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IBM Case Manager

Ogni settore tratta “casi” specifici...

...tuttavia il concetto e definizione di “caso” variano sensibilmente
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Assicurazioni | Banche Sanitario Energia
sIndennizzo *Prestito «Servizi al «Cartella «Contribuente | *Permesso
*Polizza *Mutuo cliente sanitaria | «Concessione | *Proprieta
*Premio «Conto *Introduzione «Cittadino *Appezzamen

«Carta di nuo(;/l " *Prestazione |10

Credito prodott sociale

Investimento
Condivisi Fattura, Contratto, Dipendente, Fornitore, Cliente, Progetto...
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Elementi di un caso

* Un caso dovrebbe contenere le informazioni, scambi messaggi, attivita,
regole, processi ed eventi necessari per il suo completamento...

La cartella associata al caso accorpa tutte le risorse necessarie
allavanzamento del processo, che vengono gestite come un’insieme
correlato di informazioni durante l'intero ciclo di vita del caso.

[ Contenuti ]

Processi

| Persone ]

I Precedenti I E—

[ Normative ]

I Eventi
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IBM Case Manager
Applicazioni target

e Quelle imperniate su un oggetto complesso (“caso” o
pratica) e con caratteristiche:
— Knowledge-intensive
— Non del tutto predicibili a priori
— Team-based (multiple views)

* Per supportare tali applicazioni, una soluzione di Case
Management richiede la disponibilita di alcuni servizi
essenziali:

— ECM

— BPM

— Collaboration
— Analytics

IBEM Enterprise
Content Management
Contenuti al centro per decisioni pil intelligenti.
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Cosa dicono gli analisti

IBM Case Manager

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

Analytics,
: business
Analytics cchiviy
Adapt to the business’ S
needs for analysis (BAM) g
anreporting information-
T as-a-service
management, _
records ECM suites U ] Information
= ser experience
management, Adapt to policies, - Case Adapt to t?w & coniivt Workplace,
customer automate decisions,  management Ty e Social
communications manage content ! P Computing,
management through case RIA
life cycle
BPM,
business event BPM suites
management ‘ Adapt and automate
business processes
55755 Source: Forrester Research, Inc.
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IBM Case Manager
BPM tradizionale

Participants

Content/Information

Tasks
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==== IBM Case Manager
s Case Management

Tasks

Content/Information

Expert
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La soluzione IBM

Advanced Case Management

Case Application
Design

Case Templates
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IBM Case Manager

‘

Case
Activities

Case
Analytics

Case Runtime
Framework

Case Infrastructure

)

360° View
of Case

Case Context

Case Lifecycle
Management
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Content

Events
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Workflow

Rules

Collaboration

Software

Monitoring &
Analytics

IBEM Enterprise

people

Content Management
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Progettazione del caso

o Tratta tutti i tipi di risorse
 Comprende modelli pre-configurati
* Riduce i tempi di sviluppo

IBEM Enterprise
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IBM Case Manager

: Le due parti della soluzione
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Espletamento da parte dell’utente

Completamente personalizzabile
Aperta a plug-in
Contestualizza le informazioni

Supporta interazioni tra persone,
processi e contenuti I ‘ I
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Solution Designer UserName | Help | About | Log Out

# Manage Solutions Reinitialize Test Environment

- E_I Create a solution

| Select a template B Create Solution. _

Use interview

Unemployment Claims Proc...  =au= _
Solution description... Deployment successful

Last modified by Paula Smalls on 21 October 2010

Edit | Open Interview | Deploy | Test | Remove

Recyc"ng Status:

Solution description... Deployment successful

Last modified by Paula Smalls on 21 October 2010

Edit | Open Interview Deploy | Test | Remove

Law Enforcement s
Solution description. .. 5;:@3’ i

Last modifiedby Paula Smalls on 21 October 2010

Edit | Open Interview Deploy | Test | Remove

Si puo partire da zero o da un template esistente

SUCCEss Messages



Advanced Case Management Paula Smalls | Help | About | Leg Oul

Manage Solutions \ California State Benefits

California State Benefits e Back

Case prefic. CAL

A solution includes one or more cases, Each case mush have a name and at least one lask. You
assign solufion roles to cases and tasks. Leam more

Case Types Properties Roles Document Types
Add Case Type

Unemployment Benef State of California

Fa
Created on 03721:2010 Ly la Smalls | Last modified on 037252010 by Paula Smalls

(RS

Una soluzione puo trattare diversi tipi di pratica

Messages



Advanced Case Management Paula Smalls | Help | About | Leg Oul

Manage Solutions \ California State Benefits

" s Save Close
California State Benefits e
Thiis is where the description goes
Created by Paula Smalls on 21 October 2010
A solution includes one or more cases, Each case mush have a name and at least one lask. You
assign solufion roles to cases and tasks. Leam more
Case Types Properiies Roles Document Types Personal Inbasket
Add Property
Mame » Type Description
Case ID Tent Unige identifier
Case Type Text Case typs
N Type Heation OK | Cancel
Citizen Mame Text = (Citizen name
¥ Advanced Values
Vakue Max length: Choice list:
@ Single 255 v Nan » Open list editor®
) Multiple
| Reuse existing property outside ACM
Claimant ID Teod Claimant D
Description Number Description of case éﬂ? B’

Ogni pratica ha un insieme di dati/documenti allegati

Messages



(i) Case Information

| Add Actedty , Add Set Add Comment
& Case Folders

Group by prli:! | Set
[ Propertes
=i +* No Sel

g8 Activities

v N

- of

Deployment Errors

Mo orrars

SUCCESS MESLaGes

~

1D Verification

Dascrption; Check ozan i

Slart Manual
Frecondificn: Case stan
Sat <Mone=

Background Info

Cipscoghon: Autamatic collecion of

backgrosnd

Start. fdomatic
Frecondition: Case Start
Set <Mone=

Inciusive Set: Extended Assistance

Evaluate Rental Asst

Description: Qponal reiew based an cane
roviow
Slart Manual

Preconddion: Propemy.CaseRevePass
=&l Exbended Assisiance

General  Precondilions

Mame
1D Werificafion

Symbolic name:
I _wer

Description:
Check cifizen ID
Sltart mode
2 Aulomatic
" Required

@ Manual 1 User created

Sel mebery:

-

Evaluate Job Retraining

Dlescipbion: Oiabonal review based on case
reEdles

Siart. Manual
Precondiion: Propenty-CasaRav=Pais
Set Entended Assslance

UzerName | Help | About |

Long it

Case Review

Desaripfon: lorem ipsum dodor and
0 on bo Bl the space

S1art Manual
Precandiian Property DocReview=Pass
Sal <None>

Evaluate Child Care Asst

Descripban. Optional review based on case
review

Siart Manual
Precandiion Proparty. CaseRev=Pass
Sel Exlended Assistance

L'esito puo venire deciso attraverso uno o piu task



e Manager

Case Details

IBM Case Manager

Bintgpeadmin | Actionz~ | Help Log out

C35199_Candidate_000000100005

Comments Add Task

Case Information

Documents Tasks

Add - View More Actions

Home » Example work

Date

Name modified

&) mount_ver...  Nov 17, 2010...

mm| IBM Case ... Nov 17, 2010...
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Page Actions ~ Edit Page

Case Data =

Edit

Last Name:
Washington

First Name:
George

Phone Numbers: -
040 404 0404, 714 327 3222

b Address

+ Hiring Information

Hirg
Rate:

Ready for selection

i
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IBM Case Manager
Caso demo

High Level Process Flow — Managing a Dispute

[ Close Case ]
I

Dpens
i: E;i dispute @ _________________________________________
Calls in g H [ )
| ;i/(;uétomer Sy ~ Apply Cr&dlt Rebill

|
|
| |
Seryice Advisor ! - . J
e ' ' |
: - o T ™ :
i
Customer “* | | Chargeback [+ Represent ||
- < . <
v . N W I |
I - T=a
@i « T2y
- | e
bt ¢ Ry
-~ Fraud : Tt *
_ Investigation Incoming e [ Arbitrate ]
Outgoing (may open new | Supporting
Correspondence Case) Documents
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Strumenti di Analisi

e e et 3
e — Tl el responsabili delle
— [ o)) [ i ) [ ) aree di business
TN St tanga T TR
o) Mttt | | 1 st B st ottengono visibilita
drmm— m._ sulla situazione e
f’ possono intraprendere
: _ §_ ol eventuali correttivi
7 T T _ P P B SR *Possono essere
—_— o o : effettuate indagini per
Cenga TYTITE TIITR individuare trend e
g correlazioni prima che
“‘_ diventino evidenti
i g a
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