Marco Bonasoro
Case Management - Approfondimenti

IBM Enterprise
Content Management
Contenuti al centro per decisioni piu intelligenti



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
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IBM Case Manager
ECM: perché

e Complessita delle informazioni trattate

 Natura gerarchica

e Multi formato

* Necessita di ricerche (metadati)

o (Oggetti pertinenti a casi multipli

e Security

* Retention

* Produzione non solo di esiti ma di ulteriori documenti
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Collaboration: perché

e La risoluzione del casi discende da un lavoro condiviso

Vi sono attivita di routine e altre di valutazione
“Intelligente”; | due gruppi di utenti devono scambiarsi
Informazioni e passarsi il testimone in maniera
trasparente

e | thread di informazione devono venire a loro volta
salvati e storicizzati per costituire un corpus di
“precedenti”
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IBM Case Manager
BPM: perché

« BPM e ACM sono entrambi orientati alla soluzione di
task ripetitivi, goal-oriented, tuttavia:

. L'approccio del
BPM e di
formalizzare
guali attivita
occorre svolgere,
In quale ordine,
da parte di chi;
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. L'ACM riconosce la natura solo
parzialmente ripetibile dei
processi di business, e cerca di
mettere a disposizione del
knowledge worker gli strumenti
piu adatti. Egli puo decidere quali

task sono necessari per lo

specifico caso e guali no.
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IBM Case Manager
ACM non e BPM

 Non formalizzabile o predicibile a priori al 100%
| contenuti sono sempre alla base delle decisioni prese

e L'utente decide quale attivita occorre per il
completamento, non il sistema

« Un task definisce cosa va fatto, ma lascia all'utente (in
certa misura) di decidere come farlo; un processo BPM
Invece definisce sia cosa fare che come farlo

e Le informazioni sul caso restano disponibili anche dopo il
completamento (anzi, entrano a far parte del corpus di
conoscenza)
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Progettazione del caso

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



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



Step Editor: Create Custom Program

Faieita

L./

Role ‘Wiork group  Connector
Swimlane  Swamidane

a8

Role Step  Role Step

Limitad Suppart

Case Woirk o Unassigned

Superviso

Atiributes

*Required 0K Cancel

.

MWame Value

Build train...

The step Inr:rea

Designa..

Case Worker

L4

1 week

Program
Developar

Reminder =Mones=
Delegation Mot allowed
Responses | <None=

Validation Errors

No erniws

| task piu complessi possono venire formalizzati attraverso ruoli e swim lanes




IBM Case Manager
Solution Builder - demo

I
T
-]

IBEM Enterprise
Content Management
Contenuti al centro per decisioni pil intelligenti. '



Il
KK
i
|l

..|||
TR
-]

Componenti Architetturali

IBM Case Manager

Browser
Case Builder Case Manager
Client Client
HTTF¢ TXMUJSON
/Case Manager WAS Profile \
/Integration Tier Application %
CASE
PE REST REST CMIS y ~
| Case Manager

Runtime
Case Builder [():é\jfy > <
Application Lotus Mashups
Configured for

\ / Container Managed
Authentication
L (LTPA based S30) /
] [IOP/Http EJBICEWS
ggg:l P8 Engine W LDAP
9 XML Process Content
Engine Engine J\
| ws WPS
RDBMS
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IBM Case Manager
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Prodotti Integrati

Case ManagerBasic Components

Workplace XT Case Client Case Builder

. Case Manager WebSphere Process
ContentEngine AP Server

5.0
WebSphere Integration

WAS Developer

DB2 or Tivoli Directory or ProcessEngine
Oracle Active Directory

ILOG Jrules IBM Content Case Analyzer
faialyzen SQL Server

Cognos Cognos

RTM =1
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IBM Case Manager

Forrester Wave™: Dynamic Case Management, Q1 '11

Risky Strong
Bets Contenders Performers Leaders
St rong A
A N The Forrester Wave-
Smart data for smart decisions
Go online to download
the Forrester Wave tool
for more detailed product
evaluations, feature
Sword Ciboodle(+) .
? comparisons, and
Pallas Athena customizable rankings.
* Cordys
Current
offering
* ActionBase
Market presence
RIGIS
Weak
Weak Strategy = Strong

Source: Forrester Research, Inc
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