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The World is Changing and Becoming More ...

LY, INSTRUMENTED

- ”

INTERCONNECTED

 INTELLIGENT

The explosion of new information,
when integrated, analyzed, and acted
upon using new types of intelligence,
enables solutions that

... help build a Smarter Planet
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Client Buying Behaviors are Shifting

Clients increasingly want integrated, high-value solutions to solve
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Case Management is a Great Example

Although ‘case’ may be expressed differently in various industries ...

r

Invoice, Contract, Employee, Vendor, Customer, Project, Change Request,
Complaint, Exception, Incident, Audit, eDiscovery, etc...
' - _I_-“k\ & D {/ -.l
"Iy v LTI |
WJ’ hy \ﬁ’ o
- Policy « Loan - Patient case - Benefit - Rate Case
- Underwriting - Dispute - Member Enroliment - Claim
. Claim . Customer - Provider - Grant - Permit
+ Annuity . Mortgage - Court case . Land
. Account + Citizen - Property
. Credit Card + Tax payer
« Personal Line
+ Investment
. a common pattern of challenges 1BM L'%’gﬁ'fﬂJ =1
exists across all industries




Current Business Challenges...

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

...yet business needs to improve service

and manage risk while optimizing costs tion |
-\ wenand 2010




Current Business Challenges

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

Access to expertise is
imperative to quality
decision making

Regulatory or legal risks
impose need to
consistently adhere to
critical policies and rules

Flexibility is essential to
responding effectively to
opportunities or threate

Automation has handled the ..
exceptions are now the norm,
many automated processes are

outsourced 4 I_I nformation |
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Case Management Can Drive Significant Business Benefits

Improve Customer

Service Improve

Oppr_atiopal
Speed Delivery Efficiencies

Improve Case Reduce Costs

Outcomes | _|
~ Reduce Errors
Create Provide Information Accuracy |
Competitive Manage Risk
Differentiation Assure Best Practices
Foster Collaboration
A —
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What is Case Management? What Advanced Capabilities are Needed?
bringing people, process and information together ... in context of a case
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What is Case Management? What Advanced Capabilities are Needed?
bringing people, process and information together ... in context of a case

A solution pattern where...

There are collaborative,
ad-hoc processes

Activities are event-driven
Work is knowledge intensive

Content is essential for decision
making

Outcomes are goal-oriented

The judgment of people impact
how the goal is achieved

Process is often not

predetermined IBM |.I nformation |
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What is Case Management? What Advanced Capabilities are Needed?
bringing people, process and information together ... in context of a case

For challenges such as...

%3S

« Complex exception handling

« Complaint or dispute
management

* Contract management
* Lending applications
* Benefits enroliment
 Rate case management

« ..that are both horizontal and
vertical in nature

IBM LI nformation |
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What is Case Management? What Advanced Capabilities are Needed?
bringing people, process and information together ... in context of a case

That requires unique
capabilities from...

& I

 Content management

* Business process management
* Collaboration tools

« Social software

 Business rules

* And analytics
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What is Case Management? What Advanced Capabilities are Needed?
bringing people, process and information together ... in context of a case

gaps exist today for driving
better case -outcomes




A Next-Generation of Case Management is Emerging

(

Flexible and adaptive

technologies from these -

markets can address / \

many case management | . Couaborat'Ve

requirements butneed  * EC\ \Softvvare & BP |\/| \

to be deeply integrated | X | ‘. J | 7 ]

to meet new challenges \ W J
y & Case
( Horzonai — Management = crv |

. Case Apps

.-/.

V. any r\\ . | Vertical or horizontal

| | applications solve specific

. Vertical ";._ /| case problems but may
. Case Apps ERP | Jack the flexibility and
—— T extensibility to serve as a
foundation for advanced
case management




Case Management: |
What Is New? Dynam

“Next-generation case management requires
a different mindset

... this new case management will be a huge departure |
from the workflow/imaging solutions of old and will be |
based on predictive analytics, business rules, and social

collaboration, in addition to core BPM and ECM .'
functionality...”
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Case Management has Four Major Pillars

Figure 1 Case Management Combines ECM, BPMS, And Analytics With User Experience Advances

Document
management,
records
management,
customer
communications
management

BPM,
husiness event
management

Analytics
Adapt to the business’
needs for analysis
and reporting
ECM suites
Adapt to policies, Case Aé’;?ﬁﬁégﬂfgm
automate decisions,  management of uger task. Drocess
manage content ’ P
through case
life cycle
BPM suites

Adapt and automate
business processes

Analytics,
business
activity
monitoring
(BAM),
information-
as-a-service

Information
Workplace,
Social
Computing,
RIA

55755

Source: Forrester Research, Inc.




Announcing IBM Advanced Case Management Strategy

i

Advanced case management is
IBM’s strategy to leverage
capabilities from across IBM to
deliver the advanced
requirements needed to drive
better case outcomes.

IBM is leveraging deep
experience solving case-style
business problems with ECM
and BPM and adding advanced
capabilities for rules, events,
collaboration, social software
and analytics to deliver the
most comprehensive case
management product in the
market.

!
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Announcing IBM Advanced Case Management Strategy

Advanced case management is
IBM’s strategy to leverage
capabilities from across IBM to
deliver the advanced
requirements needed to drive
better case outcomes.

IBM is leveraging deep
experience solving case-style
business problems with ECM
and BPM and adding advanced
capabilities for rules, events,
collaboration, social software
and analytics to deliver the
most comprehensive case
management product in the
market.

IBM Strategy Highlights

v Focus on optimizing case
outcomes

v Unifying capabilities from
across IBM SWG and
Research specific to case
management requirements

v Approachable case solution
design and composable user
experience to facilitate
adoption

v" Reusable templates and
solution assets to accelerate

solution delivery ’
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( Case Application

Design

IBM Advanced Case Management Strategy

Advanced Case Management

Case Runtime
Framework

:( Case Templates } \’/

Case 360° View
Infrastructure |

of Case

—~

Case Case
Activities Analytics

L r )
[ Brc Conic W Case Lifecycle
[ 1 _ Management

o)
2,
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Content

Workflow

people

¢

Rules

process ¢ information

Unites information, process and people e

Delivers optimized case outcomes
through analytics, rules, collaboration
and social computing

Supports work management of
structured and unstructured activities

Delivers trusted information to the case

|-E}T|l

Social Monitoring
Software & Analytics

Collaboration

Manages and governs entire case
lifecycle

Provides extensive ecosystem of partners
delivering case management solutions

Shortens time-to-value with better tools,
out-of-the box solutions and templating
capabilities




IBM Advanced Case Management




Case Design for the Business
Easy to use, wizard-driven
Comprehensive across case assets
Leverage templates for a fast start

Significantly shortens time-to-value
for case-style applications
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Case Application User Experience
* Roll-based and personalized
» Flexible and extensible
* Provides deep context for case work

» Brings people, process and
information together to drive case
progression and better outcomes
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Advanced Case Management User Experience

compelling and attractive Uls uniting business and IT

to drive better case outcomes




The Evolution to Advanced Case Management

driven by new challenges

Customers can start from
any point and meet new
challenges by extending into
advance case management

Packaged

Pr ocess Applications
f;n;’e’;ﬁg ,Z:ZZ : gq: d Vertical and horizontal
better business applications implement domain
bilities but have gaps and
performance through Content . capa ut na
agility and continuous ECM has tamed out of Collaboration are inflexible
process improvement control content, activated C: (I)I;ev:’;aet’:r?nzng ei%‘;;al IBM |.| nformation |
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content in the context of together to solve problems
business processes and h ovimize emnloves




The Evolution to Advanced Case Management

driven by new challenges

Customers can start from

any point and meet new

challenges by extending into

advance case management Case #

Analyti/ca’

Con_tent
Complex Insight
exceptions
Packaged

Pr ocess Applications
f;n;’e’;ﬁg ,Z:ZZ : gq: d Vertical and horizontal

better business applications implement domain

bilities but have gaps and
performance through Content . capa ut nal
agility and continuous ECM has tamed out of Collaboration are inflexible
process improvement control content, activated Cg é’;@:ﬁ:t?gnzng ei%‘;;al IBM |.| nformation |
content in the context of together to s_olve problems @ Demand 2010
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The Evolution to Advanced Case Management

driven by new challenges

Customers can start from
any point and meet new
challenges by extending into
advance case management

ase
nalytics
Ad-hoc
Activities
Leverage
Enter_prise
p Services Packaged
o h’ o;:gsi_ ) roplcaton Applications
as driven high- _ . .
scale automation and Integration appl)c/:%z)c:sl: ?:qglgg;’;zrgnoﬂnain
better business el
bilities but have gaps and
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agility and continuous ECM has tamed out of Collaboration are inflexible
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content in the context of together to solve problems @ Demand 2010
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The Evolution to Advanced Case Management

driven by new challenges

Customers can start from
any point and meet new
challenges by extending into
advance case management

ontent
Insight

Contextual
User
Experience

Process
Capabilities

Packaged

Pr ocess Applications
BPM has driven high- Manage
scale automation éqnd Risk Vertical and horizontal

better business applications implement domain

bilities but have gaps and
performance through Content . capa ut na
agility and continuous ECM has tamed out of Collaboration are inflexible
process improvement control content, activated Cg é’;@:ﬁ:t?gnzng;%%al IBM |.| nformation |
content in the context of together to solve problems @ Demand 2010

business processes and h s il




The Evolution to Advanced Case Management
driven by new challenges

Customers can start from
any point and meet new

challenges by extending into Manage
advance case management . ’%
.
Cas

Collaboration

Fill Knowledge
Worker Gaps

Process
Flexibility
o Packaged
- hr ocgsi_ , Applications
scale aﬁgg:;g n ;‘qn d Vertical and horizontal
better business applications implement domain
bilities but have gaps and
performance through Content . capa ut na
agility and continuous ECM has tamed out of Collaboration are inflexible
process improvement control content, activated C:(I)I;evc;l;aetl:rr;nzng;%%al IBM |.| nformation |
content in the context of together to solve problems @ Demand 2010
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The Evolution to Advanced Case Management
driven by new challenges

Customers can start from

any point and meet new
challenges by extending into Manage
advance case management Case Rlsk

Analytl/ca’
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Home  Solutions v

Services ~

Products ~  Support & downloads -

My IBM ~ Welcome [ IBM Sign in ] [ Register |

Ibm.com (ibm.com/software/acm)

Home  Solutions*  Services v

Advanced Case Management

Optimize case outcomes

1BM technologies

Products = Support & downloads ~

with information, process and people

My 1BM

pamw sEES

Leverage industry best practices to optimize ou

empower business users

‘Whatiis advanced case management?

The advanced case management strategy from IBM unifies
information, processes and people to provide a 360-degree
view ofthe case. In addition to content and process
management, it relies on advanced analiics, buziness rules,
collaboration and social software to help drive more successful,
optimized case outcomes. Moreover, advanced case
management selutions help capture industry best practices in
framewarks and templates to empower business users and
accelerate return on investment.

Why advanced case management by IBM?
o face case that require
more insight, responsiveness and collaboration. Advanced
case management by IBM extends case management by
inteqrating capabilities designed to help you close cases
efficiently with better results — in essence, to work smarter.
Using enhanced yet proven capabiliies, advanced case
management helps companies optimize outcames by extracting
more value out of their information — whether that's a customer
request, loan application or complex industry or regulatary
procedure. By automating the right processes, applying the right
analysis and invohing the right people, you can create the best
case outcome

The advanced case management strategy and solutions from
1BM are designed to deliver key case management
improvements: insight, responsiveness, flexibility, better
customer service and regulatory compliance.

Startin your industry
1BM has a long track record of del
solutions. The IBM advanced cas
responds to Industries in need of
way to handle their growing, incre
and shrinking resources. Using It
best practices, IBM is equipped tc
almost any case management st

With thousands of customers lev|
management 1o solve case man:
hundreds of partners delivering ¢
deep experience and success in

Learn more about advanced ca
a ‘Watch the flash ani

L), cacemanagament
| challenges across |

B view the video 13 Read the

A smarter way to m
‘complex world. Usil
‘management soluti

8 Download thie &

Forrester Report: D;
An Old Idea Catches
= Register and do|

executive
brief

1BM Software
Advanced Case Managament

Contents

1 Acknowledging case
ent 35 part of
your organtzation

2 Adopting a new approach to
mest changing business
nesds

2 Closing casas faster with
batter rasults

4 Applying advanced case
management for optimized
outcomes

Related links
+ Warranties and maintenance

forrester
offer

Apeil 2010

A smarter way to
manage information in a
more complex world.

Using advanced case management solutions

from IBM

Executive summary
How much would produetiviry increase and eosts decrease if you could
automare roarine claims and focus on efficiently handling exceprions

What i you could improve cuswmer service, cross-selling and up-
sclling with a single view of all of a customers transactions—from
across differeat locations and departments?

How much time and money would you save if you were able t audic
anly thase partics that actually necded 10 be sudited®

Advanced case management can make all of the sbove scenarios—and
tmany morc—a reality. Its a new and beter way of handling cases,
whether your cases are contracts, bnwsuirs, incidents, social cases or
applications

In this cxecutive bricf, you'll read about case management and how its
traditional approach is no longer meering the needs of arganizations
faced with roday’s challenges. Tt will alsa explain the concept of
advanced case management and adddress the IBM straregy for using it
to optimize case outcomes.

Acknowledging case management as part of
your organization
Whether you're processing claims, loans, contracts, audits or benefits
or you're managing complex projects, some form of case management
s present in processes aeross nearly every organizerion. However, dif-
ferent organizations refes w these processes in different ways: claims
management, member cnrollment, contract management, customer
dispute resolurion, loan origination and review, patient or customer

b social service admi project Fraud
investigation and more

Advanced Case Management

Optimize case outcomes

with information, process and people

Download the new Forrester report

Forrester Report: Dynamic Case
nagement — An Old Idea Catches New
Fire

Many business processes can be viewed as
a case. This repart from Forrester explores
1he growing interestin case management
and the drivers behind it. It further examines
how having the right tools in ECM, BPM,
business analytics, and event processing
can help you manage cases efficiently and
effectively, delivering more value to your
customers.

How it helps business

+ Enables knowledge workers to handle
increasingly complex decisions with fewer
resources

+ Improves the customer experience by
proaciively providing the right information at
the righttime

- Helps mitigate risk by managing the entire
lifecycle of the case

How it helps IT:

+ Provides rapid, fiexible assembly of case-
based applications

+ Extensible platform that improves senvice,
decision-making and compliance

+ Give caseworkers the tools to leverage
enterprise knowledge and experience

Learn mare about case management and
the tools needed to better manage case

outcomes. Download the Forrester report
now.

flash
demo

Advanced Case Management
Management.

Need help?

— Sign up support
(English only)

= Sign up and Software
Downioad FAQ

- Software download support
(English only’

Asterisks () indicate fieids required to
complete this transaction

Business Contact Information
First name”

Last name”

E-mail address”

i

Company*

Company Address 1°

Company Address 2

Country or Region®
Selectone

State or Province”
if not selectable, click arrow next to country
selection

Acdvancod cage
mancgement




In Summary: Our ACM Vision

« Comprehensive package of
capabilities including eForms, BAM
and BPF in one offering — forms the
foundation for case management

 Business Partner Framework (BPF) &
Partner Solutions for case
management solutions

* iWidgets and composite application
frameworks driving the future

* FileNet BPM is the foundation
platform for advanced case
management - customer investments
are preserved and leveraged forward

* Integrated to IBM’s BPM Suite

IS Ready Now

Advanced Case Management

Case Case
Activities Analytics

‘hl i

Collaboratio gocia

¢ process ¢ information
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Let's build a smarter planet
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