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Implementing a robust and effective case management solution such as claims solutions requires a
software platform with a range of capabilities, including content management, process management,
business rules, collaboration, and analytics. IBM® Case Manager provides the platform and tools to
develop simple to complex case management solutions that support a broad range of business
applications, processes, and case management requirements.

One common process that is used by organizations both within the insurance industry and many other
industries is the processing of customer claims. The Claims Case Manager solution provides an approach
for organizations to process claims. This IBM Redbooks® Solution Guide explains, at a high level, how
you can create claims solutions by using IBM Case Manager.

The following figure gives an overview of this approach.
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Figure 1. Creating claims solutions by using IBM Case Manager

Did you know?

Companies within the insurance industry are not the only organizations that process claims. As an
example, manufacturers often find themselves having to process warranty claims on the products that
they developed.
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Business value

Claims that are not quickly, efficiently and accurate processed cost organizations money and open them
up to risk when they are not completely and accurately reviewed. When a customer files a claim, IBM
Case Manager can register the claim and hand it over to the claim processor. As the primary case worker,
the claim processor can collect the data and start the tasks that are required for processing the claim.

A combination of automatic and manually started tasks manage the claim lifecycle from the initial filing
through either resolution or closing. The solution may be extended to include additional tasks that are
specific to the implementation, including branch activities or legal requests.

Solution overview

A claims solution within IBM Case Manager is developed primarily by using the Case Manager tool, Case
Manager Builder, and other tools that are available with the product.

The core features of a claims solution can be rapidly developed and evaluated by using the structure that
is outlined below as a starting point. You can extend it as needed to provide additional functions and
features.

Properties

Claim Number
Claimant Name
Claim Type
Claim Amount
Description
Date of Loss
Date Filed
Coverage

Roles

e  Setup: Registers and validates claims that are filed.
e Claim Processor: Processes the claims as the primary case worker.

e Administrator: Secondary support for the Claim Processor. Provides direct interaction with a claimant
or agents.

e  Supervisor: Supports management and escalation requests.
e Legal: Users who process claim requests that enter a legal or lawsuit status.

e  Accounting: Users who process the payment of claims.
Document types

e Loss Notice: Document that is used for the initial filing of the claim.
e  Supporting Documents: Any documents that are used to support the process or complete the claim.
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Tasks
There are two types of tasks: Automatic and discretionary.
Automatic tasks

e Registration: The task that starts automatically when the claim case is created.

e Claim Processing: The primary case task where the claim is reviewed and the decision to approve
payment or close the claim can be made. This task starts when the Registration task completes.

e Pay Claim: The task that processes the payment of a claim based on a “Pay Claim” result from the
Claim Processing task.

e Close Claim: The task that cleans up running tasks and closes the claim based on a “Close Claim”
result from the Claim Processing task.

Discretionary tasks

e  Support Request: This task is started when there is the need for resources supporting the Claim
Processor to gather additional content or data to support the processing of the claim.

e Escalate: This task is started by a user when input or a decision is required by a supervisor or
management.

e lLegal Request: This task is started when input or legal support is required for the claim.

e Re-Open Claim: There are instances when a claim that was closed must be reopened. This task
reinitiates the Claim Processing task.

Additional configurations of the in-baskets, pages, case property views, and business rules are used to
extend the base solution approach to meet the requirements of the specific implementation. These
configurations also include the definition and creation of additional task types.

Solution architecture

IBM Content Navigator provides the unified user interface for IBM Enterprise Content Manager products
and solutions. Both Case Manager Builder and Case Manager Client are built on top of the IBM Content
Navigator platform. The claims solution is built by using Case Manager Builder. The properties, roles,
documents, pages, case, and tasks are all defined by using Case Manager Builder. By using Case
Manager Builder as the standard Case Manager development tool, the components of the claims
solutions are stored within the Case Manager environment like any other case solutions. Case Manager
Client is the interface where users interact with the claims solution to process the claims.
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The following figure outlines where the individual definitions and objects are stored within the case
environment.
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Figure 2. Claims solution architecture
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Usage scenarios

A base claims solution can be used as a template for the creation of a specific claim scenario. In this
case, the claim is a warranty claim against a defective product. The claim starts when a customer submits
a Loss Notice to the manufacturer that outlines the defect in the product that the customer purchased.

The receipt of the Loss Notice creates a claim and starts the Registration task. Within the Registration
task, the user in the Sefup role communicates with the customer to gather the information that is required
to complete registration. This information includes setting all of the necessary case properties and
collecting any supporting content. This content can include a request for the customer to provide photos
of the product in question. When this information gathering is finished, the Setup user completes the
Registration task, which starts the Claim Processing task.

The Claim Processing taskis where the Claim Processorreviews the information that is related to the
claim and determines whether the claim should be rejected and closed, or the claim should be paid. In the
course of this review, it might become necessary for additional tasks to be started to complete the review.
One example is that to approve the claim, a copy of the receipt is required for the defective product. The
Claim Processor starts a Support Request task for an Administrator, who contacts the customer to get the
additional information. While that task is running, the Claim Processor can continue working on the claim
or place it on hold until other tasks are complete.

Within the Support Request task, the Administrator contacts the customer and collects the required
documentation (in this example, a copy of the receipt). When this action is done, the task is completed.

After all the needed tasks are complete, the Claim Processor can decide about the claim. Approving the

claim starts the Pay Claim task, which resolves the claim request. Denying the claim closes the claim
without making any payment to the claimant.
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The following figure shows the processing of the claims, showing the various tasks that are required to
complete a claim processing, including Registration task, Claim Processing task, Close Claim task, Pay
Claim task, Support Request task, and other tasks.
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Figure 3. Claims solution processing diagram

Integration

The claims solution is within the IBM Case Manager environment, which gives this solution full access to
all of the integration points that are available through IBM Case Manager to provide customization and

extension.
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Supported platforms

For detailed system requirements for the case solutions, see “Case Manager 5.2.0 detailed system
requirements” at the following website:
http://www.ibm.com/support/docview.wss?uid=swg27038470

Ordering information
Ordering information is shown in the following table.

Table 1. Ordering part numbers and feature codes

Program name | PID number

IBM Case Manager Version 5.2 | 5725-A15

Related information
For more information, see the following documents:

Advanced Case Management with IBM Case Manager, SG24-7929
http://www.redbooks.ibm.com/abstracts/sg247929.html

IBM Case Manager product page
http://ibm.com/software/products/en/casemana

IBM Offering Information page (announcement letters and sales manuals):
http://www.ibm.com/common/ssi/index.wss?request locale=en

On this page, enter Case Manager, select the information type, and then click Search. On the next page,
narrow your search results by geography and language.
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Notices

This information was developed for products and services offered in the U.S.A.

IBM may not offer the products, services, or features discussed in this document in other countries. Consult your local
IBM representative for information on the products and services currently available in your area. Any reference to an
IBM product, program, or service is not intended to state or imply that only that IBM product, program, or service may
be used. Any functionally equivalent product, program, or service that does not infringe any IBM intellectual property
right may be used instead. However, it is the user's responsibility to evaluate and verify the operation of any non-IBM
product, program, or service. IBM may have patents or pending patent applications covering subject matter described
in this document. The furnishing of this document does not give you any license to these patents. You can send
license inquiries, in writing, to:

IBM Director of Licensing, IBM Corporation, North Castle Drive, Armonk, NY 10504-1785 U.S.A.

The following paragraph does not apply to the United Kingdom or any other country where such provisions are
inconsistent with local law: INTERNATIONAL BUSINESS MACHINES CORPORATION PROVIDES THIS
PUBLICATION "AS IS" WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED, INCLUDING, BUT
NOT LIMITED TO, THE IMPLIED WARRANTIES OF NON-INFRINGEMENT, MERCHANTABILITY OR FITNESS
FOR A PARTICULAR PURPOSE. Some states do not allow disclaimer of express or implied warranties in certain
transactions, therefore, this statement may not apply to you. This information could include technical inaccuracies or
typographical errors. Changes are periodically made to the information herein; these changes will be incorporated in
new editions of the publication. IBM may make improvements and/or changes in the product(s) and/or the program(s)
described in this publication at any time without notice.

Any references in this information to non-IBM Web sites are provided for convenience only and do not in any manner
serve as an endorsement of those Web sites. The materials at those Web sites are not part of the materials for this
IBM product and use of those Web sites is at your own risk.IBM may use or distribute any of the information you
supply in any way it believes appropriate without incurring any obligation to you. Information concerning non-IBM
products was obtained from the suppliers of those products, their published announcements or other publicly available
sources. IBM has not tested those products and cannot confirm the accuracy of performance, compatibility or any
other claims related to non-IBM products. Questions on the capabilities of non-IBM products should be addressed to
the suppliers of those products. This information contains examples of data and reports used in daily business
operations. To illustrate them as completely as possible, the examples include the names of individuals, companies,
brands, and products. All of these names are fictitious and any similarity to the names and addresses used by an
actual business enterprise is entirely coincidental.

Any performance data contained herein was determined in a controlled environment Therefore, the results obtained
in other operating environments may vary significantly. Some measurements may have been made on
development-level systems and there is no guarantee that these measurements will be the same on generally
available systems. Furthermore, some measurement may have been estimated through extrapolation. Actual results
may vary. Users of this document should verify the applicable data for their specific environment.

COPYRIGHT LICENSE:

This information contains sample application programs in source language, which illustrate programming techniques
on various operating platforms. You may copy, modify, and distribute these sample programs in any form without
payment to IBM, for the purposes of developing, using, marketing or distributing application programs conforming to
the application programming interface for the operating platform for which the sample programs are written. These
examples have not been thoroughly tested under all conditions. IBM, therefore, cannot guarantee or imply reliability,
serviceability, or function of these programs.

© Copyright International Business Machines Corporation 2014. All rights reserved.
Note to U.S. Government Users Restricted Rights -- Use, duplication or disclosure restricted by
GSA ADP Schedule Contract with IBM Corp.
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This document was created or updated on March 17, 2014.

Send us your comments in one of the following ways:

e Use the online Contact us review form found at:
ibm.com/redbooks

e Send your comments in an e-mail to:
redbook@us.ibm.com

e  Mail your comments to:
IBM Corporation, International Technical Support Organization
Dept. HYTD Mail Station P099
2455 South Road
Poughkeepsie, NY 12601-5400 U.S.A.

This document is available online at http://www.ibm.com/redbooks/abstracts/tips1146.html .

Trademarks

IBM, the IBM logo, and ibm.com are trademarks or registered trademarks of International Business
Machines Corporation in the United States, other countries, or both. These and other IBM trademarked
terms are marked on their first occurrence in this information with the appropriate symbol (® or ™),
indicating US registered or common law trademarks owned by IBM at the time this information was
published. Such trademarks may also be registered or common law trademarks in other countries. A
current list of IBM trademarks is available on the web at http://www.ibm.com/legal/copytrade.shtml.

The following terms are trademarks of the International Business Machines Corporation in the United
States, other countries, or both:

IBM®
Redbooks®
Redbooks (logo)®

Other company, product, or service names may be trademarks or service marks of others.
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