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Jon Rant:  Good morning, good afternoon, or good evening depending on where you are in the world, and welcome to today's web cast, WebSphere ILOG Business Rules Web Cast Series, Three Operational Decisions You May Need to Make Faster in 2010, Part 3, Best Service, brought to you by InformationWeek and IBM and broadcast by United Business Media, LLC.  I'm Jon Rant, today's moderator.  

We want to make sure this event is as interactive as possible, so I'd like to make a few announcements before we begin.  

Now there are elements of this web cast that will appear as popups and we want to make sure you view them.  At this time we recommend you disable any popup blockers if you haven't done so already.  Now you can join our interactive Q&A session at the end of the event by submitting your questions at any time during the web cast.  Just type your question into the Ask a Question text area below the media player window and then clock the Submit button.  The slides will advance automatically throughout the event.  If you'd like, you may download a copy of the slides by clicking on the Download Slides button located below the presentation window.  And if you're experiencing any technical problems, please click on the Help link below the media player.  And that will take you to our web cast help guide.  You can also contact our live technical support help line and their number is located within the guide as well.  

And now on to the presentation, WebSphere ILOG Business Rules Web Cast Series, Three Operational Decisions You May Need to Make Faster in 2010, Part 3, Best Service.  Discussing today's topic is Brett Stineman, Product Marketing Manager, WebSphere ILOG Business Rules Management System -- that's BRMS -- with IBM.  

Brett is responsible for guiding external positioning, messaging, and promotion efforts related to ILOG's Business Rules offering.  Prior to his position at IBM, he was involved in marketing product management and operations at various enterprise software companies focusing on business process management, content distribution networks, and hosted applications.  

And welcome, Brett, and you have the floor.  

Brett Stineman:  Great. Thank you very much, John.  And before we get into today's topic, I would like to recap the series real quickly since this is the third part and the last part of this series.  And what we've been doing across the three events is to show how the use of a business rules management system has aided organizations in a number of different ways around the way that they define and maintain and execute automated decisions in a variety of different scenarios and applications.  

And so in Part 1, we focused on around the idea of a best offer.  And in that, we looked at examples around pricing decisions, cross-sell and up-sell, and what we called making the right product or service selection.  And then in the second part, we looked at an idea around lowest risk.  And in this area, we had credit and fraud decisions that were being made.  We looked at risk-based pricing.  We had a couple of customers actually speaking on those topics.  And then we looked at an application in the healthcare space around alerts for healthcare providers.  

And so now today we're moving into this third part.  And we're going to focus around decisions that will help organizations provide the best service.  And what you'll see in this is that there's actually some similarities in what is being done with what we talked about in the previous two events, and I urge people if they weren't able to join those to go back and view those and hear what myself and my IBM colleagues and our customers had to say in some of these different areas.  

So now let's go into this idea around best service.  And to start off, I want to talk about an example -- and this is actually a very interesting example.  This customer was at our IBM Impact event last week.  And they are a trainer and they started their business around training elite athletes in professional sports.  And what they decided they wanted to do was be able to take their experience and their knowledge and their capabilities and now be able to provide those to a larger mass audience through various training centers that they have.  And the kind of key question that came up as part of this was how do scale the expertise and knowledge that they have and make that available to a wider audience knowing that that requires both additional facilities, but it also requires additional guidance on behalf of helping people to train optimally and how were they going to do that.  And they decided that technology was going to be a key enabler of that and specifically using a business rules management technology.  So what they've done is in their training centers they have, every machine is hooked up to a computer monitor that ties into a backend system.  And then they have each person who's training has a monitor hooked up to them that is recording vital statistics and sending those back in a data stream.  And so they're able to take that information of those people, correlate it back into their system, and then using business rules to provide input back to the person who's actually training and give them advice as to how many repetitions they should do or what intensity or how long they should be working a specific machine.  

And what they've been able to do using business rules is to capture and automate the best practices that the developed for pro athletes.  And those best practices involved a large number of rules, you can see here utilizing over 23,000 rules, and obviously you're not going to use every single rule for every situation, but understanding which rules are interconnected to each other, under which situations you want to be able to use certain rules and providing that guidance, and then also being able to implement new rules based on those best practices evolving over time and being able to quickly implement those and make those available to these systems.  

Now it's very interesting in the terms of how it actually adjusts the feedback, too, to the person who's training, so it can take those vital signs that are being delivered, utilize that against the various business rules, and using the combination of that real-time feedback plus the rules to make adjustments in the training.  And it even starts off the training routine each day by asking the person how they're feeling, you know, when the last time they ate, et cetera.  

And then lastly, this is really gives them the ability to scale up because by using this combination of technology plus having some people onsite to provide additional assistance, they can actually now have one trainer working with a number of different people simultaneously.  Those people are getting their guidance through the systems.  And when they need additional help, somebody can come over and assist them.  

So this is - I would say this is a non-typical example of the use of business rules technology, but I found it very interesting when I listened to this presentation last week and I thought it would be a good way to start off on the concept of best service.  

So now that we've talked about that example, let's - we have to do one slide here just to talk about the technology itself.  And we've done this at each session just to kind of help people, acquaint them with what a business rules management system is.  And so what we're showing here is that business rules management systems are a way of extracting decision logic that could be buried in a number of different places.  It could be within application code, it could be within process models, in documentation, or in the minds of subject matter experts, such as we've just described - or I just described for this training example.  Taking that decision logic out of those various places, those siloed locations, and putting it into a centralized repository where it can be stored and shared and associated with metadata that relates to that decision logic, so you have rules and metadata going together.  One top of that, you have a series of tooling that allows both technical and nontechnical users who are responsible for managing those business rules and letting them access the repository, make changes to rules, run reports, do testing, et cetera.  And then finally underneath all of that, you have an execution piece because those rules, you don't want to just be being stored.  You want to be able to have them interact with various systems and so you have what we call a rule execution server that can take calls from various applications.  And now instead of having the decision logic in those various applications, they are making a call to the rule management system, it is running the appropriate rules against the data that's being provided, it's providing an output back to the systems and helping them to automate decisions to a greater degree and make much more fine-grained and precise decisions than could be previously made through traditional what we call ad-hoc methods of coding that decision logic.   

So you get a couple of benefits from that as you can see here.  You're eliminating those decision silos that I talked about.  You're making decisions and that decision logic accessible both to the technical users and the nontechnical users within the business, the line-of-business functions, because now they can look at rules, they can be made in a natural language syntax.  We have a number of different ways that you can actually define a rule, kind of an if/then/else type of language statement, decision tables, decision trees, scorecards, combinations of all of those that can be packaged together in what we call a rule flow.

And then lastly, you can implement decisions in a much more precise and fine-grained way than you could previously by just trying to do it through kind of traditional methods.  And so the combination of those things together creates a very powerful solution.  And I'm going to talk about a number of different ways that you can use a business rules management system.  

So typically when people ask me when you talk about automated decisions, what exactly do you mean?  And there's really two contexts around how a BRMS automates decisions.  So if we think about this in the best service context, one is what I would call the fully automated scenario.  So this is where we're doing things like straight through processing approvals, you're doing eligibility determinations and making a yes/no decision, and then telling a system what the next step should be, providing back product and promotional offers in real-time directly back though various systems, you know, online or as you can see here that could be through a kiosk or some kind of automated point-of-sale system.  So this is what we would call the fully automated example.  

Now the other way a BRMS can be used is what we call a decision-support scenario.  So this is where people are involved, but the BRMS is really acting as a guide to those people, so these could be people in a call center, it could be somebody in a branch or in an in-store location, and on their terminal they're seeing things that are telling them various recommendations such as what's the best cross-sell offer, what's the right price, what's the right delivery time to promise to the customer, what's the right product or promotional offer to tell the customer.  But the person's doing that, but they're getting the guidance through their system. And then behind that, you've got the business rules management system, which is interacting with that system and taking the data that's being provided to it and processing that against the various business rules.  So as I said, this could be a call center, it could be an in-store or a branch location, or it could be some type of back office scenario.  And we'll look at kind of all three of those here.  

So in terms of providing some actual examples of how our customers are using a BRMS in this best service context, there's three different areas that I'm going to focus on, so you can see them here.  One is around order and contract management, the next one will be around eligibility and guidance decisions, and the last one will be actually around claims management and accelerating the response in terms of claims management systems.  

So let's start with order management.  So there's a couple of things that are very important to our customers when we talk about improving their order management capabilities.  First is being able to provide quotes much more quickly and to provide pricing at a much more granular level.  Secondly, many times, especially if you're dealing in a business-to-business situation, you have contracts.  And our customers want to make sure that they are compliant with their contractual obligations and that when they're providing information back to their customers that they are doing that in such a way that they meet the terms that have been set as part of those contracts.  

Next they want to be able to validate the order up-front both for accuracy in terms of if it's a highly configurable product, [am I configuring] it correctly or is what the customer being asked for something that we can actually provide, as well as what is our ability to fulfill that and how should we prioritize one customer over another and what should we promise them back?  

So you look at these different needs and how a business rules management system can actually help in all four of those.  And what you see here is using the WebSphere ILOG BRMS offering for order management, there's a number of different ways that the BRMS can actually assist in making better decisions and better service decisions for order management.  

So we've basically broken down order management into four key areas around the capture of orders where you can do eligibility checks, you can do risk scoring to determine whether you want to take an order, you can do product section, guidance, and helping the customer determine what is the right product for what they want at that particular time.  You can also do pricing and promotions.  And this would be very typical you'd think in a business-to-consumer context, somebody on an online retail site, for instance, and determining what's the right promotion to give them at a particular time.  

In terms of validation, we can deal with validation in a real-time fashion, but we also have customers that want to do that on a batch basis, on a nightly basis, for instance.  And then validating the requested configuration, again, is you have an organization that is dealing with, for instance, in manufacturing something where you've got a lot of variability in how a product can be configured.  You want to make sure very early on that you're dealing with that and understanding whether it's actually possible to deliver what's being asked for.  

And then lastly prioritizing the order and making certain that you're getting your highest priority orders sent to the right process or queue at the inception, then making sure that those orders get passed through very quickly.  

In terms of fulfillment, many times we'll deal with business process management systems and making sure that we're able to dynamically adjust what's going on within an orchestrated process based on what's going on with other orders or with that particular order, making sure that if there's an exception that it's getting routed properly.  You may want to kick off a new sub-process.  You may want to hand that off to a specific team to deal with, and acting as kind of a middleman across many different systems.  I think one of the nice things about a business rules management system is it's not a rip-and-replace.  It acts in conjunction with existing systems.  It makes them act smarter.  It gives them more flexibility.  

And then lastly in terms of provisioning orders, in many cases you may need to take that sales order that's coming in and translate that into a technical order.  We see this a lot in the telco space, so being able to automatically do that translation of the - what the customer's asking for and putting it into the technical definition that will be needed to actually do the provisioning, and then doing other specific types of configuration based on the customer requirements.  And as you can see here, we have customers using a BRMS for order management solutions in a number of areas, including manufacturing.  I'm going to talk a little bit more about that in a specific example, telecom, as I just talked about in terms of provisioning, freight distribution, online retail, and for wholesale, where you're doing business-to-business types of order-taking.  

So now to look at a specific example in terms of order management, as I mentioned earlier, one big area in the business-to-business space is making sure that you're compliant with your contractual terms.  And so we have a customer who's a manufacturer and distributor of vision care products.  Their main products are around lenses in glasses.  They're active in 100 different countries.  And really they're dealing with other distributors, they're dealing with companies that are actually providing eye care products to consumers.  And with each of their customers, they have specific terms that they have to meet.  And they are really having a lot of difficulty in managing both their, you know, the diversity of their product portfolio and the unique terms they had with each client.  And they had a lot of different systems that weren't really working well together and creating a lot of inconsistencies in how the business policies related to their contracts were being enforced.  And this in turn was creating a large amount of manual processing that had to be taken care of because people were having to look up terms.  They may have had to go back because there was incorrect billing or because customers were not getting the delivery terms that they expected, et cetera.  

And so by putting in this - a business rules-based approach, now they have a centralized order pricing system.  Basically the underpinning of that is WebSphere ILOG BRMS.  They're able to very easily add and maintain the various business rules.  They can turn rules on or off based on various provisions and if they know that something needs to become effective at a certain date.  They can actually set that up as a part of the metadata associated with the rule and it will automatically go into effect on that specific date, or if they need to turn off a rule, they can have a sunset provision also.  They can have a high degree of customization and overrides such as when they're dealing with a customer that's across multiple geographies and how they want to deal across those geographies or other specifics that are in the contractual terms, and then making sure that those business rules and the outputs that the business rules management system is giving is able to easily tie into all of the other systems they have around billing, order management, reporting, et cetera.  

And the benefits that they got from this solution, which you can see here, gives them a much more accurate way of determining what their cost structure is and making sure that they have the proper margins on top of that, making sure that all of the various lines of business functions that are - that need to interact with those rules and need to understand how those rules are actually behaving are able to do that.  And they do that through what we call our Rule Team Server web-based environment where different functions can actually get in there, they can collaborate, you can have different levels of priorities - or different levels of permissions for different users that everybody can kind of work together within the system.  And then they can very easily implement and change rules as needed, add new products, add new provisions based on specific customer contracts, and then they can make sure that every contract is basically a customer set of rules if needed and provide very fine-grained pricing decisions based on those rules.  

And now if we go into the next example around eligibility and guidance, there's a couple of different things that we want to really focus on to start with.  So we want to be able to automate eligibility determination as early on as possible.  As soon as we have the necessary information, we want to be able to utilize that information in terms of an eligibility determination -- do it up front and then if there's a problem be able to provide that information back as to why there was a problem or what additional information might be needed.  

Secondly, we want to be able to implement new policies as quickly as possible.  A lot of times in eligibility we deal with customers in the public service sector.  They're dealing with a lot of regulation.  But regulation occurs outside of the public sector, so anybody who's dependent on meeting regulatory requirements, they want to be able to implement those and make those available as part of the decisions that they're providing as quickly as possible.  

Next you may have a number of different options that you need to choose from and you want to be able to provide the best choice or provide the best recommendation based among those various options.  

And then lastly, you want to be transparent in terms of what is the criteria behind that eligibility or that guidance decision, why is it that you said yes or no in terms of eligibility.  And the business rules management system in addition to just providing back the kind of go/no-go or this is the right option type of decision can also provide with that a set of additional information as to why that particular recommendation or why that authorization is being made.  

So let's look at an example here.  So I mentioned public sector.  And the customer I want to talk about here is in the local government space.  And they had what they called their human services modernization program.  And what they were trying to do and what they achieved using a business rules management system, was to tie together a number of different agencies that were all interacting with the public, so citizens were coming to them needing services, needing assistance in a number of different ways.  And the problem that they were finding was a lot of inconsistencies.  So first of all, each of these various agencies, as well as some external NGOs that were also involved with this government, were providing inconsistent advice to citizens who were looking for assistance.  And many times what they were - people were getting were incorrect referrals, so someone would say okay, you're eligible for this particular program, they would go over to talk to somebody in that area or they would submit an application for some type of benefit, and then they were being denied and told well, you really aren't eligible for that and maybe you're eligible for something else.  A lot of runaround was happening.  People were getting referred around and getting very frustrated.  And, you know, beyond the kind of the service issue and people not getting good service, you also have a lot of waste of resources within the government itself, right?  People are spending a lot of time helping to move people to other areas or to try to figure out why somebody was referring them to this particular agency or for this particular program.  

And so what they decided they wanted to have an interactive way of providing guidance and they wanted to be able to do this in multi-languages, so they wanted to be able to do it in English or in Spanish, take some inputs from the citizens through an online site, and be able to immediately tell then these are the programs based on what you're telling us that you're eligible for, or if they couldn't tell them right away, they could say well, we just need this additional data.  We think that you're eligible for this based if you can provide the following additional backup documentation, for instance.

So by doing this, they also wanted to be able to basically provide a better cross-agency interaction or collaboration in dealing with citizen requests and taking these various segmented and siloed systems that had been created -- and you would kind of almost expect that because these agencies are operating somewhat independently from each other.  They've built out their own systems, but they wanted them to be able to kind of work together and give a 360-degree view to the citizen as to what they're actually eligible for and get them started as quickly as possible in receiving whatever services or benefits that they're eligible for.  So you can see here on some of the areas around health and social services and other related domains, education, other administrative functions within the government.  And then they also wanted to be able to work with external organizations that might be able to help their citizens who needed various assistance.  

Now implementing this solution that used an interactive form on the front end, a business rules management system on the back end, and then integrations to various agency systems, they were able to create an accuracy rate in the response they were giving back as part of this interactive form of 99% accuracy, being able to make sure that the client, who in this case is the citizen, is directed to the right benefits program each time and that whatever billing needed to happen was being sent appropriately also.  

And then being able to take what they had originally done around healthcare benefits, expand that into other programs that they had control over, and you can see here a number of different ones, and then making sure that they were in compliance with their regulatory mandates at various levels and being able to do the audits that they needed to do when they needed to do them, as well as to be able to easily update the business rules as needed.  

Now moving into a completely different situation, I wanted to talk about another example.  And this is one I actually talked about in the very first session when we talked about the best offer.  And I just felt like it really had applicability to this session, too, and I wanted to go back through it again.  

So this is an organization, a company, that has basically 41,000 affiliates that it works with.  And this is in the vacation ownership management space, so you've got what are typically known as timeshares.  Those timeshares are run by different companies and they have different sets of properties that they can provide to their customers.  And this company acts as kind of a middleman between them so that people can actually exchange properties.  They have a set property maybe that they have one or two weeks a year, but if they want to go someplace else, they can go through this company and find what's the right property that I could actually have.  

Now because they're dealing with 41,000 different affiliates of these various vacation management companies, each one, they've got different provisions with as to what types of property you can exchange, when properties are available.  And the way it used to work with them is that you would have to go through a call center and then somebody who had an understanding of how the system worked would go through and take in kind of what the person wanted, look at what property they were - what property they had, and then figure out what they would be eligible for in terms of exchange.  

Now there was a lot of frustration in terms of the people who wanted to do the exchange.  There was also a high degree of cost in terms of the call centers in dealing with those requests.  And so what they did was they built what is called this - what they called a enhanced search capability through a web site and really pushing people to self-service online look up what properties they might want - be interested in and determine if they're eligible for an exchange and if that exchange is available on their time frame.  

So the problems that they had prior to implementing this, as you can see here, again, you had the high cost of the call center.  You had a lot of embedded decision logic in a legacy mainframe application, which required a lot of maintenance, and a high degree of cost for our customer, and then you had a lot of dissatisfaction from the customers and their partners, who were these various affiliates, in terms of the difficulty in handling exchanges and the limitations that the actual end client who wanted to make that exchange was experiencing in finding a property that met what they wanted.  And then once they moved over to this approach using the business rules management system on the back end to determine eligibility and provide the guidance as to what is available, first off, they had a substantial shift from the call center to the web, so that was good for them.  It was cutting down on their costs.  But then you also had a high degree of customer satisfaction.  And you see a quote here where somebody sent back a message to them saying, "This is wonderful.  It's much more logical.  It works the way I think when I'm planning my vacation."  And here's somebody else who said, "Never again will anyone be able to say there's no place for me to go."  So I think this is what happened a lot and people would call in and somebody who was manually trying to find them an exchange property was saying well, nothing really kind of fits.  But using a business rules approach, you can do much more accurate searches.  You can have a large number of rules and have the business rules management system determining which are the proper rules to use for a particular request.  

And now in terms of benefits, they can implement changes very quickly so if a new affiliate comes on or if a new property has become available through a particular affiliate, they can very easily make those available.  The business users who are actually determining what those various rules are with each affiliate now have the visibility and control over the exchange rules and the eligibility rules.  And it's a win-win.  So the end client is happy and our customer is happy because in addition to providing this high level of service, they're also able to cut down their costs significantly.  

So let's move into the third area.  And so this is really around claims management and providing an accelerated response for claims management.  

Business rules management systems have been used to a high degree in the insurance space for a number of years.  And we've been trying to show other examples during this series, but I thought it would be very good in this one in terms of service to talk about claims management, especially even if we're not - if you're not part of an insurance company, you've probably dealt with an insurance claim.  And so I think it will resonate with the entire audience.  

So in terms of providing the best service for claims in business rules management, you see a couple of things here that we're trying to achieve or that our customers are trying to achieve.  First off, they want to maximize straight-through processing.  Whenever possible if you can go ahead and give the approval, you want to do that.  If you can't give the approval, you want to be able to route a nonstandard claim to the right resource for manual processing and do that very early on.  So I may sound like I'm repeating myself, but, again, similar to eligibility, you want to be able to make these determinations very early on and then be able to get those things routed properly from the beginning.  Secondly, you want to improve the accuracy of the payment or the benefits calculations that are being made.  And then, of course, in the insurance space, a high degree of regulatory oversight and dealing with a number of different authorities and making sure that the company is compliant with a complex and varying set of regulations.  And I think this is why insurance companies have been very early adopters of business rules management technology and why we've worked with so many of them.   

So here's an example of one of our customers.  And this is a company in the - in Europe in the property and casualty space.  And they look at claims processing as a great way to make improvements in using a combination of business rules management and the WebSphere BPM products along with the WebSphere ILOG business rules management system.  And their goal with this was to unify and automate claims decisions across the various countries that they operate in.  And you can see here a number of countries in the Nordic region.  And what you see, by doing that they were able to decrease the cost of their claims, increase customer satisfaction because they were able to much more quickly turn around the approvals.  And you can see on the right-hand side, 3 out of 5 private claims are settled in the same day that they are received.  And I think that's kind of a benchmark across the insurance industry if you look at that type of responsiveness.  

And then, again, it's a win-win. So their clients are winning.  They're getting back faster responses.  If it's a standard claim, they're getting settled in near-real time, but at the same time, there's also substantial savings of work on the insurance company's side and really focusing their resources on those nonstandard claims.  

And the use of a business rules management system for this particular solution, you can see in a number of different areas, so validation here of the submission, automating decisions around both liability and compensation, payment calculations, making these determinations if you can go - move all the way to the end step, go ahead and authorize payment, or whether some sub-process needs to be started, additional verifications, et cetera.  

And then two key areas really, being able to standardize whenever possible, but then also deal with variation across countries, processes, and systems, so you're not always going to be able to standardize.  Whenever you can, you want to be able to do that.  And the business rules management system provides that best of both worlds, making a determination as to whether you can standardize the decision or determining whether you need a custom decision based on the particulars of that transaction, that customer, that geography.  

And then the last bullet here, which I think is - we've talked about over and over, is this accelerated implementation of changes.  When something new comes up, a new regulation in a country, a new internal policy, a new product, a new price, whatever, being able to implement that very quickly and move that into production and being able to make that available to those production systems that need it.  

So if we look at the overall kind of standard steps in a claim process, everywhere you see a yellow diamond is an area where business rules could be used as part of - in a claims process, everything from the first notice of loss, whether that's coming in through an agent, whether it's coming in through a call center or through an online submission, being able to do the validation, provide back the guidance as to whether that claim is valid, segmenting claims based on priority, based on if it's suspected to be legitimate versus fraudulent, assigning claims if needed, so if you can't do a straight-through processing, making sure it gets assigned appropriately, if it needs to be investigated, determining what the level of investigation needs to be, determining what the right payment or settlement is, and even down to the final part of recovery and collection and determining which are the appropriate cases or claims that should be prioritized in that area.  And you can see here rules can be used throughout.  I think in terms of a best service, you could kind of think of the first notice of loss validation would be a great way of providing better service.  Providing this type of proper segmentation and assignment could really help in terms of the service level that's being provided and making sure that the people who are involved in the claims are really focusing their attention on the true nonstandard or potentially fraudulent claims and letting the ones that kind of fit within the kind of standard cases move through at the most accelerated pace possible.  

So that covers the three areas that I wanted to focus on today.  And to conclude and then we'll go into a Q&A, when we talk about best service decisions, what are kind of the key areas where a business rules management system is providing value, first this area of agility and responsiveness, right?  We want to have maximum amount of process automation.  We want to make our systems as flexible as possible and as efficient as possible.  And we want to shorten the response time to the customer.  So whenever possible, we want to make sure that we're providing them the right response as fast as possible.  

Secondly around business alignment and compliance and transparency, we want those various line-of-business functions to be able to interact with business rules, be able to participate in the management of those rules, because really those decisions that are being automated, those are business decisions.  And we want the people who are responsible for them to be able to kind of have ownership of them in terms of how they're actually used within various systems.  

And we want to be able to align decisions across channels, across systems, across processes.  And by centralizing the rules in the repository and having the rule execution piece that can interact with various systems, you can make a change in one place and have it affect many different systems and have those systems behave in a similar fashion.  

And then thirdly, we want to be able to provide a much more personalized experience to the customer and whenever possible have them work in a self-service environment and really focus when a person needs to be involved, having those resources available when needed.   But if you can make it available through self-service, what we found through our customers is that actually creates a high degree of satisfaction for the end client and through those automated systems being able to achieve much more personalized interactions and much more personalized interactions, and then really moving that decision-making to the point of contact with the customer, not having to get back to them and being able to make those decisions in real time.  

So we've covered on a number of different topics here.  Hopefully this has gotten everybody thinking about how they could use a business rules management system in their particular industry or their particular organization.  And I think at this point we're going to move into the Q&A portion of the session.  

Jon Rant:  Well, Brett, thanks very much for that great presentation.  And before we begin with today's Q&A, we would ask you in our audience to please fill out the feedback form that's opened up on your computer.  To complete the firm, please press the Submit Answer button at the bottom of the page.  And thanks in advance for filling out the form because your participation in this survey helps us to improve future web casts.  

And now on to the question-and-answer portion of our event -- as a reminder, to participate in the Q&A, just type your question into the text box located below the media player.  And then click the Submit Question button.  

And our first question today is, Brett, can you set it up so that only certain people have access to certain rules?  

Brett Stineman:  Yes, you can.  So we have in our Rule Team Server environment the ability to have permissioning that allows access to specific rules based on the role of a specific user.  And you can set this up in a number of different ways.  But basically the short form of the answer is yes.  And I encourage people to go to our web site and take a look at the capabilities that we provide.  We have a number of different resources they can look at there, and including demos, and they can see how this can actually be implemented within the Rule Team Server environment of our product offering.  

Jon Rant:  Thanks Brett.  Here's one that I can answer myself.  One person asked can you tell me what BRMS stands for?  Well, business rules management system.  And that's the product family.  

Brett, next one for you, can you set it up that only certain people have -- oh, I'm sorry, I asked that already.  How quickly can rules be changed and deployed?  

Brett Stineman:  Well, this is one of those questions that the answer is it really depends on the solution,  but what we've found and what our customers have found is that the implementation time drops dramatically from what they had previously when they were embedding rules directly within various applications.  So implementation times goes down.  And many times we've found that customers can have a rule changed and deployed in hours if they need to.  Now many times what you'll have is that the customer will want to have additional cycles of testing that they'll want to do.  And so they typically won't want to try to push a rule change in immediately.  But we provide a set of testing capabilities in addition to the overall maintenance function so that somebody could make a rule change, make a determination of accuracy of that change, run it through a set of test cases, and then push it out into production very, very quickly.  Many of our customers tend to like to kind of have staged deployments of rules, so what they'll do is they'll say, you know, every week we'll push out a set of rule changes.  But what they find is that time window of pushing out new sets of rules is greatly decreased from what they had before whereas prior to using a business rules management system, they may have been making those changes on a monthly or a quarterly basis and having a lot of testing that they needed to do and going back and making iterations based on things not working properly.  From the changes that were being made, they now have much more regular release cycles.  So on a weekly basis on a every-other-week basis, being able to take a set of rules and push those out in production and know that those rules are going to work exactly the way that they're defined.  

Jon Rant:  Thanks Brett.  Next question, is this a software-only implementation?  Or is there hardware involved?  

Brett Stineman:  So this is a software solution.  Obviously it runs on hardware, but it is a - it's a software solutions.  It can run on Java-based systems, JEE-type applications.  It can run on .NET systems.  We have rule execution servers for both.  And it can run on mainframe systems.  And so we have - our JRules product can run on a z/OS environment.  We also have a product called Rules for COBOL that can - you can take rules that are managed in the business rules management system and deploy those out as COBOL copybook code that can be embedded directly into a legacy COBOL application.  

Jon Rant:  Brett, how does this tool differ from WebSphere BPM?

Brett Stineman:  So WebSphere BPM is focused around process orchestration.  And we've done sessions in the past and if you go to the business rules management site you can actually get access to previous web seminar series where we've talked about business process management versus business rules management.  The key differentiator is business process management is around orchestrating long-running end-to-end processes that have a combination of people, systems, and automated steps, and making sure that all of the steps are being followed in the right sequence and the right handoffs are being made.  A business rules management system is around decision points that may be within a process or may be within other applications and systems, and making sure that the best decision is being made at that specific point in time.  So, again, things that we talked about, cross-sell, up-sell, eligibility determination, et cetera, what's the right price, these are all moment-in-time decisions and using a business rules management system to take that decision logic, externalize it, and let the business rules management system make the decision, pass it back into the various systems that need it, including a business process management orchestration engine, for instance.  

Jon Rant:  Well, thanks, Brett.  And tell me, what is the integration difficulty of - if any, of ILOG with a legacy system?  

Brett Stineman:  So a business - the WebSphere ILOG Business Rules Management System is really designed as middleware, so it's designed to be able to integrate into a number of different applications and systems.  And we provide many different ways that you can do that, so you can think of Java-based integrations, web services-based integrations, MQ messaging, and for legacy systems even being able to compile and generate COBOL code if needed, so we provide a number of different ways that we can integrate.  We can run directly next to those systems.  We can run remotely and have a kind of a service-oriented architecture and having calls coming across in what we call decision services that are invoked, so a number of different ways that we can integrate into various applications.  

Jon Rant:  Thanks Brett.  Our next question, how are rules integrated into legacy COBOL mainframe applications?  

Brett Stineman:  Okay, I mean, I think I've touched on this before.  And I would actually ask people to I think the best way to really understand this would be to go to our web site, ibm.com/brms, and then go to the Rules for COBOL product.  But what happens is the rules that are being managed in the repository and using the tooling that we have that sits on top of the repository, within our Rule Studio development environment, you can actually tell it using the Rules for COBOL product to generate a rule set as a - as COBOL copybook code, so there's this generation capability that comes as part of the Rules for COBOL add-on that runs within the Rule Studio product.  And we have a demo that you can see about how to do this.  From the ibm.com/brms site, you'll find a link to developerWorks.  Within developerWorks, we have a set of demos, including a Rules for COBOL demo.  We have a number of whitepapers that talk about how to do this.  And so I would encourage people to do that.  

Jon Rant:  On to the web.  Next question, Brett, can one rule app call another?  

Brett Stineman:  Can one rule app call another?  That one I think I'll have to get back to the questioner on.  I'm not exactly what - I need to get some more information from them in terms of exactly what they're asking for there.  

Jon Rant:  Okay, well, if that viewer could get back to us, we'll get back with the appropriate answer.  

Our next question, how long does it typically take to implement a solution such as the ones that have been described on today's call?  
Brett Stineman:  Yeah, this is another one of those it depends types of responses, but what I can say is we typically tell our customers to focus on specific problems that they have, so be tactical, pick a definable problem that they want to be able to improve with better decision automation.  Build out a rule application on that particular problem.  And we have methodology, which is called Agile Business Rules Development methodology, that shows how you can actually build out an application in under three months.  We also have a service offering, which is called Quick Win Pilot that is a nine-week engagement.  And the delivery at the end of that is an initial application that can be used.  So we can show customers how in a pretty short time frame they can build out a rule-based application and make that available into their production systems.  It's not untypical for a customer to tell us that they - that they're able to do this in under three months.  And, again, part of it has to do with scoping out the problem, defining those problems in a such a way that you can kind of tackle them one step at a time, build on those applications over time, but really focus on where the core problem is that you want to have better decision automation, build that out, then pick the next problem and build on top of that.  
Jon Rant:  Great, Brett.  I think we have time for perhaps one more or so.  This is actually a two-part question.  With regards to business rules changes approvals, what are some of the best practices you've seen?  And then secondly, can your BRMS solution recommend the set of rules that may need to change?  
Brett Stineman:  Okay, so best practices I think I hit on in the previous question, which is we tell our customers that a key best practice is to focus on specific problem areas and attack those and don't try to some people call it boil the ocean.  

You want to start small, implement something based on that specific area that you're trying to have better decision automation, and then build on top of that or move on to the next problem.  And I think that's a key best practice.  I think also there's various methodologies that we provide in looking at those and talking with our methodology experts about the best ways to actually build out an application, especially if you're just getting started with the technology.  I think it always helps to work with the folks that have been involved with the technology for a while and then leverage what you learn from that initial implementation in terms of building out other ones.  So I encourage people to either work with an independent consultant that has experience using a business rules management system or an IBM expert, especially for an initial project.  
And what was the second part of the question?  (inaudible—multiple speakers).

Jon Rant:  Oh, the second part was can your BRMS solution recommend the set of rules that may need to change?  
Brett Stineman:  That's another interesting one where I think I need more context as to what they're actually asking for.  I think - yeah, we'll have to do a follow-up on that.  
Jon Rant:  Okay.  Great, Brett.  We have time for one more actually.  Would you please discuss any support for automated regression testing or TDD, otherwise known as test-driven development?  
Brett Stineman:  Yeah, so we actually do provide a way through our development environment, which is called Rule Studio, to have automated testing set up.  We support test scripts and ways of automating out tests.  And so there's - it's an Eclipse-based environment.  We fully support a high degree of testing that can be done and also in an automated way, in an automated manner.  So, yes, we do support that.  
Jon Rant:  Well, thanks very much, Brett. We've just about run out of time.  And for those in our audience who submitted questions that we did not have to get to, we will get back to you via email with answers to those.  So thanks for your participation and thanks for your patience.  

And thank you all for attending today's web cast, WebSphere ILOG Business Rules Web Cast Series, Three Operational Decisions You May Need to Make Faster in 2010, Part 3, Best Service, brought to you by InformationWeek and IBM.  

For more information about today's web cast, please visit any of the resource links that are open before you on your screen.  And within the next 24 hours, you will receive a personalized follow-up email with details on a link to today's presentation on-demand.  Additionally, you can view today's even on-demand by visiting www.netseminar.com.  That's www.netseminar.com.  

Now this web cast is copyrighted 2010 by United Business Media, LLC.  The presentation materials are owned by or copyrighted if that's the case by InformationWeek and IBM, who are solely responsible for their content.  And the individual speakers are solely responsible for their content and their opinions.  

On behalf of our guest, Brett Stineman, I'm Jon Rant.  Thanks for your time and have a great day.  

