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Please Note:

IBM’s statements regarding its plans, directions, and intent are subject to change or withdrawal 

without notice at IBM’s sole discretion. 

Information regarding potential future products is intended to outline our general product direction 

and it should not be relied on in making a purchasing decision. 

The information mentioned regarding potential future products is not a commitment, promise, or 

legal obligation to deliver any material, code or functionality. Information about potential future 

products may not be incorporated into any contract. The development, release, and timing of any 

future features or functionality described for our products remains at our sole discretion.

Performance is based on measurements and projections using standard IBM benchmarks in a 

controlled environment.  The actual throughput or performance that any user will experience will vary 

depending upon many factors, including considerations such as the amount of multiprogramming in 

the user's job stream, the I/O configuration, the storage configuration, and the workload processed.  

Therefore, no assurance can be given that an individual user will achieve results similar to those 

stated here.
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Volume
Every day, 15 petabytes of 

new information are being 

generated. By 2010, the 

codified information base of 

the world is expected to 

double every 11 hours.

Variety
80% of new data growth is 

unstructured content, 

generated largely by email, 

with increasing contribution by 

documents, images, and video 

and audio.

Velocity
An average company with 

1,000 employees spends $5.3 

million a year to find 

information stored on its 

servers. 42% of managers say 

they use the wrong information 

at least once per week.

Information Week Survey:
70% say Regulations drive up storage demands, 

businesses realizing they must classify, manage, 

delete data - not just keep adding storage

Source:  InformationWeek – State of Enterprise Storage:  Changing Priorities, Changing Practices

We have experienced an information explosion

http://www.stateofstorage09.informationweek.com/login.jhtml?_requestid=254443
http://www.stateofstorage09.informationweek.com/login.jhtml?_requestid=254443
http://www.stateofstorage09.informationweek.com/login.jhtml?_requestid=254443
http://www.stateofstorage09.informationweek.com/login.jhtml?_requestid=254443
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Does this look familiar?
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How do you turn this…
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Does this look familiar?…into this?
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Managing your information - smarter models are emerging.

Smarter content management

Content in a shared services model, delivered in 
context to specific business users and processes, 
driving faster insight and action

Traditional content management

Content locked in multiple, siloed repositories, 
driving uncontrolled proliferation, inconsistent 
access, and mounting costs and risks

Infrastructure-led approaches

Business solution–led approaches

Siloed, departmental management

Collaborative, shared services model

“Hard wired” business processes

Optimized, dynamic processes

“Keep everything” governance model

Policy-based information lifecycle

“Search and hope” user experience

Analytics- and people-driven insight
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Case Manager unlocks valuable insights & helps you make the right decision  

What our clients are doing with Case Manager 

Understand what 
customers want 
before they ask.

Detect fraudulent 
claims before they 
are paid.

Reduce
re-admission rates 
of patients into 
hospital.

Dynamically 
deploy resources 
to the areas of 
greatest threat.

Are you unlocking the value of your unstructured content?



© 2012 IBM Corporation9

8 March 2012, Marina Sands Hotel, Singapore

What is Case Management?

Managing customer-related issues that require knowledge-based 
decisions or are outside the scope of normal business activities—

or in today’s environment, is it more?

Capturing relevant 

Information

• Understanding

• Evaluating

• Analyzing

Collaborating
• Internally 
• Externally
• Communicating 

Decision making
• Taking action
• Resolving
• Recording and 

reporting
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Why IBM Case Manager is Different …

―IBM can claim the strongest scores 
across the three DCM use case categories 
— investigative, service request, and 
incident management — reflecting the 
strength and comprehensiveness of its 
overall portfolio, which combines BPM, 
ECM, and analytics.‖

―IBM will drive leadership in 
analytics in the dynamic case 
management market.‖
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IBM Case Manager  

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

IBM Case Management

People s Process   s Information

Unites information, process and people

Provides a 360 degree view of the customer

Delivers optimized case outcomes  through Analytics, Rules, Collaboration & Social  Computing
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What is Case Management?  Another view 

Audit Trail

Case 

Details

Content

Operational and 

System Dashboards Real Time, Business 

Process Analytics

Historical Process &

Pipeline  Analysis

Status

Service Level 

Agreement
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How customers are using Case Manager today.
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Major bank in South Africa
Automating business processes to build efficient systems & fuel business growth

The need
• The  bank was overburdened with manual & paper processes and incurred 

excessive overhead costs to manage them
• The bank had difficulties in having visibility of customer information in 

different departments such as secured lending, asset and  vehicle lending.
• With limited visibility to customer information, the bank was facing 

limitations on their ability to cross sell / upsell.

The solution
• The bank engaged IBM to automate & integrate systems for better customer 

view across departments
• IBM Case Manager eliminates duplicate tasks / redundancy by enabling 

different departments with a 3600 view and easy access of customer data 
information.

• IBM Case Manager enables rapid development of case structures, helps to 
overcome exception challenges quicker and in turn provide a  faster time to 
value.

Business benefits
• Increase revenue per customer
• Improve customer loyalty
• Reduce errors 
• Easy and quick access to customer information across departments
• Quicker service of banking transactions (cases)
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Case Manager Analytics

Case Analyzer (Historical Reports)

• Provides Excel and Cognos BI reports to enable case and process analysis

• Dynamic analysis (drill down, slice and dice, filter, etc)

• Historical trend analysis

• Based on Online Analytical Processing (OLAP) technology to support high performance dynamic queries 

on large data sets

Case Monitor (Realtime Dashboards)

• Integrated Cognos RTM environment to provide real time monitoring of cases and processes

• Threshold monitoring and alert generation

• Real time dashboards for current data 

Content-based Analysis

• Crawling and indexing of case contents & metadata

• Discovers trends and anomalies across cases

• How frequently do textual patterns occur across cases

e.g. most common compliant in user comments in cases
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The solution
• IBM Case Manager provides an end to end employee lifecycle management solution – a 

manager enters open positions that launches a case, continues through interview, hiring 
tasks, employee onboarding tasks and tracks access to facilities, systems and IP.

• Compliance knowledge workers have a single user interface one-stop-shop for all records, 
documents, tasks, and decisions related to access to physical/ electronic systems & 
intellectual property.  

Energy producer for large USA City 
Employee lifecycle management streamlines manual compliance

Business benefits
• Dramatically reduces effort to track and employee or contractor access and changes 

to physical/ electronic systems & IP with quick and easy response to NERC audit 
reporting requests.

• A single environment providing a 3600 view across information, tasks and systems 
and dramatically reduced solution development cycles - IBM business partner, 
Adjacent, rapidly prototyped solution options in front of the customer for review/ 
adjustment in real time.  Knowledge workers drove interest and business need for 
the solution 

• Provides a solution development platform for rapidly developing new solutions. 

The need
• Replace manual, resource intensive steps required to comply with NERC (North 

American Electric Reliability Corporation) for employee/ contractor access to 
physical and electronic systems as well as IP

• Periodic NERC audits required significant manual effort to report employee and 
contractors’ access to assets

• Enable a single 3600 view of case information across structured and unstructured 
information including instant messages and information from mainframe and ERP 
systems across the City with a simple, intuitive single interface which requires 
minimal user training and includes all information, tasks and activities and also 
report on case activity throughout the case lifecycle
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IBM Case Manager: Powerful analytics for better case outcomes

Case Analytics

Structured       Unstructured

Real time        Persisted

• Comprehensive reporting and analysis
Gives case managers visibility across all 
information types to assess and act 
quickly

• Real-time dashboards
Understand issues before they become a 
problem

• Unique content analytics for discovering 
deeper case insight to understand 
business impact

• Discover patterns, trends and insights 
across cases

Bottom line:
Case managers need insight in order to impact results, 
and integrated analytics help organizations understand the 
impact of case loads.
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Content Analytics enables analysis that was previously impractical
Aggregates conclusions & scales out understanding to large data sets

Analyzed Documents
with identified concepts

John sprained his ankle on the step...

Source Info
(ECM, File, Web, DBMS, ...)

Noun Verb Noun Phrase Prep Phrase

Person Injury Body Part Location

Claimant: Soft Tissue Injury
Extracted
Concept

Automatic Visualization
Concepts and tagged source 

information are visualized in UI

• Content analytics scales out document by 
document content investigation

• Aggregate the conclusions

• Assess volumes of information not 
otherwise humanly possible (or cost 
effective) 
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Large US Health Insurance company
Driving enterprise efficiencies  and cost reduction

The need
• Long-term FileNet BPM customer with over 11,000 knowledge 

workers enterprise-wide using the solution

• Customized solution framework developed on FileNet Business 
Process Manager was difficult to manage and change

• Seeking a single environment with broad out of the box capabilities 
and highly configurable design environment

• Seeking to consolidate series of similar systems with an additional 
20,000 users into a single manageable platform

The solution
• IBM Case Manager replaces their custom framework with an 

extended set of pre-integrated capabilities out of the box

• Highly configurable design environment translates into 80 percent 
configuration and only 20 percent customization to meet business 
requirements

• Target system consolidating and custom framework replacement in 
a key claims areas to prove out the enterprise cost justification

Business benefits
• Single enterprise environment with broad out of the box 

capabilities and a highly configurable design environment
• IBM Case Manager provides faster application development and 

deployment cycles 
• Reduced costs by eliminating enhancements and maintenance for 

custom frameworks

Targeted savings of US$2.6M annually in 
replacing custom frameworks and system 
consolidation along with US$4M in risk 
mitigation
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Content Analytics  analyses text 

from emails and starts a “Case.”

Orders or queries from customers are 
recognized based on rules or keywords 
and routed to correct staff for processing.
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Real-time updates

BPM Analytic Data 

with thresholds
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Case Manager provides insight for all Business Departments

Customer 
Service

Product 
Management

Service
Management

Marketing

Loyalty alerts
Monitor faqs
Market sentiment

Call logs
Market 

research
Transcripts

Web Blogs

Email

Sales

Partners

Industry 
reports

External and Internal Content (and Data) Sources
including Social Media and More

Aggregate 
and Extract

Analyze
and Visualize

Search
and Explore

Rapidly Derived 
Insight

External and Internal Content (and Data) Sources
including Social Media and More

Aggregate 
and Extract

Analyze
and Visualize

Search
and Explore

Rapidly Derived 
Insight

Internal docs 
and reports

Corporate reputation
Voice of the customer
CSR training & monitoring

External and Internal Content (and Data) Sources  

. including Social Media and More
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A large Insurance provider
Speeding mortgage operations to fuel business growth

The need
• Provide efficiencies to grow the business five times by 2013
• Reduce cost - shorten time between loan closing and sale.
• Improve staff efficiency in ‘post-close’ loan operations.
• Retain high customer satisfaction while responding quickly to 

changing regulations.

The solution
• IBM and business partner, Pyramid, provide a transparent, 

collaborative ‘post-close’ mortgage operations environment.  
• Eliminates duplicate activities by providing 360o view of loan status -

case tasks, decisions, structured and unstructured information.  
• Automates the detection and gathering of information.  Simple, 

transparent collaboration between branch offices and the bank.
• Enables creation and editing of critical rules by business analysts.

Projected benefits
• Automates manual detection steps while  eliminating duplicate tasks 

and loan collaboration bottlenecks
• Delivers a single, holistic view of a loan
• Provides a competitive edge and high customer satisfaction through 

quick response to changing market needs.

The solution Is targeted to save more than $100,000 
per month by closing the time gap between loan 
closing and loan performance.
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Case Manager provides 360 Degree View of the Customer

Information from 5 different systems displayed on a Single Screen. 
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The solution
• IBM Case Manager’s business rules simplified steps and rapid development 

and editing of business rules by analysts streamlined activities

• Multiple individual tasks could be launched in parallel and progress tracked 
for a 360 degree view of individual IPO status

• Complete content management capabilities met sophisticated 
requirements

Large Chinese financial services provider
IPO arm speeds operations to  provide efficiency and accuracy

Business benefits
• IBM Case Manager’s robust and integrated content management, process 

management, rules management and business analytics met senior 
leaderships complete vision and provide an out of the box solution 
implemented within weeks

• Analytics provide 360 degree view of individual IPO status and a clear view 
on task status and bottlenecks

• Phased rollout to addition business areas to provide efficiencies and reduce 
total costs

The need
• Initial Public Offering (IPO) branch required a efficient means to manage 

complex, formal documentation for IPO business operational milestones

• Customer’s senior leadership had a vision of leveraging a platform from 
single vendor to meet sophisticated content, process, rules and analytics 
requirements across their business

• Simplify complex business operations - Over 200 documented business 
processes.  No clear view into operational bottlenecks.  IPO engagements 
could span multiple years.

• Very strict rules and controls in China legislation for IPO.   

Business users can flexibly edit rules allowing 
hundreds of separate operational processes 
to be consolidated into individual tasks 
which can run in parallel
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Case Manager -configurable role based User Interface
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Case Manager Viewing Engineering Drawings (CAD / CAM)

Role-based and personalized
User gets exactly the information they need based on their Role
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Case Manager for Legal & Compliance 
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Case Manager Integrated with Maximo Library 
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Case Manager Interface designed for a Call Centre. 
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Case Manager Call Centre Supervisor Interface.
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Why IBM? A recognized industry leader

Report Title Position Publication Date

Gartner MQ for Enterprise Content Management Leader Oct 2011

Gartner MQ for Enterprise Information Archiving Leader coming soon

Gartner MarketScope for Enterprise Records Management Strong, Positive Aug 2010

Forrester Wave for Enterprise Content Management Leader Nov 2011

Forrester Wave for Message Archiving Leader Mar 2011

Forrester Wave for Dynamic Case Management Leader Jan 2011

IDC Archive Report Leader Oct 2011

Case ManagementECM

Legend: Significant change in position

Improved position

“IBM will drive leadership in analytics in 
the dynamic case management market.” 
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Back up
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Question?

IBM Case Manager unifies information, process and 

people to provide a ____ view of the customer?

A) 900

B) 1800

C) 3600
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To achieve a competitive edge,

Organizations today need to be smarter, faster.

• 77 percent of CEOs say they do not have real-

time information to make key business 

decisions.

• 1 in 3 business leaders frequently make 

business decisions based on information they 

don’t have or don’t trust.

• 1 in 2 business leaders say they don’t have 

access to the information they need to do their 

jobs.

Companies that invest in business insight 
outperform their peers, showing 33 percent higher 
revenue growth, 12 times more profit growth and a 

32 percent higher return on invested capital.

Sources: IBM 2011 CEO Study; IBM 2011 CFO Study; IBM 2011 Break Away with Business Analytics and Optimization Study. © 2011 IBM Corporation


