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Enterprise Content Management

Agenda

* 10:00 - 10:45 360° de la Gestion del Expediente
e 10:45-11:15 Demostracion ACM

. Café

. Experiencia de Cliente / Partner
 12:15-12:45 Ahorrando costes con la Digitalizacion

. Busqueda de informacion. ICA y Omnifind

* 13:15-13:30 Jeopardy / Watson y Cierre

© 2012 IBM Corporation
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360° en la Gestion del Expediente
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Enterprise Content Management

;. Como lograr el resultado deseado?

" ¢ Qué es lo 6ptimo? —
Mas rapido, mas —
seguro, mas barato... E

I Recalculando

= ;Como se decide?

Predecible __ Impredecible Objetivo
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Actuales cambios en el negocio...

P El conocimiento de los
. trabajadores en las
industrias, permitira
hacer mas por menos..

Q_
...y los negocios necesitan
video . .
o g_ mejorar los servicios y
E _ gestionar el riesgo,
e-mai

mientrar controlar los
costes

©@Q02 1B orporation
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Actuales cambios en el negocio...

® [a Automatizacion se ha convertido en
rutina. Algunos procesos automaticos estan
externalizados. Las excepciones son ahora la
norma

® Elvolumeny la variedad de information esta
llegando cada dia mas y mas rapido -

® |a Flexibilidad es esencial para respo
las oportunidades de negocio

® [a Regulacidon requiere mas y mas cc
sobre las politicas y las reglas para
minimizar el riesgo



Enterprise Content Management

Por qué se necesitan nuevos enfoques ...

“La nueva generacion de informacion requiere que los
trabajadores tengan herramientas para colaborar”

“Los procesos ya no se gestionan como antes. El empleado debe
tener una vision completa del cliente y del expediente”

J

“Las tareas que se realizan ahora por parte de los usuarios
implican mucho conocimiento del negocio. Ellos deben trabaja
con herramientas que les den flexibilidad y solidez

I . © 2011 IBM Corporation
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¢ Por qué es dificil lograr estos resultados?

Los resultados criticos dependen de distintos tipos de procesos e informacion.

No estructurada A

Sweet Spot
N La gestion de casos es
o critica
c X
A=) @
5 =
£ § 80% no
L c estructurado
< Q
o
o
20% estructurada
Estructurada

>

Predecible Procesos Impredecibles

Sources : Gartner BPM Summit London March 7, ’11 — Janelle Hill keynote presentation; IBM Research
8 © 2012 IBM Corporation
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Agenda

trabajo
N

Case Management
como forma de

Como aplica a una
extensa tipologia de

Casos
AN

Caracteristicas de
una solucion de Case
\I\/Ianagement

© 2012 IBM Corporation
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Case Management
como forma de
\trabajo

» Uso creciente de mano de obra experta
» Mas preguntas en un nuevo entorno regulatorio

> Mejora la “Experiencia del Cliente” mediante procesos
mas dinamicos

10 © 2012 IBM Corporation
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Tendencia creciente al uso de mano de obra experta
“A New Generation Of People-Driven Processes”

The New Division of Labor: Services vs. Factory

P \
& I' \
1 r Expe\‘tThinking
0+ | (Heep)
|
- Complex Com’nunication
5+ \ (brodd)
N - /
01 x=2o e . Routine Manual
e L
‘ - i D Non-routine Manual
=1 | -5—: ’K"")K--__X
THE NEW DIVISION
Routine Cognitive
1 J

_1 0 [ L 1 L 1 L 1 L 1 L 1 L 1
F LABOR
o 1969 1974 1979 1984 1989 1994 1999

How Computers are Creating
the Next Job Market

Based on U.S. Department of Labor’ Dictionary of Occupational Titles (DOT)

Levy, F, & Murnane, R. J. (2004). The New Division of Labor:
How Computers Are Creating the Next Job Market. Princeton University Press.
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La mano de obra experta trabajara en un entorno con:

Mas tipos de tarea que manejar

Mas procesos “ad-hoc” y menos
predecibles

Colaboracion y Social Media dentro
de los procesos estructurados

12 © 2012 IBM Corporation
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Collaborative
Groups

Level of Independence

Individual
Actors

Traditional
automation
focus

Integration Model

* Systematic, repeatable work.

* Reliant on formal processes,
methodologies, or standards.

* Dependent on integration acros
functional boundaries.

Mn Model

* Improvisational work.

* Highly reliant on deep expertise acro
functions.

* Dependent on fluid deployment of
flexible teams.

Transaction Model

® Routine work.

* Reliant on formal rules, procedure§and
training.

* Dependent on low-discretion
workforce or information.

Expert Model

* Judgment-oriented work.

* Highly reliant on individual expertise
and experience.

* Dependent on star performance

Routine <

Complexity of Work

Productivity

opportunties

» Interpretation/
Judgmental

Thinking for a Living, Davenport (2005)

from “Mastering the Unpredictable”, pg.31

© 2012 IBM Corporation
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Mas preguntas en un nuevo ambiente regulatorio

Case Management permite auditar los procesos de toma de decision

&
Personas

Contenido

G
Datos

Eventos

14
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Mejora la “Experiencia del Cliente” mediante procesos mas
dinamicos

Pero... .
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http://www.basement.org/2005/12/weird_naked_white_collar_guys.html#trackbacks
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Actividades pre-definidas + Tareas ad-hoc, gobernadas por
reglas de negocio y decisiones de usuario = Solucién
dinamica

&=
e ;
C B
T -
— @3 e
g
=
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17

Como aplica a una
extensa tipologia de
Casos

AN

» (Casos de Investigacion

» Solicitudes de Servicio

>

Gestion de Incidencias

© 2012 IBM Corporation
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18

Underwriting
R?q%'ﬂfff ‘Submissions and
IT governance high-value proposals :Eﬁ,
il Loan %o
§ origination %
;_9? Audit requests g 99&
A# Negotiated '@,
s ' Benefits  documents [
= My e Cumpflljan;e and administration
il au :
SEADE Customer onboarding I EESUR art
Customer service
o
eDiscovery Product change
requests

Acute

healthcare Claims

Complaint  Patient medical records

management Order

exception
management

Dispute

resolution Adlverse

Quality management  eventreports

Incident managemen*

Sources : Forrester, Dynamic Case Management — An Old Idea Catches New Fire; Dec 2009
© 2012 IBM Corporation
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Diferentes tipos de ‘Expedientes’

Facturas, contratos, empleados, vendedores, clientes, proyectos,
quejas, excepciones, incidentes, auditorias, eDiscovery, etc.

¥ 1 -y v (| Y

SEGUROS BANCA SANIDAD GOBIERNO
* Podlizas * Préstamo * Historia * Beneficios .
- Suscripciones R.eclamacic')n Clinica * Subvencion .
. * Hipoteca * Proveedor | __ | .
Partes . Cuenta rinuna
* Anualidades * Tarjeta de * Ciudadano .
Crédit
e I(.), * Contribuyente .
* Inversion

Sin embargo, en todas las industrias
hay un conjunto de necesidades comunes

5]
ENERGIA
Calificacion
Reclamacion
Licencia
Finca

Propiedad

© 2012 IBM Corporation
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. Qué funcionalidades avanzadas se necesitan?
Uniendo procesos e informacién ... en el contexto de un expediente

Una solucién donde... \ r Para resolver necesidades como... ‘ r Que requieren funcionalidades \
> - 1 » .
2N >< M N ' Ty )
e \,/ﬁ o s e % S

jGestionando mejor el tratamiento de Expedientes!

VW I WWMISMWVWWY Ww WilwiiwsAal L v

los objetivos

* Frecuentemente los procesos
no estan predeterminados

* Motores de Analisis

© 2012 IBM Corporation
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La Gestion de Expedientes desde una nueva

perspectiva

/ Software de
____| Colaboracion 1

\\

. o < B\

Gestion de
/Apps Expedientes

‘Horizontalex -

Apps
Verticales ERP

CRM

© 2012 IBM Corporation
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¢ Queé es IBM Advanced Case Management?

Advanced case management es la
esStrategia de IBM para alinear las
capacidades de IBM Software Group
dando respuesta a las exigencias
requeridas para un tratamiento mejorado de
los expedientes

IBM dispone de amplia experiencia a Is hora
de resolver las necesidades de negocio del
tratamiento de expedientes mediante su
solucion de ECM y BPM, a lo cual afiade
sus capacidades en la gestién de reglas,
eventos, colaboracién, software social y
de analisis, dando como resultado el
producto mas completo del mercado para el
tratamiento de expedientes.

La estrategia de IBM

v Centrarse en optimizar el
tratamiento de expedientes

v Alinear las capacidades de SWG
y de los Laboratorios sobre las
necesidades de la gestion de
expedientes

v Disefiar una solucion de ACM
facil de utilizar, que integre la
experiencia de los usuarios

v Generar plantillas reutilizables
que permitan acelerar la puesta
en explotacion de soluciones
finales

© 2012 IBM Corporation
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Estrategia de IBM en el area de ACM

e Alinear contenidos,
procesos y usuarios

e (Construir una solucion
optimizada, combinando
motores de realas_anAlisi

herr Advanced Case Management

y SO [ Case I;’:aps;;éligation “ [ Case Templates 1 ‘\@ [DLQ@ZZ_SJ_ — én(;?;t?cs J) p /e
o Ges { Case Runtime “ [ Case 1 [ 360° View . Case Life

|nf0 Framework Infrastructure of Case Managemg

e — N —————

estr

e Ges Ty @
exp¢ )

Y Con \d—Content—’ -l Events_ _Workflow_ » Rules | _'g‘;“r:ta‘l’;it’_‘
per people o process o informatio

generar soiucione
especificas de gestion de

expedientes information
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Nuestra solucion, basada en una plataforma de contenido activo
permite el rapido diseno y despliegue.

24

Cada componente proporciona valor de negocio real y su integracion la

multiplica para ser mas que la suma de las partes

Gestion Avanzada de Casos

( 3
Disefio y Desarrollo del

Entorno de 360° Vision
Runtime de Casos del Caso

Gestion del Ciclo
de Vida del Caso

s ;
g i
—

-
S

Eventos

Monitorizacion
& Analitica
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La herramienta de ACM proporciona el soporte a la gestion del

contenido del caso

Contenido

Correspondence
Receipts
Statements

Priority
Transaction IDs
Account Number

Document Added
Comment
Review started

Email the Customer
Investigate Claim
Issue Refund

© 2012 IBM Corporation
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... es una plataforma orientada a Eventos

Eventos

Las actividades de un caso se

activan desde una variedad de
tipos de evento

™
[3] Estimate = §5

: &S
e Claim Sub-procesEnd
rrange Rental
Estimate < 1K ’g
eject 1A Sub-procesEnd
approved
al

=

d

rou

£

Declined  Approved

-

Review
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... proporciona capacidades BPM para modelar los procesos de
negocio que pueden tener lugar dentro de la tramitacion de un caso

Case Manager Builder

@ Manage Solutions v Credit Card  \ Investigate ...

[ Properties

Views | AddTesk | |[ianage seis |
[ Case Folders -

Views
A

Paula Help About !

Validate s

@ Case Type Tasks contain one or more steps that you can create with the Step Editor. Steps appear as work
items in the Case Manager Client application. Learn maore

» [E Requiredtasks

Fraud Analysis

BaA.

Precondition:
Case Start

Set: <None>

- [3 Optional tasks

Cancel Credit Card

e T

Precondition:
Property: Fraud Type not equal U,

Set <None>

)
B
b

Request Supporting Docu Resolve Fraud Case

Precondition d5 | Precondition
Property: Fraud Type not equal U Property: Fraud Type not equal ‘U
Set: <None> Set: <None>

I ¥ L SV S WP

© 2012 IBM Corporation
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... Incorpora un motor de reglas, para lograr maxima agilidad y
eficiencia en el tratamiento del caso

1-16]| 16-21 Al
Condition editor

the dispute type [+] is ¥ <enter a string= [£]

i Use this editor to edit the selected cell.

Dispute Type Merchant Category Code Media Required
. . n W W "o W won "o W " Rebuttal with supporting
1 Mot as described or defective 4812","4814","4816","5960","5964","5965","5966","5967 T e
2 Not received "4812","4814","4816","5960","5964","59465","5966","5967" Proof of delivery/refund
- - N - "o "o "o . "o . N Rebuttal with supporting
3 Credit not received 4812","4814","4816","5960","5964","5965","5966","5967 decumentation
4 Duplicate charge "4812","4814","4816","5960","5964","59465","50646","5967" Sales copy
- - s won o won won won o won u Rebuttal with supporting
5 Cancelled recurring transaction 4812","4814","4816","5960","5964","59465","5966"," 5967 documentation
6 Transaction amount differs "4812","4814","4816","5960","5964","5965","5966","5967" Sales copy
7 Transaction not recognized "4812","4814","4816","5960","5964","59465","5966","5967" Sales copy
8 | Fraudulent transaction (card present) ["4812","4814","4816","5960","5964","59465","5966","5967" Sales copy
9 Fraudulent t;fg::ﬁg'f” (cardnot 145157 "4814”,"4816","5950","5964","5965","5966","5967" Sales copy
10
11
12 g & etk o ahadel
N, - T %

© 2012 IBM Corporation
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... un entorno colaborativo

Colaboracion

Rev
View |

‘Add Comment ‘ Get next Issue Credit Rebill Process Chargeback

Dispute Details Document Viewer Case Tasks

~
- Add Task —
Customerinfo | | Transaction Info | Dispute Info s
‘j%%ﬂ&@%@ #E 4 g R Required
Last Name 4
Jones ) PO —— @ Review Dispute
o e ar /e e it b Started on OCT 26, 2010
BANEK Mooy froy 8 30am - $00pm 90210
FirstName = @ Receive Documentation
Jane
2452010 Completed on OCT 25, 2010 L
Contact Preference [3 @ Generate Comespondence
Phone - / Completed on OCT 25, 2010
Xy
& Wzizconioe iiate Di
Customer Status: ” § Yane donea @ Initiate: Dispute
. ® 125 Cranberry Lane Completed on OCT 25, 2010
Premiere - Tuzson AZ 86711-9701
. A Optional v
Is verified & v
Full Name: Jane J. Jones Account # XXXKXXXXKXXKASET Case History
7 ::nne :xet ::Om:?;(:::'a:;;-:::: Disputed :noumrhstss.si Show: Summary =
one er (Work): (555)653- Merchant Name: wheretosleep.com =
S = Post Date: 10.2.2010 1110 Next
Add - More Actions ~ 7 Signature (Requiced): pate:
- Ao J002 2010 OCT 26, 2010
Home = _
hotel invoice. pdf Brdee
ms1-3 Q Dear Jane Jones: H=F| Document added
¥Mame Modified Modified by 7 Thank you for your recent request to help resolve a dispute with a recent purchase that was. [Por} hotel reservation.pdf Qirdee L
— made using your Polestar Bank credit card. Please complete, sign and dale the above re- =2 Document added
| dispute form pdf OCT 25, 2010 Cirdee < quest for information and then mail, fax or email us the form along with three ilems we need to dspute form paf Grdee
fm| hotel invoice. pdf OCT 25, 2010 O rdee proceed on your behalf: B3| ot o
tm hotel reservation. pdf OCT 25, 2010 O rdee - N
= ® Copy of the original online reservation invoice: = etterpdf Srdee
| letter.pdf ocT 25,2010 Srdee ilw [ A Pagedor EB| oocument added
M oo
MG ==
Done

© 2012 IBM Corporation
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Mazilla Firefox: IBM Edition

Y http:fsnjgsa.ibm.com/~rbtiee fpublic/ACM live R ﬁ?

Vivian Birch

John Dunn

Case Work Suparvisor

M
o
ra

Hey John, got a quick 12:56:52 PW
sec?

John Dunn  Sure, what's on your

mind?

¥
]
@

Wivian Birch I am starting to think 12:36:57 PW
there might be some

discrimination in the

Tracy McShay case re

her vision impairment

N
@
i

John Dunn Interesting - go 12:56:59 PM
ahead and chack it

with legal

Done

Case workers can
locate and chat
with each other
directly through

the Case Manager

runtime

Shared comments and case
history provide context

Social
Software

Comments

Case: CCD1_ManageDispute_000000100011

Comment

Case Information

Documents Tasks

Summary for All
Previous | Mext
1002112...

Reviewed and acceptedthes... =

Updated contact information

Called to reschedule appoint... =

Yesterday 10/20/2...

- Generate Correspondence

| Correspondence

F 4

Previous | Next

0ct 21,2010

P8Admin

P8Admin

PBAdmin

Previous | Next

© 2012 IBM Corporation
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Informes y analitica predefinida permiten evaluar el rendimiento
operativo y determinar las causas de las ineficiencias

al

Monitorizaciéon
& Analitica

M E]| cosnos viewer [2[% &[]

€ 4 e Sort: ) scale: . 4:50:40
f 2[4 [2
BT B e et — BRG]
=
T THFUSION FUMF (12403) | During Time Period
» pan s During Time Period

ount_Level
'

?f;T HH HH% M Ll Il ,,,,,,
:;:m:-_;; ﬂ ﬂqj LR Fw [
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IBM Cognos Real-time Monitoring Dashboard Account Settngs | Help | About

| rtmadmin (Multiple Roles) | Sign Out

MNavigation Tree Info | |& ! | Dashboards | Biling Enquiries Activities | = =] (&
Dashboards -
Total Billing Amount by Status - Total Billing Amount by Account Level - Total Billing Amount -
2] pashboards
T @ G 0o g (VI W R

=| Bilng Enquiries

1BM FileNet Case Monitor [ silling Amount W Billing Amount

Bookmarked Dashboards.
Silver - - Ve
Open Monitorizacién
i 3 & Analitica
§ 3‘ Platinum
] o
£ 2
= o1
Draft k
Gold
i 60K 120K 180K 240K 300K 0 40K BOK 120K 160K 200 K 240K 280 K
Number of Active Cases by Account Level - Average age of active cases - Humber of active cases in each state b
[N R G 0 oy G o oy

B Average Age Hours B case Count

Silver
Working
Gold _
] [8.90 %] : 50 5 @
g Pt 3 piatinum B
[28.65 %]: 161 = b
Silver 3 7
] [62.46 90] : 351 E 3
Failed
Gold
0 100 200 300 400 500 600 0 100 200 300 400 500 600

Reportes, Cuadros y KPIs basados en estado de los casos, tiempos de
espera, de ejecucion...
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;. Como IBM ACM puede ayudar a los
clientes?

Mejorando el servicio al cliente
Mejorando el manejo de los expedientes

Creando diferencia con la competencia
Mejorando la calidad en la informacion
Gestionando el riesgo

Agilizando la colaboracion en la
compainia

Reduciendo el riesgo en la
implementacion de las soluciones
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IBM Advanced Case Management
Products, partners, solutions

IBM ACM es una plataforma innovadora basada en un conjunto de
soluciones

J
Da valor afiadido a los partner vy a los clientes mejorando la capacidad
geografica

y,
Permite definitir soluciones verticales y horizontales para dar
cobertura a los requerimientos de nuestros clientes

J

J

© 2012 IBM Corporation
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