IBM SolutionsConnect 2013

L'IBM TechSoftware nouvelle generation

28, 29 et 30 aout
IBM Client Center Paris
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IBM SolutionsConnect 2013

Pilotage des processus meétier et
des décisions opérationnelles

Joel Migram (BPM Specialist)
Seydou Wane (ODM Specialist)
Nicolas Sauterey (Labs Architect)
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IBM SolutionsConnect 2

Agenda

= L’entreprise face a ses défis
= Smarter Process

= Méthodologie

= Outillage

= Perspectives et Strategies IBM
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IBM SolutionsConnect
L’entreprise face a ses défis

Raccourcir les délais
d’instruction et d’étude des

A N X, dossiers clients/prospects.
Nouvelle réglementation (Solvency, Bal, loi, ...) Rendre cette offre operationnelle
- ‘ / des la semaine prochaine.

K

Nouvelle offre concurrent /

Hy Team Perform:

D|m|nut|on des marges - -

= 1 F Mleux prédire les ventes.
Augmentatlon et dlversmcatlon des fraudes / . /

Perte de clients /

Al
Accroissement des impayés

VA1 4
4

Diversifier les canaux de
gestion de la relation client.

[ Bverdes

Mieux gérer le

Prendre en compte la nouvelle commissionnement.

réglementation dés le mois
prochain.

Perte d’apporteurs d’affaires
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IBM SolutionsConnect 2013
Les solutions technologiques

Solution de
paramétrage
des offres a la

. Rendre offre opérationnelle semaine prochaine _ ) _
Mieux gérer le commissonnement

{ Prendre en compte nouvelle loi dés mois prochain

portée des

i~ Mieux predire les ventes
‘g, experts metier

{ Mieux récompenser la fidélite ==
| Diversifier les canaux de

la relation clients

{ Mieux évaluer le risque client . Solution "
collaborative.
| Raccourcir délais d’instruction et .JJ’ SY_St_ém_e de
L d’étude des dossiers — | notifications.
Gestion des

taches en
attente
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IBM SolutionsConnect 2013

::Lag;es I\E,Ixecutive
. anagement
Interactions Aaminitat
Administration 0 A Risk Management
entre |

1 : Teams @y
Customer : 4
Service m 4

Utilisateurs
metier et | 3;%- ?i
Systemes e E

1. Automate workflow & decision making

Customer Benefits:

2. Reduce errors and improve consistency

» Huge Reduction in Manual Work, Errors

3. Standardize resolution across geographies

» Faster, More Consistent Issue Resolution

4. Leverage existing systems and data

» Easier to Manage the Business
5. Monitor for business events and initiate actions

» Consistent Case Handling

6. Real-time visibility and process control
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IBM SolutionsConnect 2013
Typical BPM Use Cases

____Banking | ___insurance ___

= | & | o

= Loan Origination = Claims Processing = Claims Management

Healthcare

Citizen Eligibility

= Care Process Management

= Fraud Management & = Policy & Benefits
Compliance Management

Customer Care & Insight ) |= Customer Self Service

Safety & Security

= Regulation & Compliance
Management

= Countering Waste, Fraud &
Abuse

Energy & Utilities Travel & Transportation Telecom EET

= Online Ticketing &
Reservations

Retail Distribution Supply Chai
Automation

= Power Grid Management = Pricing and Bundling

= Product and Feature
Management

= Energy Consumption
Management

= Travel & Hotel Pricing Customer Loyalty Programs

Management
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IBM SolutionsConnect 2013

# webSphere Lombardi Edition - tw_admin - Auto Insurance Approval Demo - Main

File Edit Playback Help

405

Processus ﬁ B9
de o
Souscription U
g
g Risk?
Point de Décision
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IBM SolutionsConnect 2013

Claim | | Request

Processus
Gestion du
Sinistre

| Notification | .
Start | 8 @ ©
\ PTz T
= | Complete : 2 )
el — () — Claim —— ¢ » <—No—({p)
CMS Pictl | = Do Pigt3
Start(Aut meaT
0) ' &
[ Risk Eval /
Reimburs.
| Eval "
Review -
Claim
| Amount |
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Claim | N Investigate
| T l

Investigate
Claim

Point de
Décision

Payment P
—

inSAP | o

¥ End

'|‘ - From

t
Prepare

the
Payment

{ Review

— " Rejection

Yes
J Mo

Claim o (@
Approval PTétjﬂf
- approved

| Inform

l

P Y
—©
End

Customer
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IBM SolutionsConnect

Exemples de regles metier "

Comprehensive Price Table o

v Hide summary Content (3) Properties (0)

row 1. column 3: content was changed from $ 43 to § 53

row 2 column 3 content was changed from $ 4010 § 50
- row 3. column 3: content was changed from § 281to § 38
Glob SDring surCharge version 3.0 version 10.0 (current)
reate Paul on Apr 12, 201 ated by Bea on Apr 15, 201
~ Hide summary Content (3) Properties (1)
30000 was changed to 5000 ; Deductible Base Premium & cle value Deductible Base Premium
1 was changedto 10 $43 o 1 $250 $53 e
1%" was changed to 710%"'
$40 2 $500 $50
version 3.0 ersion 10.1 (current) $1000 $28 3 )00] $1000 $38
eated by Pa Apr 1 ea on Apr "
4 $ 10,000) $25 $48 4 0:$10,000) $250 $48
it if 5 $ 10,000] $42 & 0,510,000} $500 $42
the value of ‘the vehicle' s at least $ 30080 the value of ‘the vehicle'is at least $ 5000 6 10.000] 6 0.$10.000] $1000 $33
A A
then then 7 10.000; $ 20,000] s2 7 )0;$20,000] $250 $52
add a + % surcharge o 'Auto Quote Response' . reason: "Spring Surck add a 10 % surcharge to 'Auto Quote Response’ . reason “Spring 8 10.000. $20.000] 8 0. $20.000] s e
A A $20.C & ). $ 2 3 S =
< > < >
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IBM SolutionsConnect 2013

Install base of over 5,000+ active implemented customers and
800+ business partners

for Intelligent
Business Process Management Suites and

Smarter
Process
d’IBM

for BPM Suites and Dynamic Case Management

in Business Process Management (BPM) and | 4
Business Rule Management Systems (BRMS) according to g
Gartner and IDC Ny, I

v »

A W‘,
%%}k* 1 /' Global Smarter Process Center of Competency
. (CoC) with 650+ experts

12
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IBM SolutionsConnect 2013

Du projet pilote a
I’architecture
d’entreprise

Atelier Métier

- |dentification de sujets
- Problémes rencontrés
- Objectifs a atteindre

- Cas d'utilisation types

Atelier Architecture

- Intégration

- Architecture (TP, Batch)
- Sécurité, Cycle de vie

- Tests

1 Identify a pilot project 2

Discovery \

/ Workshop / .- / /)
] 7
/ ’,, £

-y,

Extend initial project
into a program

Gt

across the enterprise

N~~
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~Training Expertise Mentoring
Process Roadmap ;
Method Enablement

Process Inventory
CoE Workshops

On Demand Consulting
Smarter Process Factory

Transform by
' integrating capabilities
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> Faire émerger les activités et collecter la connaissance métier

» Utilisable en amont de I’analyse détaillée des processus et des régles = —
» Découverte et documentation des processus opérationnels et de regles métier - . =
* ldentifier les points difficiles et les gisements d’amélioration = — - —
> Outil collaboratif — "
» A destination des pilotes de processus et des responsables opérationnels wm —— :
- Vision partagée du processus et de la réglepar I'ensemble des acteurs L e
- Partage Métier-1T =

» Utilisation dans le Cloud avec un navigateur Internet et

donc sans installation locale \
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Methodologie
ISIS

IBM SolutionsConnect

&_ Inception J

E Elaboration J

lConstructi°n ]

MOE |

Architect Business

Analyst

7

Architect

Business
Analyst

)/ 0

i

Développeur Développeur

Développeur

Développeur

 ENTREPRISE J

% O

)

e

Architect Policy

)

s |

¥

PICTOARETETTENTS

Lifiajala

Générale

v'KPIs Simulation

Architect Policy Policy Développeur  Développeur
Manager Manager Manager

v'Ateliers de v DCRM v'Référentiel v Manuel

cadrage v Architecture Regles installation

v Estimation Détaillée v'Services Regles v Transfert de

Charges v'Document Tests v'Module connaissances
Activités v'Plan Projet v'Document Gouvernance B0 mations

v'Architecture Gouvernance v'Scénarios Tests
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IBM SolutionsConnect 2013

i Mobile ﬁCoaches

Process Server

. Portal

S

Business Space :
Optional
" Microsoft
, Add-ons

IBM

Business Core BPM Advanced
Process BPMN Process Rules Do rmance BPEL Integration Adaptors
Manager

Deploy Measure

overnance / Visibiljt

Define Improve

Shared Assets Repository Server Registry

P rocess C en te r - Network Multiple Process Centers
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IBM SolutionsConnect 20
Maitrisez & sécurisez vos processus

= Aligner la stratégie de I'entreprise
avec I'exécution de I'lT

= Découvrir, capturer et analyser la
valeur des processus

= Automatiser les processus métier pour en
améliorer I'efficacité et la profitabilité

\_IBM

| £Busmess
Process

Manager

» S’adapter et répondre de maniére
collaborative aux changements

BlueworksLive

= |es responsables métier mesurent les performances des
processus et définissent des alertes sur les KPlIs

7
-
Q\
\
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../../My Videos/IBM-BPM75-Intro-PhilGilbert-YouTube-Video.flv

IBM SolutionsConnect 2013
Visibilité sur les opérations

2 F $ Dagk
Credit Rebilling ~
Diagram Q
Activity Status for Open Instances -
Fecerce Rmguet
5 O
3 St
5
‘; € WORK 4 TEAMPERFORMANCE  +5 PROCESS PERFORMANCE @
w * Pk
i B s
v Quick Stats
B 5 o
At Risk
‘ 8 OnTeack Total Open Tasks !
Jeoff's Tasks Q

¥ Overdue (3)

0 "

Due: Yesterday 41 1030 4 m

Policy (+

redit [ Due: Yesterday al 430 p.m

v At Risk (5)

Dratt Policy

& Dua: Today ot 1111 am

Due: Today al 202 p.m
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Instances Visible to Me ~

Due: Today at 750a.m

Activity

i |

£ WORK

Process Performance Dashboard >

Credit Rebilling ~ «

Overview Diagram

Average Duration

0.5 hour 1 hour

1.5 fou:

M TEAM PERFORMANCE

nours 2.5 hours

Access C...

Provide Mor...

+i PROCESS PERFORMAN

3 hours 3.5 hours

4% TEAM PERFORMANCE

+ PROCESS PERFORMAN

Team Performance Dashboard >

Reviewers ~

Overview Team Tasks

Quick Stats

389

Tasks Completed Today

[ 3 Overdue
6 At Risk
Open Tasks

4

Turnover Rate

[ Newtasks [l Completed tasks —e- Change in number of tasks in progress

« Hours v

—— =
Acme Rebill 4
Due: July 21, 2012 at 9:56 a.m

Acces... Age: 1 day 7 hours

Acme Rebill 5
Due: July 21, 2012 at 12:32 p.m.
Age: 1 day 4 hours

Due: July 22, 2012 at 11:31 p.m.

Age: 1 day 7 hi
Provide M__. ge lay 7 hours

Credit Rebilling 123970
Due: Today at 5:45 p.m.
Age: 1 day 2 hours

@ Credit Rebilling 123956

SWK Rebilling 15
+3 | Due: July 24, 2012 at 8:15am
Age: 7 hours 10 minutas

Acme Rebill 8
Due: July 25, 2012 at 5:15 p.m.
Age: 3 hours 3 minutes

e a search filter <@

Roster

People atthe top of the roster have open M
tasks in the task list

Gerhard Pfau

Open Tasks: 1
All Tasks Completed Today: 108

]

All Open Tasks: 6
All Tasks Completed Today

s Open Tasks: 1
All Tasks Completed Today

34

Open Tasks: 1
Tasks Completed Today: 37

<}

All Open Tasks: 1
All Tasks Completed Today




IBM SolutionsConnect 2013

Faire collaborer la communauté pour emporter ’'adhésion
des utilisateurs metier

", o

ad w Most Experienced Experts

W Taeka ) ¥ Craig Moser ( @ DavidVan ‘ AN t'Aff:"COt"e’

¥ Overdyg (3, ad) GetHelp | Chat oi¥ia GetHelp | Chat . N

Q 'nitiagg 5 2—

W Jeff Brent # Lei Zhang r\ :
Q ' n Get fe? Teja Get Help | Cha o | g"’_""‘ s
. Experts Recommended by the Subject Matter Experts Group "uu;.u :;i; Ew;
=i & Terry Smith ® Lei Zhang B i ¥
Get Help | Chat Get Help | Chat n G 01co
.:‘»::3?2"‘:‘: ::;‘»m.g —— I r's o 2 :
¥ At Rigk (2) " ° 5 .Ii:_-: o
Anvet i Requast rgm ik ;:-: ‘Eill::;;m'%; t .‘:Ql
D | rrd e » Portail utilisateur intuitif mettant en valeur les taches a exécuter

v R 3 Come, -

Duc'reaay(4] [ .;:"‘f"m-;.“m‘?
\ QQQ“’-'\“.* e L] . Vd . g ]

B e » Notifier les activités dynamiquement pour faciliter la collaboration
s A 7’7 Ve . L] Ve
temps réel et la réactivité

> Interagir avec la communauté via des échanges de commentaires,
de documents et de retours d’expérience les processus en cours

» Support de la mobilité
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Rule
Solutions
for Office

Enterprlse
Console

Business Console

(PR ~Repository Accocs and Conteol
IBM _ Decision
Operational Publi Update
DeCiSiOn Visibility
Collaboration
Manager Governance Deploy

Rule Execution Event Execution Decision Monitoring Connectors

Decision Server

I\ Rule Designer
Event Designer

=T

WebSerwces API - GUI

6
Decision
} ﬁ 1 Server
Console

POS De\ices

A
®

1. Design 3. Monitor
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Evénements Métier & Regles Métier

Canal > Evénements/Regles

Evénement : connexion, visite, appel.

Actions

\ 4

Envoyer un email au‘c

Regle Evénementielle: 8 mois sans connexion au site, clientéle
ni appel, ni visite a 'agence

Evénements : En 7 jours: 2 devis web et un appel.

Regle Evénementielle: Invoquer le service de calcul

promotions
Proposer offre
Service Regles Métier: Détermination meilleure offre
Call Center
Evénement: Demande d’informations sur produit. Envoyer email de rendez-vous en agence
Reégle Evénementielle: Invoquer Service Recherche Conseiller avec liste pieces justificatives.

et Service Pieces justificatives?

Service Reégles Métier: Piéces Justificatives

/ / >

© IBM corporation 2013
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Agenda

= L’entreprise face a ses défis

= Smarter Process

= Méthodologie

= Outillage

= Perspectives et Stratégies IBM
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IBM SolutionsConnect 2013

Bring business agility and

R | Integration
JIES transparency BUS
: ! z COBOL
Bridge IT and Business CIOS/IMS
Business / 2013
Processes
- 201

Web
Services 2010
Enterprise :
Server-side
Apps/ 2006
Desktop = _ _ _
Api)/ 2003 IT builds the Application
Business defines and owns the Rules

/ 2000
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IBM SolutionsConnect 2013
Rules Everywhere

Private

z/OS zBX
LUW
Servers =
1 4

N
IBM ODM =)

| . N\

~ ,,- ¥
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Desktops

*=Under Investigation



IBM SolutionsConnect 2013

Rules Everywhere ’(I Py
ap

Cloud First
* BlueMix - PaaS
 Lightweight and fast
* Multi tenancy

Systems of Interaction * Polyglot apps
 Transaction -> Event driven

« Stateless -> Stateful Mobile First

* Independent -> Global D dE ) :
. Offline -> realtime big data * 23t and Events in motion
 Location awareness

* Mobile backend
» Mobile apps

. | : .
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IBM SolutionsConnect 20
Le Lab de développement ODM a vos cotes

= Paris, Sophia-Antipolis, Hursley, Boston, Shanghai
= Présence historique sur Paris et Sophia depuis plus de 20 ans (ILOG)

= Contacts privilégiés
— Les équipes techniques IBM France ont un acces privilégié aux compétences du Lab

— Le Lab a un contact priviligié avec les centres de La Gaude et de Montpellier
— Les Lab Advocates sont un relais supplémentaires d’accés a l'information entre clients et Labs
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Retour d’expérience

= Cet aprés-midi a 14h, Salle Vendéme

= “Comment j'ai pu sauver mon job en développant plus de 1000 processus sur IBM BPM !”
— Jorge Soares, DSI de Banco Espirito Sancto (BES)

— Des résultats concrets dés la premiere année.

— Passage de toute I'entreprise a IBM BPM avec succes.
— Mise en oeuvre du framework “Générix” en complément d’'IBM BPM

= Retrouvez notre partenaire Glintt sur son stand
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IBM SolutionsConnect 2013 Next best actions

Proof Of Technology
— BPM: 10 et 11 septembre
— ODM: 12 et 13 septembre
— http://www-05.ibm.com/fr/events/tec/

VivaStream: http://www.vivastream.com/events/ibmimt-solutionsconnect-frfr

Twitter: #solconnect13, @SolConnect13

Liens produit
— BPM: http://www-03.iom.com/software/products/fr/fr/category/BPM-SOFTWARE
— ODM: http://www-03.ibm.com/software/products/us/en/odm/

Stand
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