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...tuttavia il concetto e definizione di “caso” variano sensibilmente

IBM Case Manager

Ogni settore tratta “casi” specifici...
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IBM Case Manager

== Elementi di un caso

« Un caso dovrebbe contenere le informazioni, scambi messaggi, attivita, regole,
processi ed eventi necessari per il suo completamento...

La cartella associata al caso accorpa tutte le risorse necessarie all’avanzamento
del processo, che vengono gestite come un’insieme correlato di informazioni
durante l'intero ciclo di vita del caso.
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IBM Case Manager
Pattern rilevati

Il giudizio degli esperti € un fattore primario per l'esito della
pratica — questo porta ad una necessita di consolidamento
delle informazioni attraverso strumenti di collaboration

» Gili esperti (in base alla loro esperienza) sono anche coloro
che rilevano la necessita di eseguire task aggiuntivi

|l progresso delle attivita spesso e attivato da eventi

« Componenti di analytics (ricerca di trend e pattern nei dati a
disposizione) aumentano l'efficacia della soluzione
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IBM Case Manager
Applicazioni target

* Quelle imperniate su un oggetto complesso (“caso” o pratica)
e con caratteristiche:
— Knowledge-intensive
— Non del tutto predicibili a priori
— Team-based (multiple views)

* Per supportare tali applicazioni, una soluzione di Case
Management richiede la disponibilita di alcuni servizi
essenziali:

- ECM

— BPM

— Collaboration
— Analytics

IEM Enterprise
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~ Cosa dicono gli analisti

IBM Case Manager

Figure 1 Case Management Combines ECM, BPMS, And Analytics With User Experience Advances
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customer automate decisions,  management b i e Social
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life cycle
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business event BPM suites
management‘ Adapt and automate
business processes
55755 Source: Forrester Research, Inc.
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 Complessita delle informazioni trattate

Natura gerarchica

e Multi formato

* Necessita di ricerche (metadati)

« QOggetti pertinenti a casi multipli

« Security

* Retention

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

 La risoluzione dei casi discende da un lavoro condiviso

* Vi sono attivita di routine e altre di valutazione “intelligente”; i
due gruppi di utenti devono scambiarsi informazioni e
passarsi il testimone in maniera trasparente

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

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

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

per lo specifico caso e quali no.



——== IBM Case Manager
S ACM non e BPM

* Non predicibile a priori al 100%
« (C'e sempre una partecipazione umana
* | contenuti sono sempre alla base delle decisioni prese

« |'utente decide quale attivita occorre per il completamento,
non il sistema

« Le informazioni sul caso restano disponibili anche dopo il
completamento (anzi, entrano a far parte del corpus di
conoscenza)
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ACM non &€ BPM -2

« Larisoluzione di un caso viene modellata definendo quali
strumenti occorrono: un singolo strumento puo essere
rappresentato con un frammento di processo (task)

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

IEM Enterprise
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BPM tradizionale

Participants
Content/Information

Tasks
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=i Case Management

Tasks

Content/Information

Expert
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@ La soluzione IBM

Advanced Case Management
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ob Retraining

Progettazione del caso

« Tratta tutti i tipi di risorse
« Comprende modelli pre-configurati
* Riduce i tempi di sviluppo
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Espletamento da parte dell’utente

Completamente personalizzabile
Aperta a plug-in
Contestualizza le informazioni

Supporta interazioni tra persone,
processi e contenuti I I ‘ i
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i Solution Builder
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Solution Designer

# Manage Solutions

- E_I Create a solution

| Select a template + | | Create Solution...

Use interview

Unemployment Claims Proc... ==
Solution description...

Last modified by Paula Smallz on 21 October 2010

Edit | Openlinterview | Deploy | Test | Remove

+ Shatirg-
Recycling i ,
Sohution descriplion Deployment successiul
Last modified by Paula Smalls on 21 October 2010

Edit | Openinierview | Deploy | Test | Femove

Status:
La‘v_\-' Enfqr;ement Deployment failed
Solution description... 5 eMmors

Last modifiedby Paula Smallz on 21 October 2010

Edit | Open Interview Deploy | Test | Remove

UserName | Help | About |

Reinitialize Test Environment

Log OQut

Creployment suceessiul

Si puo partire da zero o da un template esistente

Success McSsages



Advanced Case Management

Paula Smallz | Help | About | Log Out

Manage Solutions | California State Benefits

California State Benefits e

Caso prefiv; CAL

A solution includes one of mone cases,. Each case mush have a name and at least one lask, You
Assign solution-roles to cases and tasks. Leam more

Case Types Properties Roles Document Types
Add Casze Type

Unemployment Benef State of Callfornia

g O =
Created on 03212010 by la Smalls | Last modified on 0372572010 by Paula Smalls

Una soluzione puo trattare diversi tipi di pratica

Messages
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Advanced Case Management Pauia Smalls | Help | About | Log Out

Manage Solutions | California State Benefits

- . Save Close
California State Benefits e
Thiis is whera the description goes
Created by Paula Smalls on 21 October 2010
A solution includes one of mone cases,. Each case mush have a name and at least one lask, You
Assign solution-roles to cases and tasks. Leam more
Case Types Properies Roles Document Types Personal Inbasket
Add Property
Name &~ Type Crescription
Case ID Teudt LiIniqe identifier
Case Type Text Case type
[*lame . Type ) I:“.iesmptinn _ oK [ Figiad
Citizen Mames Texl »  (Citizen name
¥ Advanced Values
Wabue Max length: Choice list:
@ Single 258 - MO » Open list editor®
) Multiple
~| Reuse existing property outside ACM
Claimant ID Tod Claimant 1D
Description MNumber Description of case @ ®

Ogni pratica ha un insieme di dati/documenti allegati

Messages
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(i) Case Information
E@ Case Folders
[ Propertes

= Views

peployment Errors
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L'esito pud venire deciso attraverso uno o piu task



Step Editor: Create Custom Program

Faiefia

x| |/

Rale Wiork greup . Connector
Swimlane  Swmdane

“ e

Riole Siep Role Step

Case Work o | Unamsigned

Superviso

Atirbutes

Required 0K Canceal

-

Name Value

Case Worker

‘MNams Biusild train...

"Descriplion TheshﬂkrEEa

Instruction Designa ...

§

Dreadline 1 week

Program
Developar

Reminder <None=
Delegation Mot allowed
Responses =None=

Validation Errors

NO s

| task piu complessi possono venire formalizzati attraverso ruoli e swim lanes
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Client (basato su mashup)
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IBM Case Manager

Page Actions ~ | | Edit Page

Add Case + | | Manage Roles | Role: Clerk~

In-baskets

Candidate Processing(2) Inbox
Fiter =
[ Frevious | Mesxt

Last Name First Name Ready for selection

<new candidatex True

Washington George Falze

Previous | Mext
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Assemblaggio rapido del front-end

IBM Case Manager

Sintgpeadmin

Check information verify information
View Instructions

| comments | |

Data -=

Last Name:

First Names:
| George

Phone Numbers. -
040 404 9404, 714 327 3222

b Address
+ Hiring Information

|:| Ready for selection

IEM Enterprise

Document Viewer

Find

Content Management
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ge
3200 Mount Vernon
Memarial Highway,
Mount Vernon, VA
22121

(703) 123-4567
george@
washington.com

Career v

As a dedicated patriot, American forefather and first president of the Unitad
States, led the American forces through the Revolution and oversaw the
formation of the nation. Successfully gained independence for the
American colonies and unified them under the new federal government.
Led with fairness and integrity, demonstrating that a president could
exercise executive authority without corruption, Maintained exemplary
relationships with state governments and Congress.

Work Experience

President
1789-1797 United States of America, Philadelphiz, PA

Served two 4-year terms as president of the United States, winning the
elections with unanimous votes, Sought to create a great united nation
and lzad the pest-war recovery efforts. Highlights include:

+  Assisted Congress with the sdoption of the Bill of Rights {the first
10 amendments to the Constitution) in 1791, guarantesing the
rights of the American people.

® Organized the first United States Cabinet and the Executive
Branch, building an infrastructure capable of supporting future
presidents.

*» Issued the Proclamation of Neutrality, establishing the United
States as a neutral nation in the conflict between Britain and
France, and freeing the nation from unnecessary involvement in
foreign conflices.

=  Adopted measures 1o resolve the escalzting debt crisis, such as

support of a program that helped repay the states’ Revolutionary
War debts,

= Suppressed the Whiskey Rebellion, an uprising by farmers wha
were displeased by the government’s imposad excise on whiskey.
Raised more than 12,000 troops to quell the uprising and
convince people of the merit of the tax,

= Signed the Treaty of San Lorenzo, opening the Mississippi River
‘to American navigation,

- Siﬂned Ja_v's Treaty with Great Britain, f_ﬂ_r\:inn ﬂ'w_ Bmzsh to

Case Information =

Summary

Show' Summary

Interview

Attachment

C5198_Candidate 000000100005

Select for Interviews 171D 1153

Notes

i J Interview

Open Case Details

Documents History

oAl

Frevious | Next

1114712010

| view || More fctions = |

* Resume

Add

ma| George Washingtonpdf
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~ Ricerche

Candidate Bintgpeadmin

Agd Case~
Search: Case List v= Case Information =
| Date added Lx|
- - Sortby: CazeD = Direction: Ascending - 0. CS199_Candidate 000000100001 Open Case Details
| 111172010 |
¥ . Summary Documents
— ltem=1-8 Previous | Mext
Search | Advanced Search
- . Last Name:
5199 Candidate 000000100001 5 Viashington
s== Type. Candidate o B Sintgpeadmin Zase State: Werking | Date Modified: 1317710 Show More 7
First Mame
[ Washingtor “itzi=: Working George
CS199 Candidate 000000100002 e
Case Type: Candidate | Modified By: Elntgpeadmin Cas Working = Date Mo 11/17f10 ... Show More T tt.
Ready for selection
= \Washington = =+ Working
CS5199_Candidate_000000100003 Case ID:
“zse Type: Candidate 3 Elntgpeadmin as Date Modified: 13f17f10 .. Show More T CS5189_Candidate_000000100001
T i . = Case type:
A Last Hame: Washington Worl
— 4 bog Candidate
cs1 99_Candldate_l)l)l)l}l}l-)1 00004 Date modified:
“ze= Type: Candidate f Clntgpeadmin =55 SiEie It 11/17/10 .. Show More ¥ 11712010 11:16 AN
&L = Washington | = = Working Modified by:
Intgpeadmin
C€5199_Candidate_ 000000100005
- B b ST e . . - R - Date added:
aszz Type: Candidate lodified By; Hintgpeadmin te: Working | Dats Mo d: 13f17f10 .. Show Maore TATRE 1118 AR
Washington Waorking Added by:
Intgpeadmin

Previous | Next
Case state:
Working
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®intgpeadmin Actions Help Log out

Page Actions ~ | | Edit Page |

.

CS8199_Candidate_000000100005 0ai- vociie MATMOAZ2T PN | Ca te | Candidate-for inferview a
" s ] .Ch:lse.

Comments Add Tacsk

Case Information Document Viewer = Case Data
Documents Tasks Hiztory - | Edit
> 5 i
More Actions = |
skt Lot Hme:
Washington

First Name:

It=n Pravious | Mext

Dat George
Mame m?::iﬁed Modified by

: Phone Numbers: -
[T MOUNT_VEr.... Nov 17, 2070... Eintgpeadmin 940 404 D404, T14 327 3222
| IBM Case .. MNow 17, 2010... Eintgpeadmin b Address
Mext
= Hiring Information
Hire
Rate:

Ready for zelection

i | w [ A Pagelofl.,
Eooooa
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Strumenti di Analisi

IBM Case Manager
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@ Una soluzione gia leader

Forrester Wave™: Dynamic Case Management, Q1 '11

Risky Strong
Bets Contenders Performers Leaders
j| A
Strong f -
A & The Forrester Wave-
Smart cata for smart decisions
Go online to download
the Forrester Wave tool
for more detailed product
evaluations, feature
comparisons, and
customizable rankings.
Current
offering
* ActionBase
Market presence
co ()
Weak
Weak Strategy # Strong

Source: Forrester Research, Inc
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Content Management
Contenuti al centro per decisioni piu intelligenti.




IBM Case Manager

Casi d'uso

Communications Sector Distribution Financial Industrial Public

Sector

Services Sector

Sector

Sector

Telco

Consumer Products

Banking

Chemicals & Petroleum

Government

Customer Service
Customer Billing (e-Billing)
Contracts Management

Contracts Management
Customer Service
Accounts payable

Commercial Lending
Consumer Lending
Customer Service

ECM Reimplementation
Master Content Mgt
Paper Reduction

Asset and Plant Lifecycle Mgt
Plant Availability

Compliance

Risk Management

Licensing and permits

Information Governance
Green Government
Electronic Health Records
Claims/ Legal Case Mgt
Social Services benéefits
Compliance

Customer Service
Licensing and permits
Grants Management

Media & Ent

Retail

Insurance

Electronics

Healthcare

Customer Service

Risk Management
Contracts Management
Asset & Plant Lifecycle Mgt
Customer Billing (e-Billing)
Customer On Boarding

Contracts Management
Customer Service

HR On-boarding
Accounts Payable

New Product Intro

Compliance

Claims/ Legal Case Mgt
Risk Management

Case Management
Rate Case Management
Agency Mgt

Rate Case Submission

Asset & Plant Lifecycle Mgt
DITA /Technical Publications

Compliance

Electronic Health Records
Claims/ Legal Case Mgt
Claims Processing
Member Enroliment

Energy & Utilities

T&T

Discrete Manufacturing

Cross Industry

Asset & Plant Lifecycle Mgt
Regulatory Compliance Mgt
e-Billing

Rate Case Management
Mobile Office

Engineering and Technical
Content Mgt

Customer Service

Shipment Document
Mgt

Bills of Lading/
Manifests

Case Management

Plant Availability
Asset & Plant Lifecycle Mgt
Supply Chain Mgt -
—Case Management
—Bills of Lading / Manifests
—Contracts Management
Risk Management
Compliance

Human Resources

Asset Lifecycle Management
Collaborative Project Management
Product or Services Information Mgt
Contract Lifecycle Management
Corporate Legal

Customer Service and Case Management
Electronic Bill Archiving and Presentment
Accounts Payable and Invoice Processing

IEM Enterprise
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