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- Why Decisions Management?

- Business priorities that drive decisions

- Use Cases across 3 dimensions

- Examples of decision automation use cases by industry

- Where to find more information
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Why should you abstract and manage business decisions? 

Programming based 
traditional approach

Decision management system 
externalize the decision logic 
from applications 

– Business logic is owned by IT

– Rules are locked in processes
and applications

– Complex to handle

– Difficult to update rules
and processes

– Higher risks of inconsistency and 
non-compliance

– Business logic is owned by
Line of Business

– Enables fast, safe changes to rules

– Business rules can be blended
with ML-based predictions

– Ensures performance
and scalability

– Ensures auditability and consistency
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1. Is the decision a business policy managed by business users?

2. Does the business policy change regularly?

3. Does the decision take multiple factors into account?

4. Do you plan to include predictive analytics in your decisions?

ODM Lead Qualification Questions
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Analysts POV
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Businesses are 
looking for ways 
to personalize 

Mass personalization 
is hard with business 

applications

Automated 
decisions can 

make the 
personalization 

accurate, 
immediate and at 

scale

Personalization can deliver 
5 to 8 x ROI on marketing 

spend and can lift sales by 
10% or more

By 2022, 20% of large, new business solutions will 
rely on DMS implementation to scale the detection 
of, optimize the fulfillment of, business moments.

Nearly 90% of surveyed firms in a Forrester 
commissioned study, feel it is important to make 
decisions about business actions in real time.



Three business priorities are driving today’s decisions
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Customer
experience

• Mass scale personalization and deep 
engagement with customers

• Increasing number of data sources 
required to make decisions

Compliance and 
transparency

• Increasing regulatory constraints

• Need to develop trusted customer 
relationships

Operational 
efficiency 

• More pressure for decisions that drive 
growth, retention and reduce costs

• Imperative to streamline common 
cases



With digital automation, a small number of business experts can 
create business rules that drive success across these business 
priorities…
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Reduce costs

• Increase loan origination 
automation 

• Reduce non-compliance costs
• Prevent credit losses 

Ensure compliance

• Drive consistency between 
geos, channels and regulations

• Traceability for regulation 
compliance auditing

• Detect fraud systematically

Improve responsiveness

• Increase decision speed
• Detect business situations on 

time
• Adapt faster to changes



Compliance Screening
Regulatory policies

Underwriting

Loyalty Programs
Dynamic Pricing & Bundling

Cross-sell & Upsell

Onboarding Processing
Loan Origination

Claim Processing
Customer Self-service

Product Recommendation
Personalized Offerings & Services

Dynamic Pricing
Automated Loan / Claim / 
Service Processing

Regulatory Policies
Tax / Benefit Calculation
Pricing
Compensation 
Management

Onboarding Processing
Customer Support
Revenue Integrity

Fraud Detection
Risk Assessment

Auditability
Traceability

Adapt to market changes 
quickly

Increase Operational 
efficiency

Comply with Regulations

Use Cases across 3 
dimensions

Growth

Compliance

Efficiency

Improve 
responsiveness

Drive 
consistency

Reduce cost

Regulatory 
management

Transparency

Fraud 
management

Personalization

Improve 
customer 

experience

Drive customer 
loyalty
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• Drive greater consistency 
between enterprise and 
regulations

• Reduce non-compliance costs

Comply with regulations Adapt to market 
changes quickly

40-times faster 
processing in loan 
origination.

•  Increase decision speed
•  Detect business situations    

on time
•  Consider multiple factors

• Increase transaction 
automation 

• Improve productivity with 
intelligent automation

Increase operational 
efficiency

Renders comprehensive 
audit trails of decisions.

80% reduction in manual 
processing.

At First National Bank A major US Personal Lines carrier

Why should you use ODM to manage business decisions?

Enterprise Proven 
Technology

Multiple global enterprises rely 
on ODM for mission-critical 

workloads

A European General Insurer 

Comprehensive and 
Ease of use

Complete set of integrated 
decision management and 

governance capabilities

Rich Ecosystem

Strong business partner 
ecosystem to ensure your 

success in your implementation
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Banking & Financial Services Insurance
 Reduced loan processing times
 Customer onboarding
 Financial risk and regulatory investigations
 Cross-sell /Up-sell
 Loyalty campaign management

 Automated claims processing
 Underwriting
 Fraud investigations
 Cross-sell /Up-sell
 Loyalty campaign management

Government and education Travel and Transportation

 Customs and border control
 Benefits and services eligibility 
 Tax payments

 Online ticketing and reservations
 Invoicing
 Customer Loyalty programs

Energy and utilities Healthcare and life sciences

 Power grid management
 Bill processing
 Energy consumption management

 Improved patient care processes
 Donor matching processes
 Medical fraud investigations

Retail and consumer products Manufacturing

 Retail orders 
 Customer service
 Customer loyalty programs

 Manufacturing production quality and control
 Defect Investigations
 Conditioned-based maintenance

Example of Decision Automation Use Cases by Industry
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Use Cases for Banking and Financial Services
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Growth

 Cross-sell / Upsell
 Loan Processing
 Dynamic Pricing and Bundling

Efficiency

Compliance

 Customer Onboarding
 Payment Processing
 Customer Care and Insight

Opportunity Identification

• How long does it take to process a loan 
application?

• How long does it take to onboard a new customer?
• How often do you change your policies? How long 

does it take?
• Are you making a lot of decisions in your 

processes?
• Are decision experts involved in your processes to 

make decisions?

• Are your processes subject to legal constraints?
• How long does it take to update a new regulation 

policy?
• How to track executions today?
• What do your audit logs look like?

Compliance

Growth & Efficiency

 Fraud Detection
 Risk Assessment
 Underwriting
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Growth

 Cross-sell / Upsell
 Personalization
 Automated Claim Processing
 Underwriting

Efficiency

Compliance

 Automated Claim Processing
 Compensation Management (of producers and agents)
 Customer Care

 Underwriting
 Fraud Detection
 Risk Assessment

Opportunity Identification

Growth and Efficiency 
• How long does it take to process a claim 

application?
• How long does it take to onboard a new customer?
• How long does it take to onboard a new producer 

and agent? How do manage compensation?
• How often do you change your policies? How long 

does it take?
• Are decision experts involved in your processes to 

make decisions?

Compliance
• Are your processes subject to legal constraints?
• How long does it take to update a new regulation 

policy?
• How to track executions today?
• What do your audit logs look like?

Use Cases for Insurance 
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Growth

 Discount management
 Product customization
 Cross-sell / Upsell

Efficiency

Compliance

 Quote to cash
 Preventive management
 Production scheduling
 Inventory management

 Risk Assessment
 Suppliers eligibility

Opportunity Identification

Growth and Efficiency 
• How long does it take to on-board a new supplier?
• How do you manage your product customization?
• How do you manage allocation of work  rules to 

your machines?
• Do you manage your preventive maintenance 

rules?
• How often do you change your policies? How long 

does it take?
• Are decision experts involved in your processes to 

make decisions?

Compliance
• Are your processes subject to legal constraints?
• How long does it take to update a new regulation 

policy?
• How to track executions today?
• What do your audit logs look like?

Use Cases for Manufacturing Industry  
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Growth

 Customer on-boarding
 Cross-sell / up-sell
 Contract management

Efficiency

Compliance

 Preventive maintenance
 Energy management
 Customer Care
 Outage prediction

 Risk Assessment
 Pricing regulations
 Fraud detection

Opportunity Identification

Growth and Efficiency 
• How long does it take to on-board a new customer?
• How do you manage your customer contracts?
• Do you manage your preventive maintenance 

rules?
• How often do you change your policies? How long 

does it take?
• Are decision experts involved in your processes to 

make decisions?

Compliance
• Are your processes subject to legal constraints?
• How long does it take to update a new regulation 

policy?
• How to track executions today?
• What do your audit logs look like?

Use Cases for Energy and Utilities
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Growth

 Cross-sell / Upsell
 Customer-centric Pricing
 Dynamic Pricing
 Loyalty programs

Efficiency

Compliance

 Customer care
 Order to cash
 Supply chain management

 Fraud Detection
 Risk Assessment

Opportunity Identification

Growth and Efficiency 
• How long does it take to launch a campaign 

marketing?
• How long does it take to create new 

offerings/discount programs?
• How often do you change your policies? How long 

does it take?
• Are decision experts involved in your processes to 

make decisions?

Compliance
• Are your processes subject to legal constraints?
• How long does it take to update a new regulation 

policy?
• How to track executions today?
• What do your audit logs look like?

Use Cases for Retail and Consumer Products
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Growth

 Cross-sell / Upsell
 Customer-centric Pricing
 Dynamic pricing

Efficiency

Compliance

 Resource scheduling
 Revenue integrity

 Import regulation
 Export regulation
 Resource scheduling

Opportunity Identification

Growth and Efficiency 
• How long does it take to launch a campaign 

marketing?
• How long does it take to create new 

offerings/discount programs?
• How often do you change your policies? How long 

does it take?
• Are decision experts involved in your processes to 

make decisions?
• How do you manage revenue integrity?
• How do you manage resource scheduling?

Compliance
• Are your processes subject to legal constraints?
• How long does it take to update a new regulation 

policy?
• How to track executions today?
• What do your audit logs look like?

Use Cases for Travel and transportation
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“Our existing loan origination process became a potential 
obstacle to unifying operations.  Now, the customer 
experience is consistent and we can onboard new customer 
faster.” 

~ IT Architect, A leading US Bank

Challenges 

 Onboarding new customers took several days 
for the average loan

 Inconsistent customer experiences as 
employees interpreted written policies 
differently

Benefits
 Instant: Faster customer onboarding and a more consistent 

customer experience

 Efficiency: Consolidated the operations of a new acquisition and 
created a single process flow for all loan processing centers

 Insightful: Automated decision making in 85% of the loan approval 
process

Illustrative example of a 
business rule

Illustrative example of a 
loan validation flow

A leading US bank brings customer-centricity to loan 
origination
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Large Scale ODM Deployment at a Leading US-based 
Insurance Company

Challenges 
 Manage the business policies for claim 

processing
 Bring insurance products to market across 

different channels
 Traceability for auditing

Benefits

 Scalable: Provide ability to process large number of claims ( about 65,000 
claims per day)

 Collaborative:  About 1200 different projects on ODM and 600 rule 
developers working on ODM seamlessly

 Insightful: Early identification of fraud, traceability for regulation 
compliance auditing

Illustrative example of an 
insurance risk assessment 
rule

If 
this short-term disability claimant has more than five  
claims over the last 24 months

then 
send a copy of the claim to the fraud team;

if
the claim value is over $125,000

then
send it to the high dollar-value claim department;

Illustrative example of rules
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“By combining the strengths of IBM Software and services, we 
are dramatically reducing the time to process benefits, 
allowing the staff to put more focus on handling exceptional 
cases.” 

~ Project Director, IT Department Social Services Management

Challenges 
 Dramatic increase in number of new applicants for 

social services benefits under new Spanish law

 New, social services introduced, with precisely 
defined, complex eligibility criteria

 Consistently apply the same criteria to all citizens

Benefits

 Efficiency: Automates the processing of the paperwork, allowing 
agency staff to focus their time on exceptions

 Consistency: Fair decisions are applied through consistent scoring 
and rules-based eligibility criteria across all agency centers

 Compliance: Powerful, user-friendly interface allows case 
managers to review, validate and maintain cases directly to confirm 
compliance

Illustrative example of an 
eligibility decision table

A regional government entity administers social programs
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Explore more Case Studies…
https://www.ibm.com/products/operational-decision-manager/resources

20



Where to find more information

– Seismic

– Client Success Central
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Backup
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Clients in Travel and Transportation

Challenges 
 Revenue lost due to human errors
 Revenue leak caused by hidden city ticketing or skip-lagging
 Call centers costs and customer satisfaction

Benefits
 Instant : Faster way for rules system to protect revenue and 

detect fraud, hidden city ticketing or skip-lagging, human 
errors, and unusual activities

 Seamless : Ensure a consistent revenue protection across 
different channels

 Insightful: Developing a rules system on ODM on cloud to 
optimize call center operations through customer survey and 
intelligent call routing

Challenges 
 Revenue lost due to human errors
 Call centers costs and customer satisfaction
 Regulations
 Complex operations

Benefits
 Instant : Rule engine performance enabling real-time 

communication of violations and rules processing to adhere 
to FAA timeline as per Federal Aviation Rule 117

 Seamless : Optimize and ensure a consistent crew and flight 
attendants management based on FAA rules 

 Insightful: Developing a rules system on ODM on cloud to 
optimize call center operations through customer survey and 
intelligent call routing

A north American airline company uses ODM for 
Revenue Integrity and Customer Care

A north American airline company ODM to improve 
efficiency and ensure regulations compliance



IBM Decision Management 
enables timely rate updates at 
a major Australian multiline 
carrier
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Business Need

Sought to improve the speed 
of implementing updates to 
risk assessment, pricing, 
referrals and eligibility rules 
to their underwriting process
• Increase speed of delivery 

for implementation of 
eligibility and risk changes

• Improve consistency of risk 
assessments

• Address lack of LoB support

Solution

IBM deployed a Operational 
Decision Manager, a 
Business Rules Management 
System (BRMS), on IBM 
Websphere

• Augmented underwriting 
process with decision-
based Service-Oriented 
Architecture

• Targeted to address 
eligibility, risk 
assessment, pricing, 
referrals and compliance 
processes updates to 
underwriting process

• Improves the 
implementation of rate 
changes to >48 hours from 
+1 month

• Increases pass-through-
rate by 80%

Outcome

• Enables underwriters to 
execute multiple changes 
during the process

• Provides greater 
consistency in 
underwriting guidelines 
enforcement

• Renders comprehensive 
audit trails of rules and 
decisions

Decision Management



Japanese Life Insurer B

• Reduced underwriting 
cycle times: from 2-5 
workdays to 24 hour

• Reduced administration 
workloads: 10% 
reduction of underwriting 
workload

• Reduced client and sales 
agent burdens: Eliminates 
gaps in underwriting data 
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Japanese Life Insurer A

• Reduced underwriting 
cycle times: On-the-spot 
appraisal of underwriting

• Reduced administration 
workloads: 35,000 hours 
reduction, annually

• Reduced client and sales 
agent burdens: Eliminates 
gaps in underwriting data 
fields

Business Need

While both clients already 
captured customer 
information through digital 
inputs, they still relied on 
manual error checking to 
verify data fields. 
• Both insurers sought to 

automate their data 
verification processes to:

• Improve underwriting cycle 
times 

• Improve data accuracy

Solution

IBM developed and deployed 
an underwriting solution built 
on IBM Operational Decision 
Manager to both clients
• Codified respective 

underwriting manuals into 
ODM rule engine

• Enabled automatic 
generation of questions 
depending on data inputs

Multiple Japanese Insurers 
deploy IBM Decision 
Management to reduce 
underwriting cycle-times

Decision Management



European Life Insurer 
enhances the accuracy of 
commission calculations using 
IBM Decision Management

Client Background

Client is the largest life 
insurance provider in its 
respective market and one of 
Europe’s leading 
comprehensive life, pension 
and financial services 
providers. The company has 
office throughout the world
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Outcome

• Increases speed to 
market by +50%

• Streamlines commission 
payment process and 
improves transparency

• Eases the implementation 
and launch of new 
compensation plans

• Supports new policy 
sales, anniversary 
payments, and renewals

Business Need

Improve the efficiency of 
siloed commission 
compensation systems 
• Address legacy systems and 

hard-coded rules

• Rectify commission 
payment systems siloed 
across lines of business

• Decrease percentage of 
commission payments 
processed manually

• Enable ability to maintain 
complex payment 
structures across disparate 
agents and products

Solution

IBM deployed IBM 
Operational Decision Manager 
and IBM Business Process 
Manager to automate and 
govern rules-based 
compensation decisions
• Constructed flexible 

business decision rule 
engine that eliminates 
complex, manual and error 
prone processes

• Integrated across lines of 
business and products

Decision Management



US Personal Lines insurer 
applies fraud scoring to the 
claims process with IBM 
Decision Management

• Shortens processing & 
inspection of 10,000 
claims from 2 weeks to 1 
day

• Reduces fraud costs by 
30%
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Outcome

• Improves ability to 
capture conditions for 
detecting fraud in detail

• Provides greater flexibility 
in scoring and analyzing 
claims based on multiple 
attributes (800+)

• Provides a comprehensive 
decision audit trails across 
the claims process

Business Need

Client sought to address 
high fraud costs and a lack 
of transparency in the  
claims processes
• Rectify manual, siloed and 

disjointed processes 

• Decrease claim inspection 
time

• Lower fraud costs 

Solution

IBM deployed IBM Operational 
Decision Manager and IBM 
Business Process Manager with 
advanced analytics to 
streamline the claims and fraud 
detection process.

• Constructed flexible 
business decision rules

• Provided risk scores to claim 
processes to identify 
potential instances of fraud

Decision Management



A German insurer builds 
smarter policy cancellation 
and renewals processes using 
IBM Decision Management

• Standardizes approach to 
modeling and 
implementing business 
processes and decisions.
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Outcome

• 80% reductions in manual 
processing

• Increases gains in speed 
to market by +50% and 
rule and process changes 
are now implemented in 
days vs. months

• Provides comprehensive
audit trails of rules and 
decisions

Business Need

Improve the operational 
efficiency of policy 
cancelation and renewals 
processes to support future 
demand and expected 
growth targets
• Address differing policy 

processes across lines of 
business (often reliant on 
disparate systems, 
channels and applications)

• Ensure risk guidelines are 
consistently followed 
across the enterprise

Solution

IBM collaborated with key 
stakeholders across lines of 
business to codify a 
process within IBM 
Operational Decision 
Manager to enforce policy 
renewal and cancelation 
guidelines
• Identified policy status 

along with steps and 
procedures required to 
process requests

• Identified routing of the 
request to sales for 
follow-up

Decision Management


