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In today's fast-paced business climate, companies must make quick decisions to win new business,
maintain existing relationships, and build on the trust and goodwill earned over time. However, because of
the complexity of existing business logic, adjusting or improving applications takes careful planning and
time to implement any needed changes effectively.
An integrated sense-and-respond solution provides awareness through events, direction through
decisions, actions through processes, and insight through analysis. This simplified solution demonstrates
how you can structure advanced applications around business process management concepts and
methodologies to provide decision-making capabilities that are based on real-time data analysis. Figure 1
shows the Warranty Exception Process that is used in this guide.

Figure 1. Warranty Exception Process diagram
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Did you know?
The notion of process optimization has been around for almost a century, considering that the concept
started during the Industrial Revolution through specialization. Thought leaders worked on streamlining
their processes to produce goods, whether physical or natural, to get more to market at a lower cost. After
the world economy became industrialized, business leaders started to adopt this concept wholeheartedly
over the past decade, because they needed help to manage the interactions between system and
humans. This discipline is called business process management (BPM).

Business value
The business scenario in this guide involves a warranty reporting solution that accepts post-purchase
claims for product repair or replacement from a customer and processes all claims by using an online
reporting tool. This tool is the front end to a software solution that uses information that is provided by the
customer by using the warranty claim to determine the appropriate course of action that the business
should take (refund, repair, or replacement) and to track and report claim trends. Through this analysis,
product teams and managers can understand common problems in order to correct or improve the
problematic feature or functions in future releases.
The scenario consists of the following steps:
1. A customer provides the serial number of a purchased product and chooses the claim type by using
the online reporting tool.
2. When the tool logs each claim, if it records multiple claims for the same serial number in quick
succession, it triggers an event, which indicates that these claims must be examined together.
3. Upon receipt of each claim, the event manager launches a business process to initiate the warranty
review.
4. This process invokes the business rules system to assess each event and to invoke the appropriate
actions per the documented warranty policies. That is, a claim can be processed automatically, or
similar claims require special handling.
5. This process also writes the claim status to an attached database.
6. The information that is gathered during the warranty review process is consolidated in reports through
the decision support system, which is accessible by web browser or mobile device.
This scenario demonstrates how business leaders can use events through well-defined processes to
create awareness, make decisions, and act accordingly to become more flexible in facing rapidly
changing business situations. Common problems can be addressed automatically, and unique concerns
can be explored and resolved by decision makers who can act tactically and strategically by using
integrated reporting and analysis.

Solution overview
In the warranty reporting solution, IBM® Business Process Manager, IBM WebSphere® Operational
Decision Manager, and IBM Cognos® Business Intelligence are integrated to create situational
awareness, action, and insight. The solution also uses IBM Rational® tooling to manage the complexities
that are associated with developing and deploying advanced applications. IBM Solution for Collaborative
Lifecycle Management provides integration across products based on IBM JAZZ™ tools to connect the
work of analysts with development and test teams, which enables them to validate solution requirements
and produce solution artifacts more efficiently.
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Figure 2 illustrates the architecture for the warranty reporting solution.

Figure 2. Warranty reporting solution overview
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Solution architecture
The warranty reporting solution consists of several IBM products and associated roles.
IBM products used in the solution
Table 1 shows the IBM products that are used in this solution.
Table 1. List of IBM products that are used in the warranty reporting solution
Name

Function within this solution

IBM Solution for
Collaborative
Lifecycle
Management

Provides seamless integration that connects the work of the analyst, the developer, and the test
team with bundled IBM Rational Team Concert™, IBM Rational Requirements Composer, and
IBM Rational Quality Manager.
IBM Solution for Collaborative Lifecycle Management is used to manage the build, testing,
change, and configuration management of the warranty reporting solution.

IBM InfoSphere®
Data Architect

Provides a collaborative data design environment for discovering, modeling, relating,
standardizing, and integrating diverse and distributed data assets.
InfoSphere Data Architect is used to organize and manage the logical and physical databases
that are required by the sample solution.

IBM WebSphere
Operational Decision
Management

Provides a comprehensive platform for the management and execution of business rules and
business events:


By using WebSphere Decision Center, business users can govern business rules and
business event-based decision logic.



WebSphere Decision Server automates decision logic, enabling sense and respond actions
that are based on the context of an event.

WebSphere Operational Decision Management is used to define the necessary actions to
events that are triggered by the warranty reporting process. It enables the solution to automate
claims decisions that are based on specified business situations defined in the business
process.
IBM Business
Process Manager
Advanced

Provides a comprehensive BPM platform. The Advanced edition supports high-volume
automation, extensive system integration, and human workflow. The main components of this
product are the Process Server, Process Center, Process Designer, and Integration Designer.
Business Process Manager is used to implement the business process in the scenario. When
business events are passed by WebSphere Operational Decision Manager, business decisions
are invoked to satisfy the process.

IBM Cognos
Business Intelligence

Provides mechanisms for querying, reporting, and analyzing data. Provides dashboards and the
software to gather and organize information from multiple sources to help make decisions for
better business outcomes now and in the future.
Cognos Business Intelligence is used to provide insight through the creation of reports that are
gathered from the data and events that are collected by the warranty reporting system.
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Software development roles that are associated with the solution
Software development roles define the level of effort that is required from the associated product-specific
roles. These main roles are centered around standard project management conventions. The following
software development roles are used in this scenario:


The analyst clarifies customer requirements and manages them by using IBM Rational Requirements
Composer.



The data developer creates the data model and its infrastructure based on solution requirements and
then implements both.



The business developer creates the business processes, decisions, situations, analysis reports, and
dashboards according to approved business requirements. The person in this role also designs the
integration between the process and business rules, the database, and other components.



The test engineer describes the test case for the unit test with IBM Rational Quality Manager and IBM
Rational Team Concert and for the integration test with IBM Rational Quality Manager. The person in
this role also evaluates test cases.



The project leader organizes and leads the project and communicates with the customer.

Product-specific roles that are associated with the solution
Product-specific roles are detailed roles that are required for each product that is used in the development
of the solution:


InfoSphere Data Architecture




Cognos Business Intelligence




The data architect is responsible for the data architecture, leading the data modeling to create the
Data Definition Language (DDL) and the data design for the database.
The Cognos BI administrator administers server environments, creates and maintains metadata,
and generates all types of fixed reporting and ad hoc dashboards to meet the needs of the
organization.

Business Process Manager


The process analyst analyzes the process from a business perspective and leads process
improvement when the as-is process is implemented.



The process participant (SME) provides additional depth and detail on process flows, business
policies, and user interface interactions as discovered in user stories.



The process developer creates and implements process flows, services, business logic, and user
interfaces for human workflow tasks (known as coaches in Business Process Manager).



The integration developer organizes the integration of business processes, business rules, and
other back-end systems such as databases, queues, or enterprise resource planning. This role is
also responsible for the implementation of an enterprise service bus.



The software administrator designs and sets parameters, such as custom data storage with the
administrative console, and deploys the process application to the run time.



The solution architect designs the overall solution architecture of the process application,
including how interaction between the process layer, the integration layer, and the rules and
events should function.
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WebSphere Operational Decision Manager


The business analyst designs and writes the specifications for business and event rules and
validates the executions of each.



The policy manager analyzes business and event rule execution and maintains each.



The rule and event author creates and updates business and event rules with the designer tool.



The software administrator designs, implements, and manages the administrative matters of
WebSphere Operational Decision Manager.



The solution architect designs the overall solution architecture of the business rules application
and leads this staff.

Usage scenarios
The products in this scenario have a broad usage as described in this section.
IBM Solution for Collaborative Lifecycle Management
IBM Solution for Collaborative Lifecycle Management (shown in Figure 3) combines Rational Team
Concert, Rational Quality Manager, and Rational Requirements Composer into one image. The scenario
uses this integrated platform to coordinate software development activities across business and system
requirements, design, development, build, test, and delivery.

Figure 3. Collaborative Lifecycle Management
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InfoSphere Data Architect
In the scenario, InfoSphere Data Architect is used to model the logical and physical data models for the
data assets that are used by the warranty reporting solution. Figure 4 shows an example of part of the
logical data model.

Figure 4. Logical data model in InfoSphere Data Architect
WebSphere Operational Decision Management
WebSphere Operational Decision Management is the decision management solution that defines the
rules for the warranty application. In the warranty reporting solution, decision management capabilities
are combined with Business Process Manager to incorporate business rules through a Decision Service,
as illustrated in Figure 5.

Figure 5. How rules and business processes interact
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Business Process Manager Advanced
Business Process Manager models the warranty business process, which manages the core business
process flow of the solution and acts as the choreographer of process steps and activities. Business
Process Manager also integrates with events and decision management in WebSphere Operational
Decision Management to manage the integration between process components and events, database,
and decision management components. Figure 1 illustrates the warranty business process.
Cognos Business Intelligence
Cognos Business Intelligence is used to elicit insight through the creation of reports that are gathered
from the data and events collected by the warranty reporting system. Figure 6 shows a dashboard from
Cognos Business Insight.

Figure 6. Cognos Business Insight dashboard
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Integration
In addition to the IBM products that are already listed, the warranty reporting solution can integrate with
the following products:


Testing with IBM Rational Quality Manager
Testing is a key element of software development, and as such, it requires careful planning to ensure
proper allocation of time and resources. Rational Quality Manager is a centralized web test
environment that helps you plan, develop, execute, monitor, and report test efforts. The default test
process that is defined in Rational Quality Manager can be used to test the warranty reporting
solution.



Deployment with IBM Workload Deployer
Workload Deployer provides the ability to create development, test, and production environments
quickly and with less cost and fewer resources in a repeatable and consistent manner. Workload
Deployer can be used to deploy a virtual application pattern for the warranty reporting system. Users
can create the requisite virtual images for each IBM product that is used in this solution to complete a
virtual application pattern for deployment.

Supported platforms
The IBM products in this solution have the following supported platforms:


Rational Team Concert
http://www.ibm.com/software/rational/products/rtc/sysreq



Rational Requirements Composer
http://www.ibm.com/software/awdtools/rrc/sysreq



Rational Quality Manager
http://www.ibm.com/software/rational/products/rqm/sysreqs



InfoSphere Data Architect
http://www.ibm.com/support/docview.wss?uid=swg27014768



WebSphere Operational Decision Management
http://www.ibm.com/support/docview.wss?uid=swg27023067



Business Process Manager
http://www.ibm.com/support/docview.wss?uid=swg27023005



Cognos Business Intelligence
http://www.ibm.com/support/docview.wss?uid=swg27021368
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Ordering information
Table 2 shows the program numbers for the IBM products that are used in this solution.
Table 2. Program numbers
Program number

VRM

Program name

5724-V04

4.0.0

Rational Team Concert

5724-W87

4.0.0

Rational Requirements Composer

5724-V10

4.0.0

Rational Quality Manager

5724-V15

8.1.0

IBM InfoSphere Data Architect

5725-B69

8.0.0

IBM WebSphere Operational Decision Management

5725-C94

8.0

IBM Business Process Manager Advanced

5724-W12

10.1.0

IBM Cognos Business Intelligence

Related information
For more information, see the following documents:


Rational Team Concert





Rational Requirements Composer





Announcement letter: http://ibm.co/T3XXWS
Sales Manual: http://ibm.co/RWNyKQ

InfoSphere Data Architect





Announcement letter: http://ibm.co/PXG6UR
Sales Manual: http://ibm.co/UkX8NY

Rational Quality Manager





Announcement letter: http://ibm.co/T3UQ1b
Sales Manual: http://ibm.co/YL2BgK

Announcement letter: http://ibm.co/RWNIlt
Sales Manual: http://ibm.co/U9EnXC

WebSphere Operational Decision Management



Announcement letter: http://ibm.co/RFQEq0
Sales Manual: http://ibm.co/T405hh
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Business Process Manager





Announcement letter: http://ibm.co/VE8YTb
Sales Manual: http://ibm.co/T40K2t

Cognos Business Intelligence



Announcement letter: http://ibm.co/SC1CKI
Sales Manual: http://ibm.co/SucYAf
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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 2012. 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 November 13, 2012.
Send us your comments in one of the following ways:
Use the online Contact us review form found at:
ibm.com/redbooks
Send your comments in an e-mail to:

redbook@us.ibm.com
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/tips0940.html .
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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
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