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that Matters

ClOs in the era of big data, cloud, mobility and social



The new economy has created the most challenging i,

environment retailers have seen in decades el

91%

Customers spending
less in some
discretionary areas.
Approximately 59% of
customers have less
discretionary budget

$1.2 tillion

Value of excess
merchandise
stockpiled in supply
chains configured for
long lead times—
forcing retailers

to make significant
bets on inventory.

1]

Total sales missed each
year because retailers
don’t have the right
products in stock to meet
customer demand.



Process Efficiency is THE top priority i

i
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$$ Billions Lost Each Year

1IN Procesanefflmenues
. (@] .

“...In a recent McKinsey
survey, 444 IT executives
said that their top priority
among all IT-investment

areas was to improve the
efficiency of business

processes...”

7 Fortune 500
: Companies: $488B**

*Source: Tech CEO Council Report Oct 2010: “BPM improvements can be expected to yield
savings of up to 5% of sales”; CNN Money U.S. Fortune 500 Revenues, May 2010

**Source: McKinsey & Company The Case for Government Reform 2009. M
3 y pany _ﬂd‘;.;u._ .

**Source: A better way to automate service operations; McKinsey
Quarterly, July 2010



McKinsey Global Technology Survey: Process is Still King &

Process effectiveness and efficiency ranked #1 and 2 overall p

l:
Focus on effectiveness and efficiency Hnull

% of respondents’

Current IT priorities at respondent’s company Ranking by current priority
Total, Non-IT IT executives, Ranking by
n = 927 executives, n =471 ideal priority,
n =427 total, n = 927
Improving effectiveness of a7 1 > 1 Even in
business processes

strategic intent,

Improving efficiency of

business processeas 45 2 3 - respondents
Reducing IT costs 44 5 1 7 ranked process
Providing managers with information to 40 3 a 3 above Creatmg
support planning and decision making new prOdUCtS
Creating new products or services 29 4 5] 2 and ServiceS
Ensuring compliance with regulations 23 5] 8 8

Entering new markets 20 T 5 5

Managing risk 14 8 7 (=]

1Respondents who answered “other” or “don’t know™ are not shown.

McKinsey 2011 Technology Survey of 927 IT and non-IT Executives, December 2011

4 https://www.mckinseyquarterly.com/High_Tech/Strategy Analysis/A_rising_role_for_IT_McKinsey_Global_Survey_results_2900 ..ﬂd.&.%
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Three Strategic Imperative for Smarter Commerce -

DELIVER a SUPERIOR
SHOPPING EXPERIENCE

AT
Le)

Wi

O

DRIVE OPERATIONAL EXCELLENCE

CREATE CUSTOMER-
CENTRIC MERCHANDISING
AND SUPPLY CHAIN
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Yet - IT Complexities drive up costs [

And Make Smarter Commerce Implementation More Difficult

Hard-coded links between applications

Inability to deliver a personalized experience

Duplicate systems and redundant processes

Data and information difficult to access real-time

High degree of manual intervention in processes




Retailers usage of various process management approaches is
rapidly segmenting those who will prosper from those who will
be challenged to keep up with market share growth

BUSINESS
OPERATIONS
MATURITY

How the business

applies information

to achieve its goals
* Policies

* Business
Processes

» Organization

Spreadsheets

Master data

management,

. Data varehouses, * dashboards and

“gov':rnance and
I duction reporting

‘scorecards

Source: Breaking Away with Business Analytics and Optimization: New intelligence meets enterprise operations available in late 2009 at

Prescriptive, real-time, multi

enterprise process
management leveraging
Advanced Analytics,
Optimization with
Orchestrated Execution

. Predictions,
*, contextual business
*.rules and patterns
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http://www.ibm.com/gbs/intelligent-enterprise

In Retail, few areas are more at risk from disconnected processes than gl
Merchandise Management L8]
(10

| ~ SN
A lack of process Loss of orders |
s?tt?]rg?ct)llfonwti)r?;erissvlzsh’;(:h Loss of time/schedule slippage
Inaccurate forecasts/reporting
Survey of Critical Supply Chain . ) . \
Trends — December 2009 — Compliance issues, loss of regulatory control
Gatepoint Research “ulnerable to theft, piracy, etc.
Other |
o 5 10 15 20 25 30 35
% Responders
. . Decision-makin Once made, decisions are
ngh volumes of variables is manual and £ hard to implement in operational
expand risk exposure, unmclmaged environments
compounded decision by ; :
d‘l;.‘aCrInSelg r-|1-ay|0r - ©2009 Analysis Insight - Decision - ?y‘:f;:’::o"al Action
Decision Management
Solutions ‘[ J

8 . ﬂdm



Transformation and Growth Require Better Decisions k)
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ClOs recognize that effective decision automation is key to success ]

of CIOs with mandates to

7 50/ transform the business are
O

looking to “drive better real time

decisions

of CIOs with mandates to expand

7 2 o / cross-enterprise growth are
0O

leading the charge to “drive better

real time decisions
Source: IBM Global CIO Stugi 20ty




Typical Process Problems Without BPM and WODM =

Hill

Informal Tasks and
o . Communication (ex Paper or
‘ Finance emai])
and Ops
Invoice ‘

iy Reconciliation V. b Executive
e Management

Inefficient Working Environment
Spans Systems

Inconsistent Prioritization

Incomplete or Inaccurate Data

Customer Flow Between Systems

Service Account

Administration Lack of Control Over System

and Business Events
(Exceptions)

»

Poor Visibility Into Process
Performance

Customer Problem:

. Cannot Grow Efficiently
. Customer Satisfaction

10 10 . ndm



Process & Decision Management Bring Order to the Chaos ;I@Z

i
Automate workflow & H:I:II
decision making fhed

Reduce errors and
improve consistency

L

" Finance
Risk Management and Ops
Teams "'_H Account il Executive
E E ‘ Administration anagement
=P : g

PROCESS

-l

Standardize resolution
across geographies

Leverage existing
systems and data

Customer

Servic . .
Monitor for business

events and initiate actions

000 000

Real-time visibility and
process control

Events Customer Benefits:

. Huge Reduction in
Manual Work, Errors

Events

J Faster, More Consistent
Issue Resolution

. Easier to Manage the
Business

R e

1 . ndm



Empower business users throughout the process lifecycle g
Role-based tools increase alignment with IT i

Hill

Leader

, Continuous _'
= Process =
— Optlm]zatlon
,’g" [ Sl N
Business q Eernance BEIE

Process

Owner Busmess IT Architect
) Analyst



IBM Business Process Management

R . . ]
Visibility, Collaboration & Governance to Effectively Manage Change g
VISIBILITY =
' line-of-sight
GOVERNANCE  Afeedere oot s
Align business operations with GOI.I.A.'BORA_'I'ION
strategic intent in the face of change Foster cross-functional and
disill cross-divisional outcomes
.‘!_g“ :



Achieve clearer line-of-sight to business operations y

14

» Due Today ()

w Due This Week (4]

@ e Cwcn Chech =

N

Process Portal notifies business
users of actions required

Full Google-like search finds what
you need quickly

Intelligent Dashboards “learn” what is at




Foster cross-functional and cross-divisional outcomes

Order Fulfilment

c | (*§~ Gocgla

BIES

Send RFQ RFQ Response ~—~
I (4) ﬁlm Detail
-é __Q > Get Vendor 128 4
= Responses | wwiey hame- Gat Vandor f
g Order Start Date: May 22 2012 12:08
Fulfillment i Crute- M S 012 1R
Started
= Activity Experts
= sialora| I Sttieadact
=
o B3 ofvendors
[ La -
¢ =
i P | Select
2 (= Create Order Review Order ) »  Fulfillment |
E Manual l Quotes Option
Start r Y = Received o= |
| - |
5 e {{ )
@ e o6 1M Process Portal
= IBM Process Portal | ==
htps:;/192.168.1.65:9443 /mum/enable-#task¥%2F459
' [E Most visited ~ [*] Personal =[] Appie - [News~ [ ]ibm ~
@ DASHBOARDS ~
= Order
T Entered in & Modalidad de vista: [ESta iiabajando én ld Taréa 567: 7 Brandon
SAP work >
New Account Review for John Smith =

Due: April 26, 2012 3:04 PM T,

See remote expert edit your
screen, with inline highlights,
while they are clicking between

15 BW Collab | PD Coliab | “Portal Collab |

You have receivad a request fcr a new account opening. Your responsitility is to verify the information aiready entered
matches the in

informasicn el ciente | Sucarsal Prinsipal | informacion del produsto | Cuestionaro | Fomulario de Solicitud | Accesoro A
Datos del Cliente
Ciiente 1D C ) Lineat
JSess02353
Nembre Linea 2
John
Apcllido Giucad Estado Clerre
Smith

Puntaje de Crédito

Tarjetas de Crédito

Linea 1 Linea 2 Ciudad Estado

[E3 Bookmarxs -

Tomar el control

Details

Recommended Experts (1)

? m brandon

Experts Recommended by the Subject
Natter Experts Group (1)

m m britney
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Align business operations with strategic intent in the face of change

File Edit - Plavhack  Hslp
=i+ Designer Q) Inspector

~ ORDER FULFILLMENT DEMO
all

+{3 Processes
& User Interface
“¥% Implementation
=% Rules
% Dats
P Performance
£° Setup
& Files

» TOOLKITS

~ BLUEPRINTS

w SMART FOLDERS
4u Favorites
Changed today
Changed this week
4 Validation errors

Revisio  cory
v3 - Advanced Reporting
w2 - SAP Integration

vl - Automate Manual Steps

P WebSphere Business Process Manager - bw admin - Order Fullilbnent Demo - Main

=12 =]

Snapshot versions provide

[EEEE T | B S

Execute

+Z Order Fulfillment (OF1A) v [EIS T History

Process Apps Toolkits Servers

Missed SLA
-
- -
= —-m

Shared Model

Manage

V3.0 (Playback)

Created on 7/13/10 by tw_admin
1 Wslidation Error
Currently Installed

H twTestNA(twTestNA) - 17 instances
E TWQATNA(TWQATNA) - 243 instances
E DrQAZNA(DWQAZNA) - 388 instances

=8 V2.5 Ad-Hoc Tasks

Created on 7/12/10 by tw_admin
2 Validation Emors
Currently Installed

Al AY-TZi
H twTestiA(twTestHA) - 37 instances
H twoATHAILWQATNA) - 45 instances

B twoazna(twaAZNA) - 227 instances

E=E V2.1 Web Svc in Proc Portal FnF

Crested on 7/12/10 by tw_sdmin
1 Validation Error
Cumently Installed

Sort Snapshots By: | D)

Edit | Export |

Hot-deploy new versions for
version-to-version changes

V2.5 Ad-Hoc Taske 72 instances

instances

V2.1 Web Svc in Proc Portal FnF - 223 ing

Acvon| Loave [Sinances

W2.0 Coaches Fit-n-Finish - 125 instancey

Action: | Delaete Elinﬁtam:&

dragnifier by ed halley i

=] A A) - 223

B twTestNA(twTestNA) - 92 instances
H twoATHA(tWQATNA) - 111 instances
H twQAZHA(twQAZHA) - 135 instances.




Engaging the Business Users

Amanda Pekowski - Help Logout

BlueworksLive Work Community Library
All Spaces >

# 12.0 Process Expert Network L7 ]

MyTasks  Cusiom Views + [ Ovorview [TRSS
My Taske . + Space Detaii [+ oo ]

Processes (11) @) pate | Tag

Open Tasks | Compl Description |_Active
¥ Overdue (3) This space is reserved for process work by and for the EPF 12.0 Process.
- Expert Netwark AppRetireCoEToBeV2 |~
o I ate Credit Check [~| Due: b Last modified by Glauco Reis on Aug 24, 2011

Gredit Check Application - 239417 Al unde:

@ 'mwate Credit Check (=] . DecisionCenter M HOME ¥ LIBRARY

Credit Check Application - 239420

< All Projects

b'“ mini-loan rules > Q2release ~ (7] E

Snapshot  Business Rule

o Approve Home Loan
Home Loan Application - 4281726

~ At Risk (2) 2

Answer Help Request from John Hen: ~ Details Current Content
= Credit Check Application - 239420

= Greated hy Davig Neable Tag | Name | Folder | Smart Foider
Complete Loan Rejection Form [=| August 16 1
“  Loan Process - 3847264918 . ~ Surcharges - NY (72"
This is a description for this branch to help the user make
sure they have the right one open & New Jersey Sedan Surcharge [~ ¥

> Due Today (9)

.
¥ Due This Week (4)

All | Snapshots

Initiate Credit Check [~] ~ Toda =
e Credit Check Application - 238434 Y, R Base b

& Global Sedan Surcharge (=] ¢

+ Rates - Lease (=]

 Taxes was created R Age [~ W

@ Initiate Credit Check [~ Devicl viar < Mcinnis [l Anne Crider (1) more
Credit Check Application - 239435 ¥ No Tags @
.# Surcharge was deleted 5:10 pm & N rorc Sadan Strcrae [
B Local Sedan Surcharge [+| W

# Rates was created 5:10 pm (R TaxRate [~ ¥

Amanda Pekowsk Snapshot
&° Local Sedan Surcharge [~| ¥

2 Q2 Snapshot 4:50 pm ¥ Local SUV Surcharge [+
Davis Neable Restore &F Local Truck Surcharge [~
~ Yesterday & Local Sports Car Surcharge (v Wiy
# Sedan was updated May 10, 2011 & Local SUV Surcharge [+
David Van Snapshot

More resulfs..

17 — ﬁd&. i




Making People More Effective &

Enabling business users to invoke process changes :Eﬂl
| i

Export |

Scheme with colleagues in real-time as you discuss ways to improve

hdicrasoft

processes FowerF oint

Publish results of process iterations to stakeholders for revi
feedback

Reuse & govern process designs and IT building
blocks using a single, searchable repository for
business & IT collaboration

Boost productivity by combining business-led
change with the way you already work: integrating
directly with office suites




Making People More Effective g
Monitoring and invoking process changes through multiple channels 1'u"

The world is getting more connected — il . CLTLLTELED]
needing access to information from T8 S— e - B0EUO0G
anywhere to manage their business ' —_—

IBM BPM currently provides this multi-
channel support, including lightweight
Web interfaces, desktop gadgets, and
mobile support

View KPIs, metrics, task assignment, and
more through the mobile interfaces

Manage processes on the go




Making People More Effective
Managing human tasks and workflow

Flexible allocation of work maximizes human resources and
manages time constraints

Rebalance and optimize team-based work with changing
business conditions

Adjust processes "in-flight" to enable smart collaboration between
knowledge workers

Quickly customize your end user experience and integrate documents,
images, or third party visualizations (e.g., gadgets)

..@
Wi
l||i_
II! "l
1 U
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| iBiE "




BPM Collaboration i/
Capture Business Intent and Collaborate uh

sImmediately enable Web-
based collaboration on
business process design with
business authoring and model
sharing tools

«Capture business intent to
guide BPM efforts with
widgets for business leaders
including strategy maps,
process maps, and capability
maps

*Scope and refine aspects of process activities
easily, creating simple process and
collaboration diagrams by leveraging BPMN 2.0

ﬂht""'"“l
a FyEe

I

*Capture business vocabulary, organizational
models, and value stream mapping

21 . ﬂd&@



Leverage Active Content in Your Automated Processes p
Case Handling M
Content Automatically

detected filed
Life Insurance Appligeti / G
_ >
Credit Rep-

initiates process

Under Writer Evidence Ordered

Timer -Overdue

Application - Signed e idence
== Application —
- F ) initiates process
Amendment

Evidence Received - Initiates
Under Writer notlflcatlon
decline, <8
additional info : -
required ‘W 7
Risk Accepted —
Issue Policy

Credit, MVR, MIB Reports

Correspondence & NN
forms automated

22

22




Process Optimisation

|5 18M Process Designer - db2admin
Edit Playback Help

Q Op e =]
I Analysis Scenarios |
~ Mode
[single Simulation -

~ Selected Scenarios

A @ MySimulation 2

Selected analysis
scenario

Visualization mode:-Wait Time

UsingMeasure Clock time
show me the Average valus
scaled from 0d 00:00:00 to&d 12:35:02

|

0d 00:00:00 8d12:35:02

Wait Time: 1d 09:25:59

2 Gather
Dispute
Start Informatio...

Online Call Center|
!

g Determine
“  Next Step
Start i
Message _

@

Researchin
a

@ >
Submitted
Reséarch

Required?

Back Office Call Center

— Further Reseach

Wait Time: 4d 03:36:25

Research

Dispute 8.0 Enforce research

Wait Time: 0d 00:16:06

Manager
g

BPD flagged with
average wait time on
task level

Review for )
<> Approval 8.0 - <> reject—a- (@) — )

4 Rejected Didpaiti
Appipval Appﬁ;e 4 ejecte Dispure
Required?

Approve
|
Wait Time: 0d 00:00:00
Update
No e

Approved Dispute

Approved

Process instance wait
time is shown

~ Summary for Process "Billing Disputes®

Instance Duration Trend
23d 03:33:20

174 0g:40:00 4

114 13:45:40 4

5d 18:53:20 4

34 00:00:00 J=——

Number Executing Humber Compieted

Instance Duration Histogram

o
0d 000000 Bd 224000 13d 212000 20d 20:00:00

Duration

Min Avg
7d 13h 48m22s

Max

Users also worked on

Dist
22d 18h 3m S5s.

h_l.__

[ Research Dispute 8.0

() Gather Dispute Infarmation
[ Review for Approval 8.0
Participant Groups

22 bd Offline Call Center M

22 bd Online Call Center u
22 bd Call Center Managers

~ Scenario Scope

Analysis

wizards

22 bd Call Center Managers

T
pIjF——r—)

v
Recommendations [0

¥ Select a haloed element
Select an elemnent with a halo in
the diagram to show additional
recommendations.

¥ Investigate a hotspot
Investigate a hotspot by selecting
it from the Smart Start view. This
may show further
recommendations te help you
navigate the analysis results,

4 Try different heatmap

I you can't see any haloed
elements or hotspots, then try
adjusting your heatmap settings.




This graph shows that the
process instance duration is
increasing: The later a specific
process instance was started, the
longer it took for completion. This
is just because all the resources
available are busy with process

instances started earlier.

Optimisation — Aggregated process

This graph shows the distribution
of process instances completion

. . ) =2 i

Instances simulation results (wait time) v
time.

]

« Summary for ProNess "Billing Disputes®

Instance Duration Trend
22d 03:33:20

17 084000 4 e Y.

et

11d 132:48:40

5d 18:53:20 et

Od Q00000 J=——

Instance Analysis

Number Executing

Aggregated
process
instances
24 summary

Number Completed

All process instances

simulated (500 in
total) were

completed in the

given timeframe

Instance Duration Histogram Users also worked on

Od Qo000 Bd 22:40000 12d 21:20:00 20d 200000

Duration
Min Avg Max

7d 12h 48m 22=s 22d 18h 3m 5

In this simulation, all

resources only worked
On everage, process instance on this process.
overall execution time was

about 7 da.ys., with heavy

| »




Process Orchestration and Decision Automation i
il
: - (]
Process Management Operational Decision Management
_ = Defines and executes specific decision points in
= Defines and orchestrates the end-to-end processes and applications
process

_ = |s focused on automating and improving decisions
= Combines automatable and human elements

_ . = |s fundamentally concerned with the operational
= |s fundamentally concerned with operational intelligence of the organization

efficiency of the organization

Notify
and invoke
Instantiate

\

25
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Download processes
from Solution Manager

IBM BPM V8 Integrates Seamlessly with SAP

Orchestrate SAP
Services

ervice

Monitor SAP
Business Events

Upload processes to
Solution Manager

1

ES Repository Objects

L !

SAP Solution Manager

x. Applications ..

Retrieve Enterprise
Service Definitions

iy :I
110y
(0]
Tl

SAP

1o
yst

Solution
Directory/SLD
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IBM BPM for SAP Capabilities

=3
O
=
®
jab)
g,
>S5
(@]
=1
—
®
(@]
=
j8b)
=3
©)
5

Process Discovery
and Monitoring

Process Blueprinting

Guided Workflow

Process Integration
and Orchestration

Decision Automation

Process Automation

Mine SAP business events to discover actual processes and

act in real time to business challenges
Use an iterative, experiential-based approach to

accelerate traditional SAP blueprinting
Interactively guide end users through SAP screens to

improve productivity, visibility and consistency
Optimize process steps to improve cycle time, manageability

and visibility of key processes

Automate complex decision making to reduce bottlenecks
and improve business outcomes

Dramatically reduce the cycle time of high volume processes

by reducing/removing human interaction

iy :I
II! ")
[
Tl



Customer Success Spans Industries and Applications

é}i} : .: \u
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There are many starting points..

Order management
Multi-channel pricing automation )
Loyalty & promotions management o
Online shopping, offer configuration
Contract management

Sales network/dealership compensation e

Marketing & financing program validation

Fraud detection & management

YVES ROCHER

FRANGE

Decision checking & automation

Workforce compliance

il
!
110y

Multi-channel pricing automation H"*II
Revenue management

Infrastructure management & monitoring

Cost & margin consolidation

Process generation & resource assignment
Dynamic process routing

Product qualification & quality recommendations

Dynamic resource assignment

EHEERE

BE TRADEMERIT


http://www.hess.com/index2.aspx
http://www.equinox.com/

30

IBM customers are realizing benefits today!

Only IBM has the vision, market-leading capabilities and world class
services to deliver transformational results

= Multi-channel inventory location — reduced order lead times by 92%

= Promotions & loyalty management — increased sales by 30%

= Vendor on-boarding — improved time to value by 80%

= Vendor trade fund management — improved cash flows and margins

= Merchandise calendar planning — improved effectiveness by 20-25%

= Fraud detection & management — streamlined case management in hours vs. days
= Workforce compliance — 100% compliance with federal, state & union guidelines

= Contract management — 20% processing cost reduction & increased revenues

= Order management — 80%+ straight thru processing

= Marketing & financing program — instant approval & program roll out in 2 days vs. 1 month

LT :II
110y
1]
[l

"’dc_:_z_@,,a -



Six Common Adoption Patterns with High LOB Value p
gy N

)

,

e

Vendor On-Boarding

-

Dy e

£is

Promotion Execution

Promotions, Loyalty,
Cross-sell & Up-sell

Multi-Channel Demand-
Driven Inventory Locator

31 . ndm
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In action...

Vendor trade fund management

Better Retail

Vers Fund M

Welcome

Introduction on
Calculation
Methods

ght IBM Corp
Vendor Trade Fund Managemen

lution Accelerator, 1.0 Build Date: 1215/2010

In general, there are two calculation
methods for condition based calculation:

= Progressive
= Incremental

The following examples illustrate the
difference between progressive and
mcremental.

For example_ the applied percent is 1%
when the amount value is up to 100; and
2%% is applied when the amount value is
from 101 to 200: and 3% is applied when
the amount value is over 200.

If the actual amount value is 400,

» For progressive method, the calculation
result should be 400 * 3% = 12.

» For incremental method, the calculation
result should be 100 * 1% + 100 * 2%
=+ (400-200) * 3% =1+2+6=0.

BN Calendar based
swwmew Reconciliation
SEESESEE Trigger

Category Manager can specify the calendar
based scheduler which will trigger the
reconciliation process. When the scheduler
iz submitted_ the back end schedular
service will be effective.

For each allowance within gffective
agresments. the reconciliatio rocess will
be triggered according to the specified
schedule.

the number of day(s) before or after the
end of the period or quarter when the
reconciliation process is to be triggered.

ndorg (Vendo

. Caleculation
v Algorithm for each
- Allowance

Onlv one of the following can be selected
for each allowance:

s Per SKU

Flat Amount must be provided
* Tiered

Base must be provided
s Accrued as % of

Base must be provided

None of three above is used Flar Amount
must be provided If Flat Amount is
available. Tiered and Accrued as %c of
should be disabled.

Calculation Algorithm

$ = Flar Amount * SKU Number
e If Tiered = true

so depending on the
Calculation Method
*» If Accrued as % of is used

% = getBase() * percent of accrued
above

= If only Flat Amount is used
$ = flat amount

LT i:!l

110y
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In action...

Process control & visibility

Advensing aliowance

Plannogram aliowance
Picrmr Bem sef up

Truckicad/paller alicwance

Fueaght aliowance

Store all the details of an annual or in-season

SHU Tiersd Tiered Detad

Calculation Method- Py

From:
o
0

False True

True Faise MiA
False Faise MiA

To
100
S00

mgressie

Calculation Method: Incremental
=%

From

False Tre 1000
2000

False Faise MiA

To
2000
L0000

a

fmml schanghgicn becoe

Teiestone 1-500-430-2653

Base % § Dedection Method Deduction Tunetiame POF Detal

Recepts MA 150 DFI
Sales | MA 200 Detst Mermo

Sales e o DRl

Sales 5 0 Check

Period

Panod
Pasiod

Posiox

Cusarterly

agreement for easy reference

LT :I
110y
[
[l

Category Manager

Favew
= Agreement
L i
Gt T
[Cigoie:
Tevitweer.. Rotviswy
by User
ReSubmi
o
N
Frod Bl Send Serd
= Category | Rejected Approved -
Stam | Managers | L 'm‘.‘ . £ Endl

Control the end-to-end process for greater
efficiency. Change it when needed.

Y= > Y=



B8E tha cakegony managers af appeowsl relationship to § W Gepal [+]

1 use this editer to edit the selected cell,

thakans Tradng Intsmations Inc.

CIE NI TR

(Frewious ] (Eiien )

Name an approving category manager for
each vendor agreement

In action...
Business rule-driven activities & actions

1-16]01

Rowance Type
Advartsing
allswance

Sagring (Store)
Bannar (web)

Plannagram
allowance

Mestings

Naw ham sat up

Per SKU Tiered Tiered Detail

= MiA
(] 0O wa
(] 0 A
(] O M
= A
Fram Ta Parcont (%)
B o 100 1
10 999 2

Flat Amount How Taken

Deducted fromid

Deducted homsd

Deducted fromid
Diaductnd fromid

Deducied fromid

Deducted fromid

Sant 20110731
Enc

When Take Effectve Date
Pariod & |2010-11-16

2010-11-16
2010-11-16

20101116

| 20101116

2010-11-16

NATIONAL RETAIL FEDERATION
2011 RETAL SALES REPORTING and 458 MERCHANDISING CALENDAR

I

Scheduse for year2011

Arrange

Penod 2

Start 20170201

End 20

Pasiod 8

Start 2011.08-28

Trigger reconciliations based on
merchandising calendar

Expue Dale
2011-02-14
2011-02-14
2011-02-14
2011:02-14

2011-02-14

2011-02-14

Define algorithms for automatic allowance

calculations

Sielo the numbes of dayis) bofore of aber]5
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Yansha: one of China’s largest regional retailers €y
II|EH1II
11k

increases its competitive edge by optimizing it's supply chain’s efficiency & profitability Hi}[iﬂ

Challenge Results
» Reduced order lead time from 2.5 days to 4.5 hours

LT Gl pUsien (0 » Improved order acknowledgement rate from 80 to 99

increasing competitiveness percent
against new competitors in * Reduced order error rate from 9 to 1 percent
increasingly deregulated Chinese » Achieved ROI in nine months

retail industry

*Needed to transform the way it “This solution will help us build an information platform

does business with supply chain together with our suppliers in their internal information
process through adoption of new system. Exchanging our data and interacting closely will

: _ enable us to respond to the market appropriately.”
business processes, automation

& business intelligence. o . :
Mr. Ai Jie Ma, Director of Yansha Technical and

Information Department
_ ﬂam



Skechers: a Global Leader in the Lifestyle Footwear €y

2 -
8]

]|

relies on BPM to adapt to rapid growth

Challenge Results
Invoices are centrally processed and status is immediately
*Fast growth left Accounts Payable with available
lost and duplicate documents Consistent, auditable processes easily controlled and monitored
Reduced staff needs
*Needed to improve ability to determine Saved paper storage and handling
invoice status and burdened with Future expansion to automate purchasing, collections & other

! ) ) areas will deliver additional ROI
financial audits

The system allows us to conform to SOX controls, process
invoices faster with fewer errors, and position ourselves so that
we can handle volume increases without adding to the
headcount, which we would not be able to do using old methods
of processing.”

Daphne Sumner - Accounts Payable Manager, Skechers USA

_ ﬂam



WODM and IBM BPM -
iy
Example Use Case: Inventory Management ii:'il
Business Problem: Improve on-time delivery of Solution:
orders. Timely fulfilment depends on: » WebSphere WODM
» Changes in inventory thresholds * WebSphere IBM BPM
* Deliveries or delays of shipments to restock Benefits:
warehouses

. . » Refine product demand vs available
* Size of new orders received

IBM BPM

Order

. Orders per hour
. Average order size

Process Action: Re-
-l o balance inventory
WPS =% ‘ Pattern -
= WODM - WebSphere
Business Events

. Inventory level low
. Sales forecast

37
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NKD Germany: Management, Logistics and Retail Stores

saves time and improves business agility

Challenge

*NKD needed to improve
integration of business
processes and information
across German & Austrian
stores

*Needed to reduce costs
improve ability to react more
quickly to changing needs of
retail clothing industry

Results

» Reformed business processes through integrating 30
business processes and modeled two primary
business processes (incoming goods)

« Communicated changes with worldwide suppliers to
enable them to react more quickly to changing needs
of the industry

“Our existing Bonaport modeling software couldn’t
offer enough flexibility and scalability to meet our
needs. IBM WebSphere Modeler software gives us
the opportunity to model and simulate business
processes and react quickly to changing consumer
patterns”

Peter Pfeffer, NKD

_ ﬂam



Leading Home Appliance Retailer €y

cuts vendor on-boarding time from 6 weeks to 7 days iiliiii
o]

Challenge Solution
A large retailer needed to automate * New solution involved automation of business processes & electronic
the vendor on-boarding process to forms
glrjf:sly source products at optimal = Now products and new vendors can be on-boarded efficiently in less time
[
_ o * Automated solution slashed time required for vendor on-boarding
Required an efficient process for from 6 weeks to 7 days, improving efficiencies, cutting costs and
sourcing products offered via multi- increasing sales

channel selling environment

Needed to rapidly expand the

number of vendors and on-board _ . , -
them quickly to meet needs of = Vendor on-boarding solution is more flexible now to facilitate faster

response to customer demands

Results

business

. . = F r time-to-market for new vendors and new pr
Previous solution was manual, aster time-to-market for new vendors and new products

paper-based, time intensive and

= Reduce vendor on-boarding time from 6 weeks to 7 days
error prone

= Cutinternal administrative costs by shifting work to vendors

_ ﬂam
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Mark’s Work Wearhouse: Leading Clothing Retailer

Realized ROI in less than 6 Months

Il

[l
]|

Estimated $250K savings per month & achieved $4M additional revenue in 10 weeks

Challenge

* Needed to efficiently source inventory to respond to
customer demand

* Required automation of time intensive manual
processes involving verification of merchandise on 450
inventory screens, placing multiple phone calls and
capturing information via fax and e-mail

» Employees had to re-enter data manually via paper
forms and lacked critical information required to serve
customers

» Time intensive product verification and order
preparation processes and lacked order status
information

* Inefficient system did not tracking information
sufficiently and was costly to execute

Results

eAutomated multi-channel inventory locator process
provided enhanced visibility into inventory location

*Employees can efficiently source, track and fulfil product
and order requests with automated acknowledgement,
verification and shipping alerts

*Service enablement of existing legacy inventory systems

*Transformed paper forms into dynamic web application
allowing routing of transactional data automatically to
back-end systems

Proven Benefits

*Phase 1 into production in less than 4 months

*30% increase in revenue over previous manual solution
*Reduced costs and increased sales

*Staff now have more time to focus on the customer

_ ﬂam
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Petco: Pet Food, Pet Supplies and Pet Products

Increases efficiency by automating accounts payable processes

Client Pains

Time-consuming manual invoicing
process was causing inefficiencies in
Accounts Payable department

Legacy process was unreliable, slow
and made it difficult to track invoice
progress

Process changes were difficult and
Impacted customer service levels

Benefits

e
Where the pets go.- 1My

Agile retail invoicing solution improved
the Accounts Payable process

Reduced invoice processing times from

hours to seconds

Realized ROl in 2 months

30% reduction in time spent from
development to production

Company plans to replicate the solution
in business processes across the

organization



Organic Grocer: with International Presence €y
L]

Increases efficiency by automating accounts payable processes iy

[l
]|

Challenge Results
90% reduction in time spent managing the
» Rapid Growth: Unable to process
keep pace with the hiring 400% increase in speed of completion of
needs of their rapid growth. requests in human resources department
= High Response Times: Deployed to 500 users in 90 days

Unable to ensure consistent
and timely response to HR

events.

= Automatic Task Generation: This US based customer has been a Lombardi
Needed to automatically route customer since Q3 of 2004.
requests that required
approval to the appropriate This customer is the world’s leading organic grocer.
manager. They concluded that BPM could be implemented

faster and cheaper for their diverse process
management requirements than any other
alternative-including Oracle.

42 _ ﬂam



Home Improvement Chain €y
II|EH1II
1Mk

Increases efficiency by automating inventory replenishment process [

Challenge Results
= Error prone manual process was » Application sits over top of several existing systems
in place to determine when to to catch exceptions
accurately replenish products
= High volume of items to be  Supply chain team can now easily focus on the most

processed including 100,000+ important items to replenish

possible SKU combinations

- Data was very hard to sift » Ensures that the right product is on the right shelf at

the right time

through
» Seasonal and regional variants This US based company has been a Lombardi customer
exist when restocking shelves, since Q1 of 2009.
which made it hard to combine
orders This customer is a large retailer in the US specializing in

home improvement. They also have a very successful
services business for the installation of its many products.

_ ﬂam



Major French Beauty Supply Retailer €y

i
i
110y

Meets its customers’ expectations by better understanding their needs (]

The Challenge *
Paper-based loyalty program offered limited visibility into buying activities of customers e?“ _’ T
. L iy .. .
Manually driven processes were slow to capitalize on sales opportunities L=~

Customers and store staff frequently found promotions confusing and difficult to use

The Solution Real Results
New loyalty program captures sales data in real time, *Real-time visibility into sales trends and customer
enabling the organization to quickly react to trends buying patterns, increases overall business flexibility

The solution automates rewards and promotion

management so customers are offered targeted <Automated promotions system leads to improved
promotions customer satisfaction

Personalized offers in real time at the point of sales

shoppers locations, simplifies management and cutting costs

44 _ ﬂam
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French beauty retailer '@
A complex & volatile set of promotional offers

=  Store promotion
e Mother’s Day Offer: -30% on Eau De Toilette

e Sunshine Offer: 1 sunshine lipstick offered for any
solar cream purchase

» 1 loyalty point for $1 spent
= “All Boxes » offer
e A surprise gift for any purchase > $50
=  “Happy Hour” offer
e +5 |oyalty points from 2:00PM to 4:00PM
= “Radio” offer
e Say the “magic word” and get 5% discount
= “Partner” offer
«  $5 discount on all skin care products
= “Direct marketing” offer

¢ 1 moisturizer offer for any day care &

. Ot fi | | th night care product purchase
promotional Cycles per mon e 1 necklace for any purchase > $35

ona given Catalog segment ¢ 43 loyalty point on any lipstick purchase
= 50+ promotional offers per cycle

En Mai... Je fais ce qu'il me plait

LES PRIX
JEN FAIS
IVION AFFAIRE

P e L e L T



French Beauty Retailer

Need for customized loyalty program & personalized recommendations Il:ﬂl

20M customers
85% identification rate

46

Loyalty points

111 pétales
Validité - 160709

FLOREMNCE JARRET

Découvrez la nouveautd maquillage
Luminelle "Summer Collection™ :
Des couleurs fraiches =t pétillantes, des textures
nacrées pour briller de mille feux tout I'été. .

Le soleil ne vous donnera pas
d’aussi belles couleurs !

x

Recommendations
& customized promotions

P Y L ‘:E?M < "'!"h_



French beauty retailer

Real Time Promotion/Loyalty & Up-sell/Cross-sell

_.'-\.
—

PoS System

Update
Card

e Loyalty points
* Next best offer

47

products
& promotions

2- Price shopping cart
apply multi-level

promotions

3- Calculate Loyalty
points

4- Recommend —
up-sell & cross-sell

Wi
iy ol
110y

Hill

Warehousing
*Promotions
eLoyalty points
*Recommendations




In action at our retail solution centers...




Promotional Branding Company [1]
I||Ei:1ll
1ty

Streamlines Order-to-Cash Process (]

Challenge Results

* Training Required Weeks: Only

) ) Training time reduced from a few weeks to just 2
industry experts could be hired because

they required extensive training on the days
process which was costly. Order-to-Cash cycle time reduced from 60 days to
) 27 days
» Lengthy Cycle Times: Once a customer
placed an order it took 60 days to Now capable of handling 10x their previous volume

process and ship.
“...rapid growth despite the recent economic

= High Volume of Orders & Multiple conditions is validation that the promotional products
) _ industry is ready for innovation. This investment
Processing Systems: They received demonstrates our confidence that their technology
100+ orders per day and had 3000+ platform will enable them to rapidly scale their
business.*
active orders at any given time. These
needed to all be maintained across Thomas Ball, Partner Austin Ventures

Salesforce.com and their sales support

teams. . am



Retail Giant Deploys a BPM Program [1)

i
i
110y

Improves efficiencies and streamlines core business process (]

Challenge Results
= Manual Process: Needed to streamline Single development environment leverages process
a previously paper-based Accounts knowledge across teams

Payable process. Continually improving processes quickly gives Business

= Time Consuming: The time involved in Analysts visibility into process performance

creation and maintenance of items sold Quickly on-boarded users
was high.

This company is one of the largest company in the
world, serving customers and members more than 200
processing of insurance claims was not million times per week at more than 8,416 retail units
under 53 different banners in 15 countries.

» Unmanaged Processes: The filing and

optimal.

» Unleveraged Processes: There was no
easy way to leverage best practices
across the IT and Analyst teams.



Customer Success Spans Industries and Applications Iiili?ii

Retail

Government Manufacturing
* Loan Processing

* Customer Acquisition . Sense and respond

* Customer Retention

Healthcare . '
= laeniFSEE * Detect patterns that do NOT occur

* Fraud Detection / Claims

 Detect complex patterns over time

* Processing logic changes frequently
* Regulatory Compliance

*Time-to-deployment is critical

InsUrEhice * CustomeRcsRES « LOB maintaining logic is desired Utilities

* Marketing/Sales Interactions
* And More...

51 . nam
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Precision Marketing - Product Up-Sell/Cross-Sell

© Business Ch allenge: In order to maximize revenue opportunities in a challenging economic

C

climate, banks require the ability to identify and focus on profitable customer relationships, exploit
new customer segments, and market new products and capabilities to those customers.

Solution: WODM can detect patterns of customer account activity, including the use of new
banking products or changes in deposits, loan payments, or withdrawals and, alert appropriate
personnel or initiate BPM processes to conduct marketing or sales campaigns. WODM can also
detect key customer life events such as births or children going to college and initiate BPM processes
to match customers with the best offerings for their needs or provide notifications or alerts to
appropriate personnel.

v" ldentification of key customer opportunities
v" Improved customer relationship and satisfaction
v" Targeted marketing of new product offerings

Results:

iy :I
II! ")
(0]
Tl




Precision Marketing is about identifying when it is appropriate to communicate with a customer. H""
Customer Behaviors & External Business Events identifies a change in a customer needs / situation

Business events describe things are happening.

a customer deposit the base rate a customer withdrew
large amount of changed cash

cash over 1 week :
Consecutively over 2

weeks

Knowing something has happened can help decide what
should happen next.

. Y= > Y=



Proactive and Real Time Business Proposition ii!.ii

deposit

o e [
cifibank An =ciusie condiionally pre-sppraves”
oifer of 29% g Bor 9 montha? - '-,:'
-
- # aru find

withdrew cash
consecutively over 2 weeks P

54 . ndm



Responding to Change - Real Time Measurements

L gl g - TIAM ety WDy, WHrd v |nier et = rlorer, __;;“;di

{.’j - i P 0D DT 1 frrny ek g e oL 7 A TPl | A4 e MM ) St se Crroe LE N4 R |
(= Cale Y Fgreieites Tiecds 4ok an
"

e B Bumreas Spacs - DAM Cosasres “asan £ - - Bags = Tamde =

. -E.ranch.campalgn Closure Rate _ ]
Chaa ."v\-\::g.:;
Jassg Vel il
] _ - 1

Tracks Campaign Closure rate at the
| individual branch level and updates
this in real time.

Il
II!I!Eil
M)
]|
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Responding to Change - Real Time Measurements (]

RED T 0 P Tl LEFEL L]

Titrn Bl 'Faimist oo « dP s Sl losd T en T honm o o P e Sy od

v e[ Pty costs - i Srmaaine

WebSphere Business Monitor

e m

zz =
Average Turnaround Time of
Campaigns

=y Slow Average
Turnaround Time of

O7:03:11 AM »
201 00507

Campalgn
Tasks P 3 . oAt 3
R % Low Campaign 07:03:11 AM i D Targat: 20
Conversion Rate 20100807 = o B 20-00

Fercentage of Campaigns
Successful

Slow Average o
Turnarcund Time of 0 -02:11 AM

Z01 0SSO 7
Campalgn

1 Low Campaign o7:0Z:11 AM 3
Conversion Rate 2010/05/07

Sothings | Help | About | Logout

Tracks the KPIs and alerts from an

iPhone & Blackberry 2
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Responding to Change : Metrics of Measurements

Business Metrics — Slice and Dice

% Conversion Rate
« By Customer Profile
« By Product Category
* By Region
« By District
- By RM
* By Channel

* By Amount

* Business User
— Product Manager
— Program Manager
— Business Owner

— Sales Director

) -  e———
—— — e e

ety el B e
S — " e —

Sy
— o -

—— — T e e

b sl . e e—

— Sy - A— — L
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Personalized Marketing and Customer Loyalty iy

o Business Challenge:
Credit card processors are being challenged by merchants to enable new channels

for merchant promotions to their members

C Solution: WODM enable merchants to publish promotional products to the
card processor which are correlated to card members opt-in for products of
interest. When correlated, the processor sends a product promotion
notification to the member via SMS or email alerts and providing a mechanism
for the member to immediately purchase using processor’s card.

O v" Increased merchant revenue
v" Increased credit card use
v Increased merchant and card loyalty

58 . ndm



@ ILOG Rule Team Server - Microsoft Internet Explorer

(=)

Eile Edit Miew Favorites

QBack M = | |£| IELI _;‘J /.._‘: Search ‘:

ess @ http:/flocalhost: 8080 fteamserver ffaces fexplore jdetails. jsp?project=Rules&baseline =current&id =brm.DecisionTable %345 2343A6 2&locale =en

Explore = Details

[ Properties
Name
Status
Priority
Expiration Date
Effective Date
Locale
Categories
Template
Active
Folder
Group
Created By
Last Changed By
Last Changed On
Created On
Type

Explore

Tools  Help

WebSphere. ILOG Rule Team Server

Account Strategy
Mew

MNone
MNone
English {(United States)

True
JfCross-Sell Up-Sell Product R...

rtsadmin

rtsadmin

Qct 22, 2009 5:41:029 PM EDT
QOct 22, 2009 ©:41:09 PM EDT
Decision Table

Customer Profile

Age: 35
Credit Grade: A

Delete | B3 copy | & Lock | @ Unlock | & Release lock | (O History |

Table

BONO UL NN

QiE 9

Configure

Marketing Strategy
Acquire Customer

Block Competition

Increase Wallet Share

Mitigate Risk

Maximize Revenue

e GD

Options | About | Print View | Help

: Links #&] IBM Business Transformation Homepage bl

B rtsAdmin Sign Out

Rules - Account Strategy (Decision Table) - permalink

Rank

JﬂU'I-P-LUN)—'\Jmln-{-‘-L\JI\JH'{UWU‘I-PLUN(—‘)\JQW-PL\JI\JH'{G\U‘I-PL\JMH

C
Owverdraft
Visa
Unsecured RCL
Installment
Mortgage
HELOC
Secured RCL
Unsecured RCL
Visa
HELOC
Installment
Owverdraft
Secured RCL
Mortgage
Visa
Unsecured RCL
Installment
Secured RCL
HELOC
Owverdraft
Mortgage
Installment
Owverdraft
Visa
Securaed RCL
HELOC
Unsecured RCL
Mortgage
Owverdraft
HELOC
Mortgage
Visa
Installment
Securad RO

&) Done

“J Local intranet




Points Redemption — Greater Precision

Branches
- ‘l..

ATMs

Call Centers

Internet

Hotrwss | Saw

Mobi_le

e

%
h‘é—fﬁ v
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IPod Touch BGE
13500 Faoints

Jawrisone lCon
Blustooth Haadsat

G000 FPolnts

SJBL On Timae Micro
13000 Foints

Harmman Hardon
Soundsticks 11

oo Foints

iPodd Shuffle 2GE
3500 Faoints

Bang & Dlufsen AR
Earphones

B500 Faints

Only require 12800 Points
between 1 Dec to 31 Dec

Only require 5000 Points
if average credit card spending of
last 3 months exceed 30,000 SGD

Only require 3000 Points
if customer’s deposit
exceeds 100,000 SGD.

Only require 7500 Points
if existing customer of
Smart Life
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Points Award — Bank Titanium Card at Fuji Restaurant 3]

My
i

ir

the name ©of the merchant of the credit card transaction is FUJI RESTAURANT

and the name of the credit card used for the credit card transaction is TMBE TITANIUM
then

award extra points: 5 for every 1000 THE spent on the credit card transaction

L

Points Award — All Cards at Fuji Restaurant during Christmas Period

i

the name of the merchant of the credit card transaction is FUJI RESTAURANT

and the date of the credit card transaction is after or the same as 12/1/2011

and the date of the credit card transaction is before or the same as 12/31/2011
then

award extra points: 7 for every 1000 THE spent on the credit card transaction

L

Points Award — All Cards at Fuji Restaurant between 2pm and 4pm

i

the name of the merchant of the credit card transaction is FUJI RESTAURANT
and the time of the credit card transaction is after or the same as 2:00:00 PM

and the time of the credit card transacticon is before 4:00:00 PM
then

award extra points: 5 for every 1000 THB =s=pent on the credit card transaction

'3

e

i
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Banking Fraud and Money Laundering

System to detect activity that could signify security risks or money laundering issues

Events :
— Event: A financial transaction is sent out
Attributes include amount, transmittal method (Fed, chips, swift, etc.)

Event Pattern 1: multiple low fund transfer amounts get close to an investigation amount , $4999.99
when the cap is $5k, then flag the transactions as suspicious. This can occur over a period of time
during the day.

Event Pattern 2: spike in inbound transfers from a low volume account or transfers or low amount
transfers close to the investigation amount

Rules :
Classifies customers to prevent possible identity theft patterns
Rates the risk based on customer’s behavior and profile
Identified abnormal transfer activity in combination with high risk customer prompts investigation

Allows Risk Compliance Officers to modify patterns and policies as needed by externalizing this logic
from the core application code

Analyze
Detect | ‘ Hepnrt
[ML pattern Pntentlal HlnvesﬂgatgH ]

M

#ﬂd_m
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%
Detect Money Laundering Pattern s

Multiple cash deposits

— “Detects multiple cash deposits on multiple branches on the same account id within
the last 5 days”

Repeated deposit & withdrawal

— “Rapid sequence of deposit followed by withdrawal”

Loan repayment

— “Takes out a loan, paid almost immediately, sold the car almost immediately”

. ﬂdm
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Banking : Loan Origination i

© Business Challenge: Consumers want faster service time, while banks face
the need to focus on faster time to market to capture sales opportunity and

develop the most profitable customer relationships.

C Solution: BPM can streamline and automate loan processing. WODM can detect
changes in macro environment, interest rates correlate that with events from risk
management that to offer potential incentives, and respond to high value customer
opportunities with the right governance.

C Results: v Maximizes positive loan opportunities
v Personalized customer engagement and increased satisfaction
v" Shorten the loan servicing time




Loan Origination:
500 percent faster time-to-market for processing loan products

the state of the address [£] is *]
and the purpose of the mortgage is Cash-Out Refinancing [+] =
3

. Cash-Out Refinancing =
e - : then Corstruction
(TS Ln ) i raise an exception in the eligibility resullConstruction-Permanent .
= =+ ; - add message ¥ Cash-out refinancing is|No Cash-Out Refinandng ty result = =
3 Other :
[else] Purchase

--------------------

| @ 1s Eligible
=
{r'u;i
FUEE NN NN NN NN NN EEEE AN NN NN NSNS EEEEEEEEEENESEEEEEEEEEEEEEENENEENEEEEEEEEEEEEEEEEEEEEEE
=5 U i bk Yo reason
: 0 Fu ARM 0 fll documentation increase
s 1 Focad 1] full documentation increase
H 2 Partial ARM 0.15 partial documentation increase
=13 Fixed 0.1 partial documentation ncrease
4 Stated ARM 0.25 stated documentation increase
=1iis Foed 0.2 stated documentation incroase
o I IS BN EEEE NSNS NN SN NN NSNS NSNS SN NSNS NN SN NN NN NS NN NSNS EEEEEEEEE
= & Pricing
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Mortgage Lending : Loan Decisions

P i "2 g - -+ & - -oﬂ"irl»"‘i" T
cradi score LT
e [} ha FriE Ll base rate FEASOr

o = 65 53 arrn 1=

1 65 o 53 arrm 1=,

2 7O 75 532 A 1=

3 75 an 5322 arrn T=...

4 =0 5= =1 a5 5328 arrm =, i
5 85 an 5329 arrm 1=,

B = 1] as 5.4 arm 1=...

7 = a5 5.5 v d-...

& = 65 5.2 o 1=,

a 65 o 52 arrm 1=

10 7O 75 522 B 1=

11 75 a0 S5.222 arrn 1=

12 5= ss0 & a5 5.228 arrn =,

13 85 an 52289 o 1=,

14 an a5 5.3 A 1=

15 =95 54 &iFn 1=

16 = 65 5.1 arrn 1= ';
17T LI s T E44 ey 4 = :-_I

When

the state of the address of the property Is | Texas
Policy

the purpose af the mortgage must not be | Cash-0ut Refinancing
Otherwise

log a - Critical eligibility violation event

and set the status of the event to : Disallowed

and set the type of the event to | Customer Pollcy

and set the reason of the event to | Customer Restriction

and add data @ Cash-out refinancing is oot allowed in Texas to the event

[El.a'ra]

b * BBy wareae G anEEAT |t

] ]

ir
ERA B SF dUIREAES 14 10
AR ERE SRE A RS IS AP S UARA RS i
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Risk Scoring Rules

L Template Preview
oy Eciit

HName Scorng Factors

[ pebt-to-Equity Ratio -

Preconditions:

Definition:
Ratio of Debt to Equity (%)
min mas

1 ] 10

2 l1o 20]

3 J20 30]

4 120 40]

5 140 501

& = 50

7 Otherwise

Scoring Factor

E Loan-to-Collateral Ratio =

Ratio of Loan to Collaterals Pledged [ %)
max

Preconditions:
Definition:
min
1 o
2 120
a 140
4 160
5
[

67

= 80
Otherwise

Raw Risk Scora

20
40]
607
80]

Raw Risk Scora

3

&

@
12
15
18
20

All rules created using a Rule Template

Maximum Risk Scoroe

s
10
15
20
25
20

20
20
20
20
20
20
20

Risk Score Waight

Maximum Risk Scora

30
30
30

30
30
el

Risk Scora Weight

10
10
10
10
10
10
10

ull
l||i_
i
1ol
[
Actual Weighted Risk Score Maximum Welghted Risk Score
Actual Weighted Risk Scora Maximum Weaeighted Risk Scora

15
15
15
15
15
15

Raw Risk Score Maximum Risk Score Risk Score Weight Actual Weighted Risk Score Maximum Weighted Risk Score



Customer Success Spans Industries and Applications g

_ Financial
Retail
Manufacturing
*  Underwriting » Sense and respond
*  Customer Acquisition » Detect complex patterns over time
*  Customer Retention « Detect patterns that do NOT occur
‘:,?é * Identity Theft « Processing logic changes frequently
pis2 a:?‘ * Fraud Detection / Claims «Time-to-deployment is critical
e. .
* Regulatory Compliance « LOB maintaining logic is desired
Insurance : -~
«  Customer Service Utilities

* Marketing/Sales Interactions
* And More...
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Agility in Life Insurance Underwriting Business Process i
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Scenario : Auto Pricing Template

Minie

s married

Rrue

Talne

Brue

Toise

Brue

stobe

A

M

Wil
olharwisn

<A

M

ik,
olbmrwise

ca,

MY

bl
olhsrwise

2= = -% § -EE |8 %

et bane

$400
410
420
A0S
410
$420
F430
15
#3580
$390
FA00
f XL
$3a0
400
410
b 2
3340
$350
360
= L

Colg o
PI

Example: Automated Pricing

=S <:

with reason
Coliiai =

cConn Rate adjustment sample

Colin..

ol
Collii
Colizi

Colini

Colizi If
olal... FES the driver of the car insurance request state of residence is . CA

St and the driver of the car insurance regquast has completed a driver's ed course
Ciolini

Comni .

Colisi Then

oo give the guote item a ; 11 % (%] discount an the base price with reason
S river di r

Coligi

Cinllisi

Ciolini

Colin

Rate sheet sample

Rate
Adjustments

Base Pricing

(Rate Sheets)
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IF Insurance Streamlines Claims Process

Increases productivity and responsiveness with BPM and BRMS fe]

Challenge:

= Claims process was too long, resulting in lost productivity and
poor customer satisfaction

= Increase efficiency by streamlining claims processes
Benefits:

= Decreased the cost of claims

= Increased of customer satisfaction through faster
turnaround

= Substantial savings of employee work

= 3 out of 5 private claims are settled in the same day they
are received!

s

Qe

BPM and Decision Management Solution

The automated claims processes are
expected to increase revenue by
between SEK85 million and SEK100
million each year.

More responsive to business and
market changes, improving internal
communication and productivity.

@ The SOA approach will enable it to reduce time to market for new

processes and realize an easy migration to other base systems.
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Insurance Claim Case Assignment

Call Cantres Oparator

BR Manager

Yas

Mo

Claimant
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Insurance Claims Overview

73

A Customer creates anjaceident
report while on the scene of an
accident.

While surveying the damaged
property. or vehicle, the Adjuster
records additionallinfermation
necessary to determine payourt.

Customer Service Rep. gathers
any' additional infermation
necessary to determine how to
proceed further with the claim

-
.
ddjustme
mt
Meeded?

Mo

Customer receives; instructions

framithe insurer on how! te get his
or her vehicle fixed.




Insurance Claims Key Considerations

- Needs to be mobile
- Could have a variety of devices

- Any given client will only use this a small handful of times
- Need to take picture, track location, fill in form.

- Needs to be mobile
- All Adjusters have iPads
- Used many times a day by each Adjuster
- Needs non standard functionality: Camera
overlays (standardization), camera text
recognition, printing from device

- Does not need to be mobile
- Can be completed with a standard
IBM BPM Coach

Mo

End




IBM BPM for Mobile : Insurance Claims

.==

Username:
frank
Password:

Submi job requisition

Blarar Employes Fedguisilsen Boe [33)
Haow Clalm
Mobils Clsim Procass-307

Mew Claim
Mobdy Cisim Procass 213

Maw Claiim

Mohsis Cinim Procsss 13

Update Claim

Mobste Clisim Process 211

Claim Procoss

Maobile Claim Process

Standard HR Open Mew Poaition

Laviruzh




IBM BPM for Mobile : Insurance Claims

Custamar ID: I E)(amplﬂ-:
00001

Clalm amount: Claim Data
S5 700,00

Description: Customer ID:
Roof damage 00001

Locatian: Claim amount:

2355 Las Viogas Bivd. Soulh, Las $5700.00

Submit Description:

Roof damage

Location:
3355 Las Vegas Blvd. South, Las V

Image:

. Take Picturas

.==

i Example:

Customer ID:
00001

Claim amount:
£5700.00

Description:
Roof damage

Location:
3355 Las Vegas Bivd. South, Las V|

Image:
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IBM BPM for Mobile : Insurance Claims T’
_d'u"ii

Work subpect TAPACT 2009 Tim Tyles

Anstsets (3 W

Attach supporting documents and images
to any process task

[T ——
e 10
dmotwe [ssrabes Pocess

AP IO R

A Chepabet of Sarts

Yl drsoies Procsss Ditls

A B rruprr Prewrma Tlie i Comirmeat s (%)
P e . 0
i R R Fagas Frrie fow Procoess biss

p—_—

e
At it lor STy

e
& Chrsxwiss of Rorns

L ]

Improve productivity among business o At Pycaue T

stakeholders through dynamic il i i
communication of activities — reduce ‘back O e

ST - ]
channel” emails, messages, etc. :
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Al Accoasnie
w A Dppec Tasks
it 4 il

3 DPM Account

IBM BPM for Mobile : Insurance Claims

Full orientation support

Pan and zoom gesture support

Add documents or comments without losing

coach context

ot gyt

e -
B | -
e i -

&
M
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Business Rules for Claims Processing 9

= Claims Eligibility

= Fraud Score

= Claims Assignment

Tyt
lI!hl
]
Eligibility rule
74
all of the following conditions are true :
- the number of accidents the driver was involved in is more than 1
- the vehicle type of the vehicle is Sports/Performance Vehicle
- 'the quote request’ s a single car policy
- the number of days the previous policy has lapsed s mora than 30
- the number of years in current residence is at most 1 ,
s
_ _ Clairn Armount n HRP-003" ;
Policy Ade (Days) Clairn Last 3yrs Score
mir Fras
o = 5 000 15
false
1 2 % ,000 10
60
2 = 5 000D 20
true
=3 =5 000 15
4 = 5,000 10
Talse
5 = 5,000 5
180
(=] = 5 D00 15
trus
bt = 5,000 10
= = 5 D00 .
false
=] = 5,000 5
360
10 < 5 000 10
If
the fraud score of the claim is greater than @ 50 [%]
-
Then
send the claim for irvestigation; reason: | Eraud scored exceeded masimunm
allovsted,
£
Else

assign the claim for processing e



Sample Applications .?

III

= Loan origination = Claims processing = Claims processing = Claims fraud detection

= Credit decisioning * Lnderariting + Banafit eligibility and « Patient readmission

= Marketing campaign = Quoting entitlemeant reduction
managament = Rating * Fraud detection and . Treatnjent protocol

* Payments + Commissioning management compliance

= Accounting « Cross-selland up-sell = Screening and targeting = Bedside monitoring

= Alerts & notifications « Fraud detection and = Infrastructure monitoring = Therapy delivery

= Fraud detection management = Border security management

= Money laundering « Multi channel marketing + Tax filing * Eligibility determination

= Regulatory compliance = Collection management * Fee calculation

80

Revenues management
Real-time mobile user
campaign managemeant

scheduling

Real-time location
awareness

sell

Loyalty program
management

= Offer configuration * FPromotions  Campaign management = Order management

= Order management management = Order management = Billing

= Fraud detection and = Loyalty programs = Pricing = Contract management
management = Customer service = Shopping cart = Warranty claims

= Loyvalty programs = Billing abandonment managament

= Metwork monitoring = Contract management = Event-based marketing = Supply chain
Real-time marketing Real-time service craw Marketing cross-sellfup- management

Froduction management

Waste reduction
Warranty claims

Usage analysis imprpved customer management
Fault diagnosis sS8lvice : * Equipmentfailure
Intelligent call routing Regulatory compliance detection

= Outage
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Jon Zerden
oTo

Al Hilal Bank

Visit the Decision Management YouTube Channel:



http://www.youtube.com/user/ibmdecisionmgmt
http://www.youtube.com/user/ibmdecisionmgmt
http://www.youtube.com/user/ibmdecisionmgmt
http://www.youtube.com/user/ibmdecisionmgmt
http://www.youtube.com/user/ibmdecisionmgmt
http://www.youtube.com/user/ibmdecisionmgmt
http://www.youtube.com/watch?v=W4J8oDJGflk&feature=player_detailpage
http://www.youtube.com/watch?v=QdNo-_EpAro
http://www.youtube.com/user/ibmdecisionmgmt
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Only IBM can extend your Agility with Deep Industry and Process Expertise &

» Align the engines of agility to transform
your business with industry assets,
best practices, methodologies, and
measures

» Speed the development and
deployment of market leading BPM,
SOA, rules, events, and analytics
solutions

TS
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IBM Is Your Partner Of Choice For Business Agility g

=
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1ol

Hill

#1 in ConneCtiVity #1 in App“ca’[ion
Integration Middleware
#1 in Business

Rules |
_ Technologies
Decisions / #1 Overall Software
#1 in IT Operations Process Development Platform
Management :
#1 in SOA
#1 Solution for Boosting #1 in BPM

Software Team
Collaboration
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