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

… help build a Smarter Planet

INSTRUMENTED

INTERCONNECTED

INTELLIGENT

The World is Changing and Becoming More …
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Industries

Electronics

Chemicals & Petroleum

High-Tech Manufacturing

Automotive

Banking

Healthcare

Government

Financial Markets

Insurance

Media & Entertainment

Representative 
Industries

Today Future

Custom (Legacy) 
Environment

Custom (Legacy) Custom (Legacy) 
EnvironmentEnvironment Integrated Solutions Integrated Solutions Integrated Solutions ISV-dominated 

Environment
ISVISV--dominated dominated 
EnvironmentEnvironment

Clients increasingly want integrated, high-value solutions to solve 
industry-specific business challenges 

Client Buying Behaviors are Shifting
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Case Management is a Great Example

Invoice, Contract, Employee, Vendor, Customer, Project, Change Request, 

Complaint, Exception, Incident, Audit, eDiscovery, etc…

… a common pattern of challenges 
exists across all industries

Although ‘case’ may be expressed differently in various industries …
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Knowledge workers in all industries 
must do more with less…

…yet business needs to improve service 
and manage risk while optimizing costs

Current Business Challenges…
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Current Business Challenges

Knowledge workers in all industries 
must do more with less…The volume and variety of 

information can be 
overwhelming…and it is 
arriving faster every day

Flexibility is essential to 
responding effectively to 
opportunities or threats

…yet business needs to improve service 
and manage risk while optimizing costs

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

outsourced

Access to expertise is 
imperative to quality 
decision making

Regulatory or legal risks 
impose need to 

consistently adhere to 
critical policies and rules
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Knowledge workers in all industries 
must do more with less…

…yet business needs to improve service 
and manage risk while optimizing costs

Case Management Can Drive Significant Business Benefits

Provide Information AccuracyProvide Information Accuracy
Manage RiskManage Risk

Assure Best PracticesAssure Best Practices
Foster CollaborationFoster Collaboration

Improve CustomerImprove Customer
ServiceService

Speed Delivery Speed Delivery 

Improve Case Improve Case 
OutcomesOutcomes

Create Create 
Competitive Competitive 
DifferentiationDifferentiation

Improve Improve 
Operational Operational 
EfficienciesEfficiencies

Reduce CostsReduce Costs

Reduce ErrorsReduce Errors
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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

• 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

A solution pattern where…



© 2010 IBM Corporation11

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

• 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

A solution pattern where… For challenges such as…

• Complex exception handling

• Complaint or dispute 
management

• Contract management

• Lending applications

• Benefits enrollment

• Rate case management

• …that are both horizontal and 
vertical in nature



© 2010 IBM Corporation12

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

• 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

A solution pattern where… For challenges such as…

• Complex exception handling

• Complaint or dispute 
management

• Contract management

• Lending applications

• Benefits enrollment

• Rate case management

• …that are both horizontal and 
vertical in nature

That requires unique 
capabilities from…

• Content management

• Business process management

• Collaboration tools

• Social software

• Business rules

• And analytics



© 2010 IBM Corporation13

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

• 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

A solution pattern where… For challenges such as…

• Complex exception handling

• Complaint or dispute 
management

• Contract management

• Lending applications

• Benefits enrollment

• Rate case management

• …that are both horizontal and 
vertical in nature

That requires unique 
capabilities from…

• Content management

• Business process management

• Collaboration tools

• Social software

• Business rules

• And analytics

gaps exist today for driving 

better case outcomes
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A Next-Generation of Case Management is Emerging

Flexible and adaptive 

technologies from these 

markets can address 

many case management 

requirements but need 

to be deeply integrated 

to meet new challenges

Vertical
Case Apps 

Horizontal
Case Apps CRM

ERP

Collaborative
Software

Vertical or horizontal 

applications solve specific 

case problems but may 

lack the flexibility and 

extensibility to serve as a 

foundation for advanced 

case management

ECM BPM

Case
Management
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Case Management:
What Is New?

“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
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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.
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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

� Focus on optimizing case 
outcomes

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

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

� Reusable templates and 
solution assets to accelerate 
solution delivery
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● Unites information, process and people 

● 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

IBM Advanced Case Management Strategy

Case Application 
Design

Case Lifecycle 
Management

Case 
Infrastructure Case ContextCase Runtime 

Framework

Case
AnalyticsCase Templates Case

Activities

Workflow Monitoring  
& AnalyticsCollaborationRulesContent Social

SoftwareEvents

360o View 
of Case

Advanced Case Management

people ���� process   ���� information

● 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 
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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

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

IBM Advanced Case Management
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IBM Advanced Case Management

Advanced Case Management User Experience

compelling and attractive UIs uniting business and IT

to drive better case outcomes
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The Evolution to Advanced Case Management
driven by new challenges

CollaborationCollaborationContentContent

Packaged 
Applications
Packaged 
Applications

BPM has driven high-
scale automation and 

better business 
performance through 
agility and continuous 
process improvement ECM has tamed out of 

control content, activated 
content in the context of 
business processes and 
helped manage risk

Vertical and horizontal 
applications implement domain 
capabilities but have gaps and 

are inflexible

Collaboration and social 
software bring people 

together to solve problems 
and maximize employee 

potential

ProcessProcess

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

Better Case 
Outcomes
Better Case 
Outcomes
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forrester
offer

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

flash 
demo

executive 
brief
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In Summary: Our ACM Vision is Ready Now 

• 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 

Case Application 
Design

Case Lifecycle 
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Case 
Infrastructure Case ContextCase Runtime 
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Let's build a smarter planet


