IBM Information On Demand
Unlock The Business Value Of Information

Handling The Digital Content Explosion



Content Drives Many Business Processes

m Financial Services

» New Accounts, Loan Applications, Credit Reports
m Healthcare

» Patient Enrollment, Insurance Claims, Prescription Orders
m Government

» Tax Forms, Vehicle Registrations, Business Licenses

m This content is made up of a wide variety of paper and
electronic data

» Form, Bill, Statement, Picture, Fax ....
» Often not collected in electronic form
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Paper Based Business Processes Can Be

Costlx And Inefficient

Paper based processes generate miles of documentation

Legal Size Mortgage Folders with Manila dividers to store Insurance, Tax
and Assessment Receipts, Mortgage, Title Papers, Attorney’s Opinion,
Appraisal, Credit Reports, and Application

» Typical Mortgage binder file can exceed 10" in depth
» 10” x 100,000 (mortgage customers) = 83333 ft (16 miles)
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New Account Processing At Service
Oriented Finance Is Currently Paper Based

@ . )
Our process and compliance

requirements have us
drowning in paper. We need
a better way to manage our

\"éw account processing. \ (Dery “Cs

Service Oriented Finance Service Oriented Finance
VP of Retail Banking ClO
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FileNet Can Help Service Oriented Finance

Go PaEerIess
a N\

New accounts can be handled Case Management Paradigm

using a case management
approach. = Capture Documents and

Electronic Forms into folders

Let’s review some of the
capabilities FileNet can provide. / = A “Folder” collects all the
w documents for each case

" Business Process Definition
' - » With human executed steps

N et

- i _.11 " Tracking for compliance
ﬁ}' A = Collaborative platform to
&l deliver content
IBM
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First Step In Case Management Is To Capture And
Gather Unstructured Data For The Task At Hand

CAPTUR

DELIVER

PROCESS
TRACK

Customer
Service

FileNet P8

I

<
Superwsor /

Fraud
Department
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FileNet Content Manager Gathers Captured
Content Into On-Line Folders

m Objects can be organized into Folders

m Object Examples

I Y
» eForms ,::
» Computer Documents
» Scanned Documents _@
» Fax | -
» Photographs s e
» eMails ? p= ‘
» Reports ) — m
> Web pages e Account ID
Pag ‘f"""!' VAT \_ Customer Name

» Other Folders (o :
» Custom ObjeCtS W8-I.3EN Passport icture

Form Photo
> . |

04 - Handling The Digital Content Explosion V1.1.ppt 7



DEMO: FileNet Content Manager And
FileNet eForms

i =[S

s /1 mo /?7request
;’?j PDFIT.E; Save ] Clos

A ~Primary Account Holder [LRG2r |

m eForm used for New Accounts
» Data validation
» Digital signatures

| New Account Number 182752 |

Investment Account

nt
Home Address c’ umbe street)

B?E  Gre enwa', Bivd

= Customer Account folder created for case e T
management Bt T
| SR S O SO | s [ 2]
» Associated documents, W8-BEN and -
passport saved in “case” folder : iy

m Folder for New Account “automatically”
sent for review

» Active content capability

— Added content initiates new account case
management process
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here Are Many Ways To Capture Content

Case

Management

Data

T~
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Scan/Fax

Documents

eForms

Business
Applications

Federation



FileNet Supports High Volume Content
Capture

m Supports high volume content capture
» Dedicated robot stations for scanning, faxes (RightFax),
image verification, document assembly, import and indexing
» Offline repository to perform capture in remote offices
» Includes out-of-the-box multi-page zonal OCR that automates
the indexing process
» Automatically imports high volumes of images and documents

m Integrates seamlessly with IBM FileNet Image Manager
Active Edition, Image Services, Content Manager, Records
Manager and Content Services

m Enhances image quality to improve image verification,
OCR, 1D and 2D barcode recognition and patch code
recognition
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Use FileNet eForms To Capture And View
Forms Data Online

m eForms Human Interface
» Simple GUI tool for eForm development

» Rapid design and deployment — Little or
Nno programming experience required

» Significantly reduces cost of solution
development

m Used to capture critical data and audit
history for business processes

m Separate roles and responsibilities
between process designers and forms
designers

» Reuse eForms in other solutions
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Federate Content From Other Repositories
Without Migration

FileNet Content Federation Services (CFS)
m Gathers meta-data about T
source documents into

FileNet federated <= FiILENET

enterprise catalog
» Enables high
performance search
= |IBM Content Integrator
allows real time search, D

dCCESS and management FileNet Documentum Microsoft Content

Of |B|\/| and th|rd party Image and Content Index Server Integrator ...
. . Services
repositories

m Content remains in
source repository

Both Microsoft and Oracle do not
offer Content Federation
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Next Step In Case Management Is To Integrate
The Content With Business Processes

et
Customer
Service

L

Su perwsor

Fraud
Department

DELIVER

g
1

CAPTURE

GATHER
Case 1
TRACK bata
P
FileNet P8 |« | Casez

Data

T\
Case 3

Data
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Service Oriented Finance Needs Automation To
Improve Productivity Of New Account Process

~ ~N (— ™
Our new account process has a FileNet Business Process
lot of manual steps. Can FileNet Manager (BPM) provides
help me improve efficiency seamless integration of content
through automation? with business processes
_/ _/

Service Oriented Finance " IBM
VP of Retail Banking

04 - Handling The Digital Content Explosion V1.1.ppt 14



Create Content Driven Processes With FileNet
Business Process Manager (BPM)

m Define and execute content based process
» Content aware process execution

m Use business rules to separate business policy from process
implementation

m Productive development tools
» Includes modeling and simulation

m Hot Deploy new or changed processes
» Deploy new process to running server without interruption
» In-flight process instances continue with prior definition

m Process auditing

m Operational and business analytics
» Real-time business activity monitoring
» Historic reporting
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FileNet SuEEorts Content Driven Processes

m Changes to content can drive steps in the business process
» This feature is called “Active Content”

m Examples
» Storing a new Form can trigger a new business process

» Updates to a content folder can trigger sending an eMail or
SUPErVISOor review process

» Document “lifecycle” changes can trigger a new business

process
— Approvals, denials, reviews ...

» Forward a folder to a person for review only when ALL
required objects (documents, pictures, ...) are stored
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Case Management At Service Oriented
Finance Is Currently Manual

Original Case Management Process for New Accounts

Vg >\
o ! .T 2\-.__. /ﬁ
Documents N - o
and New Account Folder Completed account sent . :

) . for SUPErVISOr review SuperVISOI’ reviews

CSR fills in form Regulatory for potential fraud
for additional personnel reviews
account W8 & Passport for

foreign nationals

=~
Original process was slow and inefficient )
g p o ; _,?//"
1. Paper forms are costly, error prone, = y‘
and are sometimes lost
2. Paper mail can cause un-necessary  ——— ».
delays < %l
. Customer
3. Multiple manual steps §Ic?w the overall icqinto » I Fraud Department
process, and make it difficult to track on new CSR sends letter investigation

with new Account
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Automate The Case Management Process
For New Accounts Using FileNet BPM

Rules determine if
supervisor review needed

Supervisor reviews
for potential fraud

g —> S@}-# £ Ei '— N L
Folder created for Service level oS . -
. N -
7 . new account : timer started @& B

AR N

CSR fills in form for Passport and W8
additional account images added to folder
for foreign nationals

Regulatory personnel Stop Timer

review documents for
non residents

Process Improvements
=¥
1. Graphical tool to define and change process ‘ \
L] [ [ L] LI“I
Incorporate rules engine decision making Customer sent d

Account info
Fraud Department

2
3. Deploy in real time
4

Metrics on processes performance
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DEMO: Automating The Business Process

m Use Process Designer to

?m;jmiuwué % ARSI BD — g .
explore and alter the PR [ —
o et |||
process 8 s

m Define process steps

Ghirck Glstornis Background

End SLA Timer

Sind Ermail

Sysem

1k Miaw Actount Oy

Fraud Kansw

0 Lah [Cracked aut 1.0] Ham s = ]
tistan | (3 6 8 (5] 3 | 2 cpocu. | proces . | (4.3t . | oo 8 ttborn. |[ ot || o] BB o @ 115
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Create New Processes With FileNet

Process Designer

® No programming required ! e —
s COFESE.-...____|
ﬁ b Sy 1 i r'%m o T T
m Graphical User Interface ol b 3 . _
» Easy to use T el @
» Supports complete process semantics R ‘;
» Browser-based
e @ e WA
m Separate process definition from —
LN Y | cpsnu | (Y moesss .| (2] 4- mert - | Wi | i st |[ g | o] A T B 11w

process development

m Simulation tools to validate process
meets business objectives prior to
implementation

» “What-if” analysis

Both Microsoft Sharepoint and
Oracle Universal Content Manager
require a lot of manual coding to
Create processes
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FileNet BPM And ILOG Support Business
Rules To Improve The Process

m Externalize policy

decisions that
change frequently

Nm
\

Nm
\

m Business analysts
create and update

rules using web
based interface

N
\

Nm
\

m Re-use rules
across applications

T deposit amount < 10000 and failed

background check = false u Separate roles and
Review required = false responsibilities

Else if deposit amount >= 10000 and .

failed background check = false | Integrates with

Review required = true |LOG JRU'GS fOf'
advanced rules
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New York Life Insurance Company
Used FileNet to Imerove Staff Productivitx

Challenge

m Simplify the management of its internal m{
business processes

m Largest mutual life-insurance company in
the United States

« Improved staff productivity

: between 20 and 25 percent

m FileNet manages annuities, accounts,
customer service and customer
maintenance activities

m Solution leverages IBM FileNet Image
Manager, FileNet Content Manager, FileNet
Business Process Manager, FileNet
Capture, FileNet Image Services, FileNet
ISRA, FileNet Print, FileNet Fax, FileNet
OSAR
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Track And Deliver Case Management Data
With FileNet

CAPTURE

G GATHER

A3

Custbm;zr PROCESS
Service \ G—RACD

FileNet P8

-

Fraud
Department
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Regulatory Compliance Is A Core
Reguirement For Service Oriented Finance

- ™~
Our industry has strict
requirements for regulatory
compliance.

- . . )
FileNet's revolutionary ZeroClick

solution automatically and

invisibly enforces records

_ management for compliance.

s

Service Oriented Finance
VP of Retail Banking

04 - Handling The Digital Content Explosion V1.1.ppt 24



FileNet Automatically And Constantly
Ensures ComE)Iiance

v\
S L

L 0
CSRfills in form for

new account and files Instant
identification Messages
documentation N

e A

Desktop

)o

Regulatory personnel
reviews documents for
non residents

Supervisor reviews
for potential fraud

Fraud Department
investigates email,
forms and all
documentation

No user actions required !
Invisibly enforced !

ZeroClick

Discover and Freeze
Classify Relevant Archive with
Content Content into Retention and
Associated Records and Disposal
With All User Maintain Policies
Actions Audit Trails

Steps Required for Compliance
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FileNet Delivers Team Collaboration Wit
Lotus Quickr

Y Library - CRM Upgrade Project - IBM Lotus Quickr - Mozilla Firefox

m Lotus Quickris IBM’s team

@ © & @ ﬁ_,‘ @ http://localhost: 10038/lotus/myaquickr/crm-upgrade-project/library/!u H Bl '| \\]

collaboration product g S st et

ﬂ Filed as record with id 535c5100470dd660b3abb3b3d5d0421e

» Share team assets, including P
d OCU m e ntS i CRM Upgrade Project Fing Create v

Place to collaborate around services contracts for CRM Project
Views: DraftViews SharedViews Personal Views Upleoad
Edit Library Properties

You are in CRM Upgrade Project Mavigate by categories 5 N
Manage Library Elements...

1-4 of 4
L4} Sgitby:  Name~  Author  LastModified About This Library
CRM Upgrade Froject

n Place 1o collaberate sround servioss
for CRM Project

Backup Data

Updated 10/4/07 11:58:16 AM EDT by quikradm | First created on 10/4/07 11:58:16

MW EDT % = Mansger
Executive Presentation_ppt @ Add to Lotus Quickr connectars
O Updated 9/9/07 9:44:30 PM EDT by quikrad on 10MI07 114909 A [ Subscribe tahis library
EDT
&3 Copylinks...
2 Help

0 AM EDT by quikradm | First created on 10/4/07 11:38:28

Telephony Service Contract.doc.gkr
Undated 10/4/0 023-49 P FOT by guikradm | First created o

n 10/407 11:57-27

—_——
74 start ¢ | (8 camtasiaStudio -Unt... | % Lotus Quickr ¥ Library - CRM Upgrad... 5:08PM

10/4/2007

Folders in I
Quickr Libraries

can be filed in

& FileNet P8 »
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FileNet P8 Provides A Comprehensive
Platform For Case Management

KOFAX®
' Lotus Notes
1 C; ! Scans/Faxes eForms
CSR fills in form fo A e
new account and files MS Office
identification . .
documentation Voicemalil
- : SAP
A A t v
dobe Acroba SAP R/3
. FileNet P8
egulatory personnel
reviews documents for -
non residents Business
e Process
Manager C
' ontent
N — | — Content :

b e Activity Manager eForms Capture Federation
Supervisor reviews Monitor g Services
for potential fraud

Frameworks

é/

Fraud Department
investigates email,
forms and all

Records Manager

documentation
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Service Oriented Finance Account Processing
Has Gone Paperless

AT

CSRfills in form

Service Oriented Finance
VP of Retail Banking

e @

B KOFAX®
for new account ) Lotus Notes
and files Ei/ Scans/Faxes eForms -
identification _ ;;,-jt;..e.
/ ~ documentation MS Office -~
. . . Voicemail
Efficient online account processing! E
. . Adobe Acrobat ﬂ
Automatic compliance ! <
. . . Regulator
Monitored business processes metrics ! pefsonne}’ SAP R/3
Save the p|anet | reviews FileNet P8
documents for P
PERFECT ! non residents Process
\ Manager
Activit Camiet eForms Captur Fgc?::t?;n
3] — Monito); Manager ¢ Services
;'-: - 4 Frameworks
Supervisor
reviews for
potential/ Records Manager
fraud

3

Fraud
Department
investigates
email, forms

and all
documentation
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IBM FileNet Trumps Microsoft On
Enterprise-Class Content Management

IBM FileNet offers complete integrated content management and
document based workflows

» Microsoft Office Sharepoint Server provides limited workflows leveraging
the Windows Workflow Foundation.

— Programmers have to create and modify workflows using Visual Studio

IBM FileNet scales up on server platforms such as System z and
POWER Systems

» Microsoft ECM limited to Windows on Intel x86
FileNet Records Manager simplifies compliance with user transparent
ZeroClick for Records Management

» Microsoft requires a user driven manual process
FileNet uses federation to manage lifecycle of content stored in a
heterogeneous environment

» Microsoft does not provide content federation
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IBM FileNet Offers Better Content
Management Productivity Than Oracle

m FileNet BPM’s graphical tools and standard XPDL workflows
speed development and time-to-value

» Oracle Universal Content Management (Stellent) requires
hand coding in proprietary IDoc language to build or
customize workflows

— Each version upgrade requires programming to update
workflows

m IBM FileNet’'s broad support for federated content enables more
complete information in applications

» Oracle UCM does not support federation

» Email archival is not integrated into Oracle UCM. Oracle
E)r%/id)es a separate solution called Universal Online Archive
UOA

m IBM'’s FileNet integrates with Quickr, the Lotus team
collaboration product, and Sharepoint

» Oracle does not have its own collaboration product. They
only support integration with Sharepoint
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