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Turning Oppeortunity into Qutcomes.

Advanced Case Management
Chris den Hoedt

Content in Motion

Smarter Content. New Insights. Better Outcomes.
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“The most important contribution management
needs to make in the 21st Century is similarly
to increase the productivity of KNOWLEDGE
WORK and the KNOWLEDGE WORKER.”™

Pl

- Peter Drucker, 1999
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New market demands for achieving outcomes require
new approaches...like advanced case management

Increased costs and
risks from
unpredictable
processes

Higher customer
service level
expectations

Greater demands for
productivity amid
complex decisions

Limited ability to
respond to market
dynamics

Departing and
diminished
workforces

IBM SolutionsConnect 2013

“Increased interest in improving
information worker productivity through
automation has surfaced case management
as a prime example of an unstructured
process style. More work today is being
seen as caselike in industries, beyond
government, law and healthcare, which
have long-handled work as cases. Newer
areas include mortgage origination,
university admissions, grants
management and customer complaints.”
- Gartner

Gartner “ The Case for Case Management

Solutions”, June 2012
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Efforts to achieve the best outcomes efficiently *
have evolved in the industry over time...

S
f,u

Case * Multiple line of business
The introduction Folder systems processing information
of software redundantly for the same
automation to customer
E,Zesiﬁzzscmal * Lack of standards,
processes— , inconsistent processes
replacing parts Enterpri. L .
of the old Imaging and content b - , * Information inconsistency
manila folder workflow manage|

o * No single view of a customer’s
case history

* Heroic acts by knowledge
workers

IBM SolutionsConnect 2013 Content in Motion




Does your organization have challenges with...

[l

Transactions or interactions that result it disputes, investigations, incidents, inquiries, complaints,

contracts, exceptions, adverse actions, claims, fraud, negotiations, resolutions, escalations, research,
audits, intervention, customer satisfaction, or case management?

Underwriting
RzguLgEigosry _Submissions and
I e high-velue proposals g
&® Loan %
o Audit requests Risk mitigation origination ‘e
_\i’ Negotiated (fg,.
& . Berefis  gocuments G
= Compliance and administration
Mergers and fraud : . Project support
acquisitions Customer onboarding
Customer service
eDiscover Product change
¥ Cost Customer requests g
control experience
Acute ;
healthcare Claims
Bigm m(;igﬂgllael?rl‘netm Patient medical records Order
resolution Pelhizee exception
management

Quality management  eventreports

'ﬂtl'dent manageme“"

A case management platform should
be able to address ALL of the different
types of use cases that exist across an
organization.

Source: December 28, 2009, “Dynamic Case Management —
An Old Idea Catches New Fire” Forrester report

IBM SolutionsConnect 2013

Solutions are expressed
through an industry lens

Figure 1 Untamed Processes By DCM Categories

Government
- Freedom of information
« Permitting and client
proposals
« Patent examination
- Forensics management
«RAC

Financial services

= Audit requests

= Regulatory queries

= Credit-card fraud

= Insurance underwriting

- Mergers and acquisitions

Government
« Homeland security

« Disaster relief
« Police and fire

«Vocational rehabilitation
« Complaint management

Financial services
+ Onboarding
« Loan origination
- Customer inquiry response
« Pitch book and proposals
«Trade settlement

S

Government
- Permitting
+ Benefits administration
« Social welfare benefits
applications
- Disability claims
» Aging and disability services

/ « Immigration applications

- Service Healthcare
ietgutie requests « Payer care management
— « Health payer claims
. » Patient medical records
Incident - Provider care management
management

/

N\

Manufacturing

« Product change requests
« Quality management
« Adverse-event reports

« Order-exception management
+ Product recalls

« Asset management

documentation

60764

Source: Forrester Research, Inc.

Content in Motion
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The capability baseline for advanced case managem

ECM suites 4

Content provides information for
applications and knowledge workers and
drives case operations automatically and
must be an intrinsic part of the product.

J

Analytics BPM suites /Dynamic tasks must be easily created
to address the unpredictability of case
0 work; users must be able to select or

create their own tasks based on the
current context of their work

User experience
fAnaIytics enable organizations to

measure performance, optimize
e outcomes, and detect trends related to
business operations and risk. Case
insight drives key benefits

* Forrester Research’s requirements for
dynamic case management:

J

= |t’s not enough to have these “available” — for maximal
ROI and reduced TCO, these must be embedded,

/The user experience and design

integrated, and easily accessible as part of solution provide context and a 360° view of the
design. o workload, actions, and history, driving
= Organizations must be able to take advantage of their efficiency in solution design, the case

advanced case management solutions for a variety of
needs across business units

IBM SolutionsConnect 2013

lifecycle, and beyond. Business users
must be designers.




Capabilities required to address case workloads

-

*Knowledge work

Support the Way People Work

*Unpredictable or dynamic processes
*Mixed Ad-hoc and structured tasks
*Collaborative and social

*Supported by a variety of processes

J

/Information to Make Better Decisions

*Capture and activate information in
the context of a case

*360° view of all case information
*Content is critical for decisions

*With authorization, case can be
accessed and acted on by anyone at
anytime

*Stored and available for audit

2

process

y

IBM SolutionsConnect 2013

information

©

people

A=)

-

Optimize Case Outcomes

*Visibility at the case level
*Dashboards and reports
*Insight from content

*Guidance or recommendations for
successful outcomes

/

Business Can Take Control

*Business-driven solutions
*Rapid time-to-value

*Agility and flexibility to adopt to
change

*Accelerators and templates

eGovernance

Content in Motion
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IBM Case Manager:
Simplifying the delivery of case-based solutions

" Case Design " Case Runtime 4 Case Analytics
Case User

. . . Structured  Unstructured
Modsls Templates Solutizns Context  360° View HI‘:!UI';J Real dme Persisted

Comprehensive Case
Task Object Case Analytics Infrastructure

0 Model Data Store

Case Infrastructure

g Case Object Case Solution
AFls Constructs

==E5 Core
Capabilities
coment  QUBSBUEN workflow  muss  ments imegraion MOLEMnE
people ¢ process * information /

IBM SolutionsConnect 2013
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IBM Case Manager Time and Cost Savings for Case Solutions
Operations and Design

Effort savings vs. traditional methods

Inistration
and
Operations

Design for the key unit of work —the “case” or “container” —first

Solutions are designed and delivered by business analysts; IT adds value as necessary

Prototype solutions quickly with no penalty for design change

Design in Case Builder offers “one stop shopping” for case solutions

» Tasks enable organizations to discover the best paths to outcomes without re-
engineering

Source: data derived from client engagements as well as development lab tests and experience.

IBM SolutionsConnect 2013
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Knowledge Worker Benefits — Run Time

« “Case container” provided in the worker’s context 3 pnoney” \
) ) ) ) . n ers:
* Receive all related information (structured and unstructured), history, ve X ustom
and activities Sa . ofe c
* Eliminate searching across different content stores or technologies gerV\
* View goals/KPIs relative to desired outcome and adjust as needed
* Take ANY appropriate action based on conditions while maintaining
integrity \
ctivities”
* All content and process actions are tracked plet b\\‘w‘
and analytics maintain KPIs wand xa\ vish
* Determine effectiveness of outcomes N\a\n
* Track efficiency of work and actions toward outcomes
* Manage goals to achieve the best business outcome
L . . ond
* Create efficiencies on a “per work item” basis sa ctive
* Increase processing productivity via tasks and active content e “e

creal

* Reduce errors and redundancies by optimizing actions to
achieve outcomes

* Provide integrated information lifecycle management

IBM SolutionsConnect 2013 Content in Motion
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Strategy Matters
B

Figure 4 Forrester Wave™: Dynamic Case Management, Q111

Risky
Bets  Contenders

Strong

Performers Leaders

Pegasystems
9 y\ Go online to download

Appian(s) jIBM the Forrester Wave tool
Singularity .)E\J (-) for more detailed product
EMC evaluations, feature
Sword Ciboodle (=) 0 {+)Global 360

comparisons, and

Pallas Athena j customizable rankings.

0@ )
FORRESTER
egk ——— Strategy ————— S{ro."

Source: Forrester Research, Inc.

“IBM can claim the strongest scores across the three DCM use case
categories — investigative, service request, and incident management —
reflecting the strength and comprehensiveness of its overall portfolio,
which combines BPM, ECM, and analytics.”

IBM SolutionsConnect 2013




IBM Case Manager Solution Set =4

INT: EGRAT]ON P\ D / :u( Capture

EVENTS ‘l Activate a Socialize ‘1@ Analyze
}

ICM lever?
extends across IBM Software Group




o Service
InveSthatlve AML/KYC/Consolidated Fraud

Long term care claims processing — Insurance R t
Management - Banking eques S

Complex bids/sales proposals
Healthcare fraud identification and

; ST Contracts management
case Investigation

Claims and request management — Ins, Govt
Compliance — e.g.: NERC compliance & audits

for Energy and Ultilities —— Benefits mgmt — Social Services

Moowrocs % e S, Employee lifecycle management &
Benefits/Claims Fraud & e m”ﬁ‘a%c:emw . employee on-boarding/ off-boarding
Investigation - Government f';‘é"n'm':i‘ C— o doumens %

Customer enboarding Project supg
Customer service

Permitting and Licensing
= I e
Investigate Case Management — | e N e
Judicial Government Dispute omilart  Petintunecal ecors gy, Patient accounting and admissions, discharge
resoll on
oty manapimert vesary management and transfer (ADT) - Healthcare
Asset protection and —
SSEl protection and case Call-center customer service for
management - Retail

complex request management
Case system consolidation- Banking

Operations and incident management—

Coordinated care management - Erefey erd JMies
Healthcare
Sus pense Tracking/Action Tracking - Education intervention management.and

In Clde nt Military accountability - Govt
Management

IBM SolutionsConnect 2013




MOLINA | _ComericA
HEALTHCARE
MPa «

m Mef LI fe AT‘—EJON RANCH AMERICAN EQUITY MORTGAGE"
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Financial Services GenWOl"th E;;*;;Ee m

& StateFarm® AmET
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.B \ ) & Save money. Live better.
ABSA @) transcanada \(/ & Ministry of Defence

In business to delfver
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"’ RhL AV
JIVOEEHNOIEECR YO  u.S. AIRFORCE @) el
AN s Administration

Auto-Owners Insurance

IBM SolutionsConnect 2013




(e
I
.||
I
‘ /!
.
&
Ay

ECM Technology at Work ...

Accelerators

 IBM Patient Care and Insights

 IBM Intelligent Investigation Manager

* Incident Insight

» Account Payable, HR Files, and Contracts

10 partner solutions in the market
* Insurance, banking, energy, finance
Customer service
« 37 more in process

IBM SolutionsConnect 2013
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Enterprise Fraud Solutions with ICM and i2

12 Fraud Intelligence Analysis

L Any data source
Risk scorecard

Cross channel
analysis
Multi-stakeholder

o a9 [ o
investigation End-User J| ol m m
Role based briefing Collaboration Cazl;[mer Service quai_mf Investigator Security
* Visualize suspected fraud characteristics y h 4 N r 'y
. . . | FraudDetection | | FraudInvestigation ( i |
¢ Detection and forensic analysis 4 i Ei7t Aeborind

* Risk scoring, alerting
¢ Search/ Mine structured & unstructured sources
* Intelligence enrichment/dissemination, reporting

yi \
s / N

Operational Data Sources

>

IBM Case Manager

Comprehensive case management

. - ) =) =) =) )
Integrated collaboration and rules = = =P ey = ¥ fE

. . CRM Policy Claims Commissions Billing & Products Underwriting &
Real time and content analytics Payments Reinsurance

Dynamic task management

* Manage investigation lifecycles and related
information

* Create structured and dynamic workflows and tasks
* Maintain case context and role based interface
* Leverage platform for multiple applications

IBM SolutionsConnect 2013




Why IB\M Case Manager is
different ...

“With this new case management offering, IBM moves the
vision forward by making it a reality that you'll be able to buy
and implement.” Rob Koplowitz, Forrester

O

“IBM, a strategic Information Workplace vendor for many organizations, has
pushed the envelope with its case management solution, IBM Case Manager.
Q Combining document management with robust social, collaboration, and
communication capabilities, IBM has integrated a broad array of functionality
from its software portfolio to provide a unique business solution. In the end,
the whole suite offers far more value than the component parts.”
Rob Koplowitz, Forrester

IBM SolutionsConnect 2013
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For further information:

Chris den Hoedt
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Back-up

IBM SolutionsConnect 2013



State government child and family services office

The need

* Efficiently, securely and effectively expedite applications for
criminal background checks

* Deploy a flexible platform to support future needs and
potential solutions for other business areas

The solution

* Translated the agency's requirements into an Advanced
Case Management approach

* Deployed IBM Case Manager as the agency's platform for
the new infrastructure

The benefits

* Dramatic reduction in the time needed to process criminal
background check applications, helping the agency protect
the children within the State

* The new architecture can support deployment of efficient
solutions for other business areas while integrating with
other agencies

IBM SolutionsConnect 2013




Expanding globally and responding to market pressures

A global leader in insurance and reinsurance

The need

The client needed to respond quickly to marketplace opportunities and threats
and the insurer’s business users could not deploy changes in a timely manner.
These users were leveraging antiquated, legacy systems which required custom
coding for any change request. ACE also wanted to expand regional
deployments of both their underwriting and high frequency claims processes
globally.

The solution

=The client sought a dynamic platform that would enable them to address the
demands from the business and reduce development cycles.

=The solution includes migrating from their existing systems to a set of ECM
capabilities and IBM Case Manager. The phased deployment will support the
underwriting portal and cellular phone insurance claims operations and also
empowers non-technical business analysts to create, manage and adapt
applications for their specific areas.

The benefits

=Operational Efficiencies - Average booking time per policy has decreased 50%
with minimal user training
=Data Quality - Significantly reduce data rekey error and discrepancies with
Fil corresponding reduction in rework. Improved quality of price monitoring.
=Latency - Significantly reduce time delay between binding and booking a Risk
=Quality of Policy Documentation - Eliminate discrepancies between system
data and issued documentation.
Shift to paperless processing reducing printing costs
="Compliance Reporting - Able to meet required transparency requirements.

/e the company close to $22M
pared to other available



Compliance and Efficiency needs in a North Ameriésa: &
Industrial Construction Company

The need
* In order to simplify their materials records and delivery process the
customer required a case based application to automate their manifest
documentation process
* The automation of the manifest process by merging process
management with document management

* Meeting compliance requirements in highly regulated industries

The solution
IBM Case Manager provided a case file framework that enabled the
process management, document creation and validation, with the final
document collation, rules driven review and record creation.

¢ Case based manifest created of all documents created during the
assembly, inspection and distribution processes

* Provided an audit log of decisions and document sign offs throughout the
process

* Merged final manufacturing documentation with shipping documentation
and enabled disposition.

Projected benefits

* More efficient process management and milestone control
* Increased accuracy of data collection

* Automated audit control

* Regulatory compliance

Automated Audit Control offers peace of mind and - with
rapid compliance response - a significant and increasing
ROI
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Creating more efficient, transparent back-office operations
record time

A large retail bank in Sweden

The need

* Address over 250 different case types related to retail banking
operations, update case handling capabilities from an integration of
outdated and custom applications to a more flexible, future-proofed
solution

* Provide easy-to-use case handling and management capabilities for 200
back office employees as well as 5,000 more casual users in branches
and various bank business units

The solution

* |IBM Case Manager offers the ability to manage cases through their entire
lifecycles and enables any missed tasks to be run as necessary, providing
flexibility that prior solutions could not meet. It also provides business
dashboards to monitor SLAs (service level agreements) as well as
historical and real time analytics to help manage case processing loads
effectively.

* IBM Case Manager’s integrated technology set will enable the
organization to take advantage of additional functionality as desired
without having to continually invest in new platforms.

Projected benefits

* Reduce FTEs required to support application needs

* Increase customer satisfaction by lowering numbers of customer call-
backs and increasing case/document transparency

* Over time, expand case processing capabilities to end customers.



Driving a regional bank's transformation through a shared ca
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management and imaging platform

operational costs, support strate
of increasing the customer base,
profit from overseas operations,

worth sec

A Large Bank in Singapore

The need

To support its growth, the bank is consolidating its core operations —
Channel, Retail Loans, Trade Remittance, and Wholesale Loans
Operations — into a Centre of Excellence, requiring a revamp of the
client’s workflow systems. The IBM case management and imaging
solution will provide the enterprise workflow shared service platform.

The solution

* Datacap will be used for capturing content across different channels
within the bank such as branches and subsidiaries.

* The solution will allow the client to capture various formats, notably
fax, electronic documents and paper. Datacap ensures that the content
is made active, and goes through parallel processing via IBM Case
Manager.

* IBM Case Manager will provide the oversight needed to ensure that
service level agreements are met.

Projected Benefits

* The client expects to see benefits primarily through cost avoidance;
the IBM Case Manager implementation will streamline the operational
costs required for such a large transformation.

* Support the strategic goals of increasing the customer base, boosting
profit from overseas operations, improving penetration in high net
worth segments, and increasing the overall profitability of
company.



