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Introduction

Purpose

The purpose of this guide is twofold. It provides a business overview of
Cuaram's Citizen Context Viewer (CCV) while also providing insight into
using the CCV to achieve business objectives.

The CCV displays a summary of a wide-range of client information in a
single browser. When used in conjunction with the Clram Case Participant
Index (CPI), information can be retrieved from multiple systems, thus
providing a holistic view of clients.

Audience

This guide is intended for any reader interested in understanding the busi-
ness concepts of CCV.

Prerequisites

The CCV integrates with Cdram participants and cases; therefore, the
Ciram Participant Guide and Ciram Integrated Case
Managenent Cui de arereading prerequisites.

The CCV is also designed to work in conjunction with Cdram Social Enter-
prise Collaboration and Ciram Outcome Management components includ-
ing social enterprise folders, outcome plans and multidisciplinary team
members. The Car am Soci al Enterprise Col | aborati on guide
and the Caram Qut cone Managenent guide are additional reading
prerequisites.

Chapters in this Guide
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The following list describes the chapters within this guide:

Citizen Context Viewer Business Architecture
This chapter describes the business architecture of the CCV.
Using the Citizen Context Viewer

This chapter describes the best practices for using the CCV to achieve
business objectives.

Conclusion

This chapter provides a summary of the CCV business concepts de-
scribed throughout the guide.



Citizen Context Viewer Business Architecture

Introduction

The main goal of social service agencies is to provide for their clientsin the
most effective and beneficial way. Clients can be involved in one or more
programs with multiple agencies and can have one or more family members
who also interact with the agencies. The business architecture of Curam's
Citizen Context Viewer (CCV) offers a collaborative view of a client and
provides quick access to detailed information about a client's cases and fam-
ily members. The CCV is fully integrated with the Ciram Case Participant
Index (CP1), displaying client information across systems (Curam and non-
Cdram).

Holistic View of Client in Central Location

The Citizen Context Viewer (CCV) helps an agency gain a more complete
and accurate picture of families and individuals by providing a single point
of entry for navigating to client information from all agencies delivering ser-
vices. Through the CCV, agency caseworkers can easily see:

 Who €dse is dealing with the clients including multidisciplinary team
members and social enterprise agencies

* What benefits and services the clients are receiving

* What contact clients have had with social enterprise agencies and mul-
tidisciplinary team members

Without CCV, accessing information about clients and their family mem-
bers in the application can require prior knowledge about the client and an
understanding of navigating the application. Using CCV, users can access
al information about a client without requiring extensive knowledge of the
application. With less time spent navigating the application in search of in-
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formation, the CCV user can focus on learning about the client. At the same
time, since the CCV opens in its own pop-up window, it can easily be used
in conjunction with the application. Users can navigate across the applica-
tion and return at any point to the client-centered view.

The CCV not only provides a holistic view of aclient, it also provides a hol-
istic view of each of the client's family members. CCV users have the option
to view client information for each family member in the same CCV or else
users can open a new CCV for each family member. Both options make it
easier for agencies to compare information across families. Agencies can
determine whether or not someone in afamily isreceiving a particular bene-
fit from any number of agencies, reducing the risk of a family fraudulently
collecting for the same benefit more than once.

Comparing client information for family members can also assist in early in-
terventions. For example, in families where there is a risk of child abuse or
neglect, the agency can use the CCV to view any assessments for older sib-
lings. These assessments may detect a pattern in the family, such as a pro-
gression from child services to juvenile justice, eventually leading to along-
term dependency on social services. Under these circumstances, the agency
can decide to intervene early for younger siblings in order to break the cycle
of dependency.

Viewing Client Information across Agencies

The CCV displays client information across agencies providing caseworkers
with a complete view of a claimant's claim history. Integration of informa-
tion across agencies is facilitated by the Clram Case and Participant Index
(CPI). CPI is acentral data repository for storing and managing core parti-
cipant details used in Cdram and non-Curam systems. Using CCV with CPI,
agency workers can quickly access a client's case history across agencies
and view detailed information about family members stored across systems.

CCV Components

The CCV is atree structure which opens in a pop-up window so that it can
be used in conjunction with the application. At the top of the CCV isanim-
age of the CCV client (if available) and his or her personal details. Each one
of the components that make up the CCV structure groups together aspects
of client information including a client's cases, client communities, family
relationships, client interactions, and multidisciplinary teams who act on be-
half of clients.

Care & Protection Component

The care and protection component displays a summary of a client's pro-
grams (examples of programs include food stamps, TANF, unemployment
insurance benefits, medical assistance). Using CPI in conjunction with CCV
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enables agency workers to see a history of a client's programs across agen-
cies, thus providing a holistic view of the client. The information displayed
for each program includes the program status, the primary client, if relevant,
and the program reference number.

Caseworkers can use this component to identify other programs or other or-
ganizations that are more suited to fulfilling the claimant's needs and facilit-
ate the claimant to become more self sufficient and eventually less reliant on
socia welfare. This component can be used to identify trends within famil-
ies and use this information to intervene at an early stage. For example, a
common pattern in families is for siblings to move from child welfare pro-
grams to juvenile justice programs, and social welfare programs in their
adult years. By detecting this pattern early, agency workers can intervene
for younger family members, thus breaking the cycle of dependency.

Communities Component

The communities component displays the communities that the CCV client
isamember of. The classification of a community is dependent on the case
or benefit, for example:

* Food Stamps, the community, is the Food Stamps Household.
* TANF, the community, isthe TANF Household.

o Socia Enterprise Folder (SEF), the community, is all the clients that
have been added to the SEF.

Family Component

The family component shows a client's relationships. One of the main bene-
fits of integrating CPl with CCV isthe ability to see information about fam-
ily members across agencies. This allows agency workers to view informa-
tion about family members who are not part of the household, for example,
absent parents. The CCV view can be changed to display information for
any family member. For example, an agency worker can select an absent
parent and seeif that parent isin receipt of payments for programs from oth-
er agencies.

Dealings Component
The dealings component displays interactions between the CCV client and

the SEM agency. It provides summary details of all the client's communica-
tions and payments thus forming an overview of a client's contacts with the

agency.
Multidisciplinary Team Component

The multidisciplinary team component displays all multidisciplinary team
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members who are responsible for helping the CCV client. Multidisciplinary
teams are groups of professionals from diverse disciplines, for example,
government agents, private practitioners who come together to provide com-
prehensive assessment and consultation in cases such as child abuse and
fraud investigation. Their primary purpose is to help team members resolve
difficult cases. The CCV provides effective means for viewing the MDT
members working on behalf of a client and for viewing their contact details.

CCV Customization

One of the benefits of the CCV is the ability to configure the CCV compon-
ents dynamically as part of system administration. These configurations
primarily determine the client information that should be displayed. For ex-
ample, the option is provided to only display cases of selected statuses. For
more information, seethe Caram Ci ti zen Context Vi ewer Con-

figuration Cuide.

Customization support is aso provided which enables agencies to change
the client information displayed at the top of the CCV, to add CCV compon-
ents, e.g., an employment history or a financial history, and to define the
case communities.



Using the Citizen Context Viewer

Introduction

This chapter provides an overview of using the citizen context viewer.
When the CCV is launched for a social enterprise client, it opensin its own
window allowing for ease of use in conjunction with the application.

Within the CCV, there are navigation options which are designed to compli-
ment an agency's business requirements. These options include the ability to
view additional CCV clients and to view more information about a specific
client.

While the CCV opens in its own browser, it's session is linked to the CCV
user's application login. The system checks the CCV user's security settings
before launching the CCV and only displays client information that the user
Is authorized to view.

Launching the CCV

By default, the CCV can be launched for each client within a social enter-
prise folder either from the list of clients on a socia enterprise folder home
page or from the clients list page. The CCV is aso launched by selecting an
icon on the image displayed for aclient in the application.

Using the CCV

By design, the CCV has been sized so that CCV users can view the informa-
tion in the CCV in conjunction with information in the application. This al-
lows the CCV user to navigate back and forth between the client-centered
view of the CCV and the more detailed information stored in the applica-
tion.

The CCV can be used to assist social service agency workers in detecting
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client fraud. By retrieving information from Ciram and non-Cdram systems,
the caseworker can detect if aclient is attempting to collect the same bene-
fits from different agencies and or within different jurisdictions.

The CCV can also assist call center users in dealing with client queries. For
example, if the client, Linda Smith, contacts a call center to enquire about a
specific payment, the call center user can launch the CCV for Linda Smith
and examine the list of interactions using the dealings component. The CCV
provides a link to the payment instruction details page for each payment in-
teraction.

Viewing Client Information for Family Members

The CCV alows users to view client information for family members by
changing the existing CCV client or by opening anew CCV for each family
member. To change the existing CCV client with a family member, the
CCV user can drag and drop family members onto the top panel of the
CCV. This will refresh the panel and the tree structure to display client in-
formation for that family member. Alternatively, the CCV user can right-
click on afamily member and select the view citizen context option.

The ability to view client information across families can assist agencies in
depicting family trends. For example, an agency worker can compare the
programs for siblings within the same family. If an older sibling progresses
from child services to the juvenile justice system, the agency may wish to
investigate the underlying causes for this progression. Using this informa-
tion, the agency may offer younger siblings support so that they do not enter
the juvenile justice system.

Using the CCV to Manage Clients and Cases

A feature of the CCV isthe ability to manage the clients and cases for a SEF
by dragging information from a CCV into the SEF. Cases displayed in the
care and protection component can be dragged into the list of cases that
make up a SEF. Similarly, the CCV client and family members can be
dragged into the list of SEF clients. This feature reduces the manual effort
and knowledge required of SEF caseworkers to manage SEF clients and
cases. The CCV can also be used to manage the clients for an outcome plan.
Clients displayed in the family node can be dragged to a list of clients that
will make up the outcome plan.

User Security and the CCV

The CCV uses existing security settings to ensure that only authorized users
can view client information. Case information is protected by case security,
service plans are protected by service plan template security, and client in-
formation is protected by client sensitivity security. A user's security role
must also include the necessary functions to be able to view the various
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types of information displayed in the CCV. For information on security, see
the Car am Syst em Confi gurati on Gui de.

Additional sensitivity security has been introduced for social enterprise col-
laboration components such as multidisciplinary team members. A sensitiv-
ity level can be associated with these team members and CCV users can
only view those team members whose sensitivity is equal to or less than
their own.

In the CCV, the total records returned is displayed for each component. In-
formation is provided for the records that are not shown based on a user's
security access.



Conclusion

Summary

The following summarizes the main concepts of the CCV covered in this
guide:

The CCV provides an overview of a client's cases, communities, deal-
ings, family, and multidisciplinary teams.

The CCV also provides quick access to detailed client information.

The CCV is designed to be easily used in conjunction with the applica-
tion and additional CCVs.

The CCV uses the Curam CPI to display client information across agen-
cies.

The CCV can assist call center users in handling queries, can reduce the
risk of fraud, and can help in early prevention.
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Notices

This information was developed for products and services offered in
the U.S.A. IBM may not offer the products, services, or features dis-
cussed in this document in other countries. Consult your local IBM
representative for information on the products and services currently
available in your area. Any reference to an IBM product, program,
or service is not intended to state or imply that only that IBM
product, program, or service may be used. Any functionally equival-
ent product, program, or service that does not infringe any IBM in-
tellectual property right may be used instead. However, it is the
user's responsibility to evaluate and verify the operation of any non-
IBM product, program, or service. IBM may have patents or pending
patent applications covering subject matter described in this docu-
ment. The furnishing of this document does not grant you any li-
cense to these patents. Y ou can send license inquiries, in writing, to:

IBM Director of Licensing
IBM Corporation

North Castle Drive
Armonk, NY 10504-1785
U.SA.

For license inquiries regarding double-byte (DBCS) information,
contact the IBM Intellectual Property Department in your country or
send inquiries, in writing, to:

Intellectual Property Licensing
Legal and Intellectual Property Law.
IBM Japan Ltd.

1623-14, Shimotsuruma, Y amato-shi
Kanagawa 242-8502 Japan

The following paragraph does not apply to the United Kingdom or
any other country where such provisions are inconsistent with local
law: INTERNATIONAL BUSINESS MACHINES CORPORA-
TION PROVIDES THIS PUBLICATION "AS IS' WITHOUT
WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED,
INCLUDING, BUT NOT LIMITED TO, THE IMPLIED WAR-
RANTIES OF NON-INFRINGEMENT, MERCHANTABILITY
OR FITNESS FOR A PARTICULAR PURPOSE. Some states do
not allow disclaimer of express or implied warranties in certain
transactions, therefore, this statement may not apply to you.

This information could include technical inaccuracies or typograph-
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ical errors. Changes are periodically made to the information herein;
these changes will be incorporated in new editions of the publica-
tion. IBM may make improvements and/or changes in the product(s)
and/or the program(s) described in this publication at any time
without notice.

Any references in this information to non-IBM Web sites are
provided for convenience only and do not in any manner serve as an
endorsement of those Web sites. The materials at those Web sites are
not part of the materials for this IBM product and use of those Web
sitesisat your own risk.

IBM may use or distribute any of the information you supply in any
way it believes appropriate without incurring any obligation to you.
Licensees of this program who wish to have information about it for
the purpose of enabling: (i) the exchange of information between in-
dependently created programs and other programs (including this
one) and (ii) the mutual use of the information which has been ex-
changed, should contact:

IBM Corporation

Dept F6, Bldg 1

294 Route 100

Somers NY 10589-3216
USA.

Such information may be available, subject to appropriate terms and
conditions, including in some cases, payment of afee.

The licensed program described in this document and all licensed
material available for it are provided by IBM under terms of the
IBM Customer Agreement, IBM International Program License
Agreement or any equivalent agreement between us.

Any performance data contained herein was determined in a con-
trolled environment. Therefore, the results obtained in other operat-
ing environments may vary significantly. Some measurements may
have been made on development-level systems and there is no guar-
antee that these measurements will be the same on generally avail-
able systems. Furthermore, some measurements may have been es-
timated through extrapolation. Actual results may vary. Users of this
document should verify the applicable data for their specific envir-
onment.

Information concerning non-IBM products was obtained from the
suppliers of those products, their published announcements or other
publicly available sources.

IBM has not tested those products and cannot confirm the accuracy
of performance, compatibility or any other claims related to non-
IBM products. Questions on the capabilities of non-IBM products
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should be addressed to the suppliers of those products.

All statements regarding IBM's future direction or intent are subject
to change or withdrawal without notice, and represent goals and ob-
jectivesonly

All IBM prices shown are IBM's suggested retail prices, are current
and are subject to change without notice. Dealer prices may vary.

This information is for planning purposes only. The information
herein is subject to change before the products described become
available.

This information contains examples of data and reports used in daily
business operations. To illustrate them as completely as possible, the
examples include the names of individuals, companies, brands, and
products. All of these names are fictitious and any similarity to the
names and addresses used by an actual business enterprise is entirely
coincidental.

COPYRIGHT LICENSE:

This information contains sample application programs in source
language, which illustrate programming technigques on various oper-
ating platforms. Y ou may copy, modify, and distribute these sample
programs in any form without payment to IBM, for the purposes of
developing, using, marketing or distributing application programs
conforming to the application programming interface for the operat-
ing platform for which the sample programs are written. These ex-
amples have not been thoroughly tested under all conditions. IBM,
therefore, cannot guarantee or imply reliability, serviceability, or
function of these programs. The sample programs are provided "AS
IS', without warranty of any kind. IBM shall not be liable for any
damages arising out of your use of the sample programs.

Each copy or any portion of these sample programs or any derivative
work, must include a copyright notice as follows:

© your company name) (year). Portions of this code are derived
from IBM Corp. Sample Programs.

© Copyright IBM Corp. _enter the year or years . All rights re-
served.

If you are viewing this information softcopy, the photographs and
color illustrations may not appear.

IBM, the IBM logo, and ibm.com are trademarks or registered trade-
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marks of International Business Machines Corp., registered in many
jurisdictions worldwide. Other product and service names might be
trademarks of IBM or other companies. A current list of IBM trade-
marks is available on the Web at "Copyright and trademark informa-
tion" at http://www.ibm.com/legal/us/en/copytrade.shtml.

Other names may be trademarks of their respective owners. Other

company, product, and service names may be trademarks or service
marks of others.
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