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OVERVIEW

Government and commercial organizations that process “cases” collect a tremendous amount of information over a case’s lifespan–all of which should be organized and made accessible. A case is defined as all of the information about people, processes, resources, business rules, tasks, analysis, details and evidence that have to be captured and managed.

Case management is a collaborative and structured process to address an issue that cannot be resolved immediately by using an existing knowledge base of information. The resolution process may include conducting research, performing investigative queries, documenting case facts and reviewing case outcomes. 

A comprehensive case management solution starts with a Web-based application that manages all of these elements and also provides an open environment so most third-party software, such as biometrics, geo-spatial or other specialized technology, can be integrated into a complete and extensible case management system.  A robust solution also lets organizations automatically create tasks based on business rules; assign tasks; maintain a single source of truth for each case; log and timestamp all updates; manage attachments including documents, images, audio files, html files, and more; set up notifications and alerts for events; and create comprehensive integrated reports.

Case-Centric Focus

An integrated case-centric solution captures specific details such as name, address, phone, case number, location, and other essential data only once.  Thus, customers, agents and managers, regardless of location, can access the data from any part of the system. When a document or other correspondence is generated, the data fields are inserted into the document, assuring that information is always up to date. 

Portal Based Access to Case Information

Typically a web portal lets agents access all their case information and perform diverse activities such as capturing and querying case details, conducting interviews, comparing images, and searching, as well as reporting and analysis. Agents get extensive knowledge about the case and all interactions with the case across the entire organization.  And users can customize their home page with specific capabilities, alerts and notifications, and reports and charts of important case metrics.

Robust Data Model

A case management solution should include a data model that captures information about all individuals and agencies in a case, as well as relationships between those entities—all in the same database instance.  Even the most complex relationships should be tracked, maintained, and analyzed to discover trends or new relationships between individuals or organizations, as well as provide a history of relationships with creation and expiration dates.

The data model should also expand to include additional data fields and types, without the need for costly and time-consuming programming. The application can provide a point and click window to create new fields, re-label existing fields, or move the screen location of the fields so that the data is meaningful and accessible to the customer or agents.

Automated Business Process Flows

A case management solution should enable system administrators to use specific business rules to control the access and flow of information among customers, agents, management and organizations, from the time the inquiry or case is opened to the time it is assigned to a field agent.  Headquarters staff can receive alerts when a field office takes action, without having to follow up. Notifications and alerts can be based on action performed in the system, status changes, or data thresholds, or they can be generated manually by an agent or other end-user.  They can also be deployed via e-mail to the casework queue, a pager, cell phone, or other mobile device.

Workflows can be graphically configured to include particular business rules without requiring custom programming.  Additional tasks can be built into the system to streamline or create consistency among tasks and events. 

Integrated Reporting and Analysis

A case management solution should include easy-to-use, comprehensive, Web-based reporting, ranging from online queries to standard reports; from ad-hoc queries to senior-level business intelligence (real-time and historical).  Information on investigation workload, status, and trends, is accessed through a pre-built, configurable, or customizable portal. 


Built-in Document Management

The case management system should serve as the central repository for all content and related metadata, including productivity files (documents, spreadsheets, presentations), html files, multimedia (images, audio, video), e-mail, and XML documents.  It should include key document management capabilities such as attaching, viewing and tracking.  Access is controlled by the user’s security profile.  In addition, advanced search functionality adds significant intelligence to an investigation by allowing agents to find cases related to any file.  The system should be able to search all case data, including character-based data as well as the supplemental data and evidence attached to the case.  

Case History and Audit Trails

Every case history should be tracked at a significant level of detail – including every individual who provides any type of information.  Every case should have an interaction history and audit trail, indicating which individuals have added or changed information and when.  The interaction history feeds a “knowledge base,” which is a repository of information that can be used by customers and/or other agents to leverage the experience of other agents and the outcomes of other cases.  In addition, this information can be used for reporting purposes.

A case management solution’s accounting and auditing features should be as granular and flexible as possible to ensure that the appropriate information is recorded, as dictated by the application or system security policy. This helps ensure that the size of audit trails remains manageable and the important records easily accessible. The system should also permit accounting and auditing plans to be enabled quickly to implement crisis plans.


Multiple, Integrated Points of Entry (Channels)

The case management solution should be able to handle multiple integrated channels of communications, which may include the Internet, phone, e-mail, mail or face-to-face. This lets customers and case workers communicate through their channel of choice, integrating information from these channels to ensure accurate and timely information.  For example, if a customer enters information at the Web site and then immediately calls the Call Center, the same information must be accessible to the agent on the telephone. 

For more information, contact Jerry Green, for Civilian Agencies, at jerry.green@oracle.com or 703-364-2574; or Michele Pretka, for Department of Defense, at michele.pretka@oracle.com or 703-364-8077.












