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Introduction

Purpose

The purpose of this guide is to define issue management functionality
provided by the application. After reading this guide, the reader should have
a basic understanding of how issues are created on cases to manage and re-
solveissues that are identified during eligibility determination.

Audience

This guide isintended for business analysts employed by your organization.

Prerequisites

It is assumed that the reader is familiar with the basic concepts of Social En-
terprise Management. In addition, readers should be familiar with the ap-
plication, specifically with the processes related to case management.

Background

During case processing, certain information provided by a client may need
to be examined in more detail. Potential differences can arise between evid-
ence received by a claimant and the verification of this evidence received
from athird party. For example, if the reason given by aclient for leaving a
job is different to the reason provided by his or her employer, the organiza-
tion may wish to investigate this further. Similarly, if the reason a client left
ajob is due to misconduct, further investigation may be needed.

When such circumstances occur, a process must be put in place to resolve
any conflict and to effectively manage the case on which the discrepancy
has been identified. For example, the organization may want to suspend
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payments on a case until an issue has been resolved. Solutions to manage
such discrepancies and related processes is provided by the application.

Curam Issue Management enables an organi zation to:

» Automatically or manually create issues on a case

* View asnapshot of the evidence at the time the issue was created as well
as the most recent evidence

» Track the progress of issues

» Prioritizeissues

* Notify and assign appropriate users to issues

» Manage issue resolutions using built in workflows

» Appeal issue resolutions

Chapters in this Guide

The following list describes the chapters within this guide:

Issue Administration

This chapter provides an overview of the aspects of issues set up as part
of application administration. This includes information on configuring
issue types, issue resolutions, and resolution approval checks.

| ssue M anagement

This chapter provides information on managing issues at the case level.
This includes creating issues on a case, entering the issue resolution, ap-
proving the issue resolution, and viewing the list of resolution approval
requests. This chapter also lists the workflow events that are raised dur-
ing issue processing.

Additional Features

This chapter provides information on the additional features available in
issue management.



Issue Administration

Introduction

Issues can be created on cases when issue information has been configured
as part of system administration. When an issue is created on a casg, it in-
herits this pre-configured information.

This chapter provides an overview of issue information that must be con-
figured in order to create issues on cases. The following information is
covered in this chapter:

» Issuetype configuration
* Resolution administration

» Issueresolution approval checks

Issue Type Configuration

Issue types are the templates on which issues created on cases are based.
Generic information is set up for each issue type during system administra-
tion. This information is then inherited by the issues that are set up on indi-
vidual cases.

A uniqueissuetypeis specified for each issue. For example, the name of the
issue type may describe the evidence type to which the issue relates. For ex-
ample, "earned income”.

The system administrator then specifies date settings. Date settings define
the period during which the issue details are effective. The date settings in-
clude a start date and an end date. These settings are important because an
issue cannot be created for a case if that issue's effective period has not
commenced or has already ended.
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The priority of the issue type can be configured. The priority indicates the
level of importance of issues that are created for this type of issue.

An issue home page can be specified for a issue. The issue home page set-
ting defines the name of the page that is used when viewing issue details for
cases that are related to thisissue.

A workflow event can be associated with each issue type that is configured.
A user can specify the workflow event class and type to be raised when an
issue of thistype is created. For example, a suspend payment event may be
triggered when aissue based on thistypeis created.

Configuring Issue Ownership

An Issue Ownership Strategy setting is provided that allows an administrat-
or to define an ownership strategy for issues based on a particular type using
workflow. Issue ownership is functionally similar to case ownership. If an
ownership strategy is specified for an issue type, this setting is used to
define how the initial case owner for the issue should be determined. An or-
ganization can override the default issue ownership strategy depending on
its requirements to assign ownership to any user, organization unit, position,
or work queue.

Resolution Administration

Resolutions for issues are configured during system administration. These
resolutions can then be entered on an issue by a case worker. Any number of
resolutions can be configured. Examples of resolutions include "agree with
client", "agree with employer".

Each resolution is configured as a selectable code table value and may also
have an associated workflow event which is raised when the resolution is
entered on an issue. Workflow events are used to trigger a specific case pro-
cessing function. For example, a workflow event that unsuspends a payment
on the related case may be triggered when a resolution of "agree with client”
is entered on an issue.

Issue Resolution Approval Checks

The issue resolution approval check is used to determine whether an issue
resolution is manually or automatically approved.

Issue resolution approval checks can be defined for an issue type, an organ-
isation unit, or a user. Setting approval checks at the user level governs the
resolution on issues assigned to users. Setting approval checks at the organ-
ization unit level governs the resolution on issues for all users assigned to
positions in that organization unit. Setting approval checks at the issue con-
figuration level governs resolutions on all issues based on that issue config-
uration (across al users).
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When setting up resolution approval checks at the organization unit and user
levels, auser must specify whether the approval check should apply to ares-
olution on asingleissue or to al issues.

When aresolution on an issue is submitted for approval by a user, the sys-
tem first checks the user's issue resolution approval check information. If no
issue resolution approval checks exist at the user level, the system then
looks for any issue resolution approval checks for the organization unit that
the user belongs to. If there are no issue resolution approval checks for the
organization unit, then the system checks the issue resolution approval
checks at the issue configuration level.



Issue Management

Introduction

Issues are managed on a case-by-case basis. Issues managed at the case
level are instances of issue types that apply to a particular case. One or more
issues can be set up on an individual case as required. This chapter describes
how issues are created and managed at the case level. This chapter aso out-
lines the issue processes that cause workflow events to be raised.

Creating an Issue

Issues are created to manage case-related problems or questions identified
by caseworkers during the course of their work. Issues can aso be created to
manage evidence discrepancies identified during rules processing. An issue
can be created manually by a user or automatically by the system.

Automatic Creation

Issues are normally created during case processing when a discrepancy is
identified between two pieces of evidence. Based on the circumstances iden-
tified by the organization that give rise to it, the application provides the fa-
cility to automatically create an issue.

Manual Creation

An issue can be created manually. Issue creation establishes the evidence
type that the issue relates to, for example "employment evidence" and theis-
sue type that is related to the evidence, for example, "earned income”.

During issue creation, the user indicates the evidence that gaveriseto theis-
sue. The system automatically stores a snapshot of this evidence and asso-
ciatesit with the issue. The snapshot provides a definite reflection of the ori-
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ginal evidence at the time it was created and cannot be modified. The sys-
tem links the snapshot and the current evidence to the issue. The current
evidence is the evidence on the case in it's current stete, i.e., the evidence
that has changed.

The user aso specifies the start and end date for the issue as well as its pri-
ority. The start date indicates the date the issue was identified. The issue pri-
ority isinherited from the issue type that is associated with the issue. A user
can change the priority on an issue-by-issue basis.

Assigning Issue Ownership

The application provides a sample issue ownership strategy which can be
overridden by agencies as required. When an issue is created, the system
automatically sets the user who is the case owner of the case in which theis-
sue was created as the initial owner. 1ssue ownership can be transferred. The
owner of an issue can be a user or an organization group such as an organiz-
ation unit, position, or work queue. If the issue owner is set to an organiza-
tion unit, work queue or position, any users who are members of the organ-
ization group can work on the issue. The agency's own issue ownership
strategy can be configured depending on its requirements. For more inform-
ation on configuring issue ownership consult Section 2.3, Configuring Issue
Ownership.

Entering an Issue Resolution

An issue cannot be resolved until aresolution is entered on it. When the is-
sue has been reviewed by a caseworker, the caseworker enters a resolution.
The resolution reflects the caseworker's adjudication on the evidence to be
used when determining the client's eligibility. For example, an "agree with
client" resolution indicates that the evidence given by the client is to be used
instead of the evidence provided by athird party.

The resolutions that can be entered are inherited from those configured for
the issue type during system administration. Any workflow event associated
with the resolution configuration will aso be raised when that resolution is
entered on an issue. For example, an unsuspend payment workflow event
will be triggered automatically if a resolution that is associated with this
event is entered on the issue.

Approving an Issue Resolution

An issue resolution must be approved. The purpose of this stage is to verify
that the resolution entered for the issue is correct. During this stage, an issue
resolution is submitted for approval and either approved or rejected. A
workflow is triggered that requires the case supervisor to either approve or
reject the issue resolution. For more information, see Section 3.11, Issue
Resol ution Wor kfl ow.
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The case worker submits an issue resolution for approval. The issue resolu-
tion is then approved or rejected by the case supervisor. If the case worker
has resolution approval rights as part of his or her security profile, or if the
case supervisor submits the issue resolution, the resolution is automatically
approved.

Issue resolutions submitted for approval have a status of submitted; ap-
proved issue resolutions have a status of approved.

If the issue resolution is rejected, it must be resubmitted in order to progress.

Once the issue resolution is approved, the issue is automatically closed by
the system.

Closing an Issue

A issue is closed automatically by the system when its resolution is ap-
proved. An issue can also be manually closed at any stage. For example, a
user can close an issue if the evidence that gave rise to the issue has been
corrected since the issue was opened.

When an issue is manually closed, the reason for closing the issue is spe-
cified. If the user who closes the issue is not the case owner of the related
case, a notification is sent to the relevant case owner to inform him or her
that the issue has been closed.

After an issueis closed, the closure details can be changed by a system user.

Issue Statuses

Each issue that is created on a case has a status which describes its progress.
There are three issue statuses. open, closed, and canceled. Each status
changes during issue processing.

The following table describes each issue status:

Open Anissue statusis “open” when theissueisfirst cre-
ated on the system.
Closed Anissueis"closed" when normal businessis com-

plete for that issue. An issue can be manually closed
by a system user if aresolution has not been added
for the issue. The system will automatically close
the issue when the issue resol ution has been ap-

proved.

Canceled Anissueis“canceled” if theissueis deleted from
the system.

Table Issue Processing Statuses
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Issue Resolution Statuses

Each resolution that is created on a issue has a status which describes its
progress. There are four resolution statuses: in-edit, submitted, approved,
and rejected. Each status changes during issue processing.

The following table describes each resolution status:

In-edit A resolution statusis “in-edit” when the resolution
isfirst entered for an issue.

Submitted An resolution statusis "submitted” when it is sub-
mitted for approval.

Approved A resolution status is "approved” when the resolu-
tion is approved by an authorized user, e.g., acase
Supervisor.

Rejected A resolution status is "rejected” when the resolution
isrejected by an authorized user, e.g., a case super-
visor.

Table Resolution Processing Statuses

Resolution Status History

A resolution status history is automatically maintained for all issue resolu-
tions. The resolution status history records details of each resolution status
change that the issue has undergone during its lifetime. The resolution status
history is automatically updated when a user enters a resolution for an issue,
submits aresolution for approval, or approves or rejects a resolution.

Every time the system detects an instance of processing for aresolution, the
resolution is added to the history. The history displays a record of the resol-
ution, the resolution status, and it's effective date. The effective date allows
the user to determine the duration of each status.

The resolution status history allows a user to track the progress of a resolu-
tion from the time it is created to the time it is approved.

Viewing the List of Resolution Approval Requests

Each time a resolution is submitted by a caseworker for approval, the resol-
ution approval request is automatically recorded on the list of resolution ap-
proval requests. The list displays the name of the user who requested the
resolution approval and the date the request was made. If the system determ-
ines that the resolution is to be automatically approved, an approval decision
date is set to the current date and the resolution status is displayed. If the
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resolution is to be manually approved, the approval decision date is set to
the current date and the name of the current logged in user is displayed. If
the user decides to reject the approval request, the rgection reason and re-
jection comments are also displayed.

Issue Resolution Workflow

When an issue resolution is submitted for approval by a case worker, the
system automatically creates a task requesting that the case supervisor ap-
prove the resolution. When the resolution is approved, a notification is sent
to the case worker notifying him or her of the outcome of the approval re-
quest.

Events

An events calendar is provided for all events. Each calendar displays the
name of the event and the date on which the event occurs in the appropriate
date entry. A number of events are automatically created for each issue.
These events appear on the issue calendar.

A number of events are automatically created by the system during specific
issue processing. These events are as follows:
I ssue Opened
An issue opened event is recorded when an issue is created.
Resolution Submitted

A resolution submitted event is recorded when a resolution is submitted
for approval.

Resolution Approved
A resolution approved event is recorded when aresolution is approved.
Resolution Rejected

A resolution rejected event is recorded on the date a resolution is rejec-
ted.

I ssue Closed
An issue closed event is recorded on the date an issue is closed.

10



Additional Features

Introduction

The following additional features will also be available within issues. These
features are modeled on the core application functionality.

My Issues

A list of issues is automatically maintained by the system. The issues list
page allows usersto view alist of all issues on acase.

Attachments

An attachment is a supplemental file, such as a text document, that is at-
tached to an issue. The organization can attach scanned documents such as
birth certificates and employment records to provide information about an
issue. A range of file types are supported including Microsoft® Word, Mi-
crosoft® Excel, and PDF. Once thefileis attached to the issue, it may be ac-
cessed by other system users with appropriate security privileges.

Communications

A communication is a correspondence to or from the organization. Any
communication created within an issue automatically relates to that issue.
Communications can be paper, telephone, or email based. Communication
functionality can be integrated with Microsoft Word templates, XSL tem-
plates, or email servers. A communication can be recorded for the case
member whose evidence gave rise to the issue. For further information, see
the Car am Conmuni cati ons Cui de.

11
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Notes

Notes are used to provide additional information about an issue. A note is
entered as free text and can be prioritized and given a sensitivity rating so
that it can only be accessed by certain users. A note cannot be overwritten
once it is created on the system. When a note is modified, the system main-
tains a note history which includes each version of a note, the time and date
the note was entered on the system and the user who made the modifica-
tions. A note is automatically created when an issueis closed.

Tasks

A task is an instruction to carry out an item of work. Tasks are either manu-
ally created by a user or automatically created by the system. They are
maintained in a user's workspace as part of workflow. Tasks that relate to an
issue can also be maintained from the issue task list. For example, a task
may be created to approve an issue resolution that has been submitted for
approval. This task would appear on both the case supervisor's workspace
and on the issue's list of tasks.

User Roles

A user role specifies a user who is assigned responsibility for an issue.
There are two types of user roles: the case owner role and the case super-
visor role. The case owner role specifies the user who is assigned responsib-
ility for an issue. The supervisor role specifies the user who supervises the
management of an issue.

12



Conclusion

Summary

The following is a summary of the main concepts covered in this guide:

» |ssues are created to manage and resolve issues identified on cases dur-
ing eligibility determination.

* Issuetypes are set up as part of system administration and can be associ-
ated with evidence types and workflow events. These issue types are
used to create customized issues on a person's cases within the Cdram
Case Manager.

» The progress of the issue type is tracked from issue creation, through en-
tering a resolution for the issue, approving the resolution, and closing
the issue.

Additional Information

This guide is a supplement to the information covered in the core business
guides. They are asfollows:

Caram I nt egrat ed Case Managenent Qui de

This guide covers the basic concepts of case processing.
Caram Partici pant Quide

This guide covers the basic concepts of participant functionality.
Cir am Nomi nees Cui de

This guide covers the basic concepts of nominee functionality.
Cdram Fi nanci al s CGui de

This guide covers the basic concepts of financial processing.
Ciram Comuni cati ons Gui de

13
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This guide covers the basic concepts of communication management.
Caram Wor kf | ow Overvi ew Qui de

This guide provides an overview of workflow.
Cdram Servi ce Pl anni ng CGui de

This guide provides an overview of Clram Service Planning™.
Caram Verification Engi ne Quide

This guide provides an overview of the Cdram Verification™ Engine.
Cdiram Evi dence Cui de

This guide covers the basic concepts of evidence functionality.

14



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

16
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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-

17
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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.

Adobe, the Adobe logo, and Portable Document Format (PDF), are
either registered trademarks or trademarks of Adobe Systems Incor-
porated in the United States, other countries, or both.

Microsoft, Word and Excel are trademarks of Microsoft Corporation
in the United States, other countries, or both.

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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