjgsa. ibm. comf~rbHees public f/ACM five Run Time fACM Nivian. himl ‘T:f "l |l;"' Google

 Birch I+|

Progressive Benefits Manager Vivian Birch, Job Retraining Coordinator Help

Work Items Cases Work Detail

ound documents available for review Due on 3M12/2010 = M | M M | w u
T

) Review N =TS R R Q & | OB B8 0
2} am report.pdf [+ ]

ary History Team

o e e e

o — — Medical Report
099028 _background. pdf a—=_=-; "'-i..-":—"—;: w Eye Injuries
loyment_history.html e e - e

888 St (TSR ———

e o 5 daia e i e

2009.bmp : i e e T L e = o da

o = — s s LR L e T T
- MCS5-09908 [ ——— Y —————p——

o m — — v — i m— e S e o

10

110 02:08 | Activity "Determine benefits
f MCE-09908" created John Dunne

0
00
0.0
o

o Sa— ML‘_H_-#“;M&“W‘_
10 0921 | Activity "Background

nts available for review™ created John .'_"'“‘_""_‘_""""' kol :”""“
10 15:32 | IBM SPE2 Predictive Score s b ———————— -
1erated - Low likelinood of frawd in this AP e i U Sy eyt iy e, s

o mm—

110 13:08 | Case MC5-099038 created ——— e — =

nne

— q e | - i — & CU IV IDIVI UL



View  History Bookmarks Tools Help

- e x fﬁ |:_E“.£=‘ http: ffsmjgsa.ibm. comy/ ~rbHee fpublic/ACM flive fRun Time fACM Nivian. himl

7y -] (28~ coose

 Birch I+|

Progressive Eh?' Viwvian Birch, Job Retraining Coordinator Help About
1 = mn

| €Y http:/fsnigsa.ibm.com/~rbtlee fpublic/ACMlive /R 77 |

ound CID-CU . John Dunn M | M M | H h

Case Work Supervisor
] Review Bl B 08 | [x ¥5 e a | OB0a 8 8

2Xam repo e

Work Item

sec?

_093905_backgrg 2 Sure, what's on your : : Eye Injuries

rnirn:l?‘ W T— — — N e T AT T 1

loyment_history.

Wiwvian Birch I =am sta_rl:lng to think 12:5%G: b - _— e — -
2009 bmp there might be =ome '-—'&. M—m“-m ._“i s L“.“
discrimination in the LT s cdfe o8 fecinly e R, e ——— L
Tracy McShay case e s e — . — TR
- PMCS-0000 8 her vision impairment  — e .-u.._.r“;
| & e — LI L R

ary History

e — i — i ——

4

¥

1]

|

Interesting - go :’

John Dunn ahead and check it ‘
1

. -_..-n.?..-._. e — e — e m— e s e

BE8 &>

1 Se— m-.‘_“_tuhmhﬂ“w{_

ith | |
"Papers, papers, - =g9=

| Marc Liesel

o m—

e e e —— - - - B = ——

|
"In & Cut” A ——
13
| e R e—— O e S
[ T
"
Sarah Vent y—— e ————————————— —
RN T W Sm—
“Leawve a messail o e e e
. s e 5 M i
- -
|
]
|

= T mmw mmww —
e e e e e e a

"The=e documen

\ Dwight We

- - T —— - . & CU IV IDIVI UL
il T . £



& Timothy Dean - Mozilla Firefox: IBM Edition

Report Details

Details for multi-purpose enrollments (2

Sales and GM% Analysis

&0
- 45

30

b

o

1 F] 3 .
Simultaneous Program Enrcliment
B Rent Assistance Child Services
M Unemployment M Job Retraining

Top Five Counties

.~ $20,895,285.06 Imperial % 1 [
$13,219.610.69 Colusa & 3 ‘
$20,271,870.30 Trinity &% 2 “
$11,498,744.23 2 Plumas (34%) 5 m

. $11,743,190.76 Del Marte seswe  + Y

<

-
5]

;
"
s
f

Timothy Dean, Head of EDD | Help | About | LogOut

Hew Activity | | Close

Ty

@& Expenses
© Growth

Advanced Case Management User Experience
compelling and attractive Uls uniting business and IT
to drive better case outcomes
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contents, histories, and forms can all

ycords managed and discovered for Full audit trails (histories) are maintained

ygulatory and legal requirements for cases to track decision making and
case information developed

Even collaborative activities can be
recorded and managed as part of a case

© 2010 IBM C«



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

Over 500 Business
Partner solutions are listt
In our Industry Solutions
Catalog.

Over 200 of these
solutions exist to addres:
iIndustry specific issues
relative to case
management in all its
forms.
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xmple of IBM ECM partners with case management solutions

2n — Cross, Legal Doc & Hold Process Mgr < HCL America — Public Sector, iGOVERN

\NIT — Cross, ECLISO « HCL America — Banking, Card Originations
| — Healthcare, Credentialing « enChoice — Cross, KwikWork Suite
| — E&U, NERC Compliance « IMC — E&U, Rate Case Submission Mgmt
| — Banking, Enterprise Originations » Qvations — Cross, OvaFlo
amatics — Ins, New Bus Processing » Pyramid — Banking, PCX, PLX, PIX,
huff — Employee On-Boarding SmarterLending
>ro — Public Sector, GoPro - BPA Group — Cross, Meeting Manager
* TriTek — Insurance, Trans@ction Express f
P&C Claims

. “ A : Manage risk
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siness Problems

anging Reqgulations

rms and conditions for eligibility
> changed by law and always
0ject to changes

onsistent data

ta about citizens kept in various
ices makes eligibility verification
nost impossible and certainly
onsistent

onsistent Service

alifying citizens are not being
ated the same way for each
mparable case due to
onsistencies 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

Outcome =

«Case Mgt Components

FileNet Content Manager
FileNet BPM
WebSphere ILOG JRules

« JUNTA DE CASTILLA Y LEON

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

Each eligible citizen is treated
equally

Time to provide services to citize
has been reduced

© 2010 IBM C«
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siness Problems

layed Maintenance
nstruction/maintenance orders
t delayed significantly; workers
ve nNo on-site access to view or
date information about
Julations, building codes, work
lers, building plans

jh risk of failure

ssion critical business processes
> heavily reliant on paper
cuments

parate Systems

partments run separate systems
ulting in inability to provide
mplete 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 360° 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

] 2
Outcome ® ©

«Case Mgt Components
Tritek Trans@ction eXpress
FileNet Content Manager
FileNet BPM
Microsoft BizTalk

« CONSOLIDATED EDISON

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

Process optimization and provid
full access to all information at a
times resulted in an ROI of $50(

© 2010 IBM C«



Years of experience in case management
Thousands of customers already using IBM for case management /
Analysts support IBM leadership (Gartner, Forrester) — J

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

© 2010 IBM C«



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

BM Advanced Case Management:
http://www-01.ibm.com/software/data/advanced-case-management/

United States

Home Solutions ~ Services ~ Products ~ Support & downloads ~ My IBM ~

Optimize case outcomes
with information, process and people

IBM technologies Success stories

Leverage industry best practices to optimize outcomes and sl o 2
empower business users )

1Y
What is advanced case management? Start in your industry

The advanced case management strategy from IBM unifies IBM has a long track record of delivering case management y ways to get the answers
information, processes and people o provide a 360-degree solutions. The IBM advanced case management strategy you need.
view of the case. In addition o content and process respends to industries in need of a smarter, more integrated

itrelies on advanced analytics, business rules, ~ Way to handle their growing, increasingly complex caseloads 6 Requesta quote
collzboration and social software to help drive more successful, and shrinking resources. Using leading solutions and proven E-mail 1B
optimized case outcomes, Moreover, advancad case bestpractices, 1BM is equipped to assist organizations with L
management selutions help capture industry best practices i 3IMostany case management scenaric, in nearly any domain O call s it
frameworks and templates to empower business users and 377425}774
e i s With theusands of customers leveraging business process S
management to solve case management problems and Priority Cf_df
: VWhy advanced case management by IBM? hundreds of partners delivering case-style solutions, IBM has 109HFOIW
f Do e ke 2 thatrequire  0SER EXpErience and success in this area
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